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Major highlights: 

 
Executive 
 
This past year the major activities of the agency related to the merger of Christole and Options in January 

2012.  This involved ensuring that all contracts and service provision agreements were changed to note the 
new organization.  The first three months involved making sure systems for finances and human resources 
were adapted to the best of each organization.  As noted below, operations area was the priority, while 
maintaining services at the direct service level with minimal changes.  We felt it would be best to keep those 
things constant to allow for a more gradual integration.  By combining human resources and fiscal operations 
from both agencies, we were able to reduce full time equivalent staff while maintaining efficient operations. 

 
The service structure changed slightly in January with the implementation of a Director of Support 

Services, Director of Residential Services, and a Director of Community Services.  This maintained the same 
number of people in these positions but targeted an individual to work across former Christole and Options 
service areas focused on quality assurance, outreach, and ancillary services.  The result was that the Director 
of Community Services covered all of former Options' service areas and the Director of Residential Services 
covered the former Christole service areas.   

 
Donations were up more than 28% and membership increased by 5%.  The Week of Chocolate (Art of 

Chocolate) net was up 15% ($4,000) over last year. The grant hit rate was excellent at 100% as all grants 
requested were funded.  We were able to secure significant dollars for our Housing Options II and Crawford 
Apartments projects with over $6 million in grants: We also received requests for Work Experience, Continuing 
Education and Respite. We obtained a grant to pay for furnishings for the new group home on Highland that is 
part of Housing Options II and to help with development of a managed services organization with 8 other 
community rehabilitation organizations called the Southern Indiana Provider Network. 

 
Finally, one of the major developments at the state was the effort to convert group homes to supported 

living services.  LifeDesigns learned in the fall of 2012 that the state was hoping to make the total conversion of 
all group homes by 2015.  In addition, the Division on Disability and Rehabilitative Services targeted children's 
homes to be reduced by 50 slots in 2013.  Since we operate 5 homes, our services were directly affected.  At 
the time of this report, we are working with the state to develop plans to convert all homes by 2015 except for 2 
children's homes that the state would prefer we maintain.  Those children's homes will be provided with match 
by the Division on Children Services.  As result, we anticipate that referral and service priorities may change in 
the near future. 

 
Housing 
 
LifeDesigns continued to successfully diversify its funding resources with the expansion of its commitment 

into affordable and supportive housing. Housing Options II will be complete by mid February 2013 and consists 
of the three additional supportive housing units located on donated land off Highland Avenue.  LifeDesigns has 
supported six individuals with disabilities to live independently in their own home since 1986. With this new 
development the older home will be replaced with each individual having their own bedroom and bath. 
Common areas will include a large kitchen, living room, dining room and outdoor space. The apartments will 
feature two fully accessible units.  

 
The Crawford Apartments project officially breaks ground on January 31, 2013. The overriding vision of our 

project is that all of those in our community should have stable, decent and affordable housing. Our goal is to 
provide low barrier, permanent housing for 40 people with disabilities and their families. We are developing an 
advisory council for community input into our Crawford communication plan and programmatic design. The 
components of Crawford Homes include a 25 unit apartment complex called Crawford Apartments for 
individuals and couples and 15 scattered site vouchers for families and those in other counties served by the 
network. LifeDesigns was awarded a total of $6 million dollars to complete the purchase and development of 
this property on 2440 South Henderson in Bloomington.  
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The Crawford Apartments project, a supportive housing collaboration, came about through the efforts of the 
South Central Housing Network, a regional and joint body of agencies who have committed to work to end 
homelessness in our communities. The Housing Network identified a critical unmet housing need through the 
point in time homeless count. The region was found to lack sufficient housing options available to people with 
disabilities experiencing homelessness. This resulted in the mobilization of several partner agencies to 
coordinate the best possible housing resources and bring supportive services to people with disabilities who 
are experiencing homelessness. The role of each partner is: 

 Owner Developer: LifeDesigns, Inc, experienced in affordable and accessible housing 
 Property Manager: Hayes-Gibson International, experienced in permanent supportive housing 
 Service Providers: 

 Shalom Center for case management and service coordination 
 Centerstone for case management for people who qualify for Medicaid and addictions 

services 
 LifeDesigns for employment counseling and placement 
 Bloomington Housing Authority for rental assistance for 5 units 
 Positive Link, A program of IU Health Bloomington for case management for people with 

HIV 
 Developer Consultant: Milestone Ventures, experienced in securing funding and project 

management for permanent supportive housing and affordable housing 
 Contractor: Gilliatte General Contractors, Inc. 

 
LifeDesigns staff actively participate in the Owen County Housing Taskforce and the South Central Indiana 

Housing Network. Housing Options I on Covey Lane consists of 12 duplexes and successfully served 28 
individuals last year. With the introduction of Housing Options II and Crawford Apartments at the end of 2013 
we expect that number to increase to 58. LifeDesigns was awarded $26,000 in CDGB-D grant dollars from the 
city to replace windows in one building for Housing I. More information regarding the window replacement is 
forthcoming in 2013 business. In the future we envision an increase in the number of affordable housing units 
and an exploration of the use of various technologies to diversify or increase accessible housing options. We 
are confident that LifeDesigns housing will continue to be seen as the communities of choice. 

 
Operations 
 
During 2012 we spent considerable time consolidating policies and procedures, taking the best from each 

organization or masterminding something new!  In the Spring, we moved in together and began the process of 
combining our records and in some cases, re-tasking staff duties as new priorities came in to view. The result 
is that now we are all being paid by the Paylocity system, we have a new Employee Handbook, forms and 
policies have been combined and updated, we are using MAS90 as our accounting software, and we have 
determined that Provide and Accel will best meet our needs for time reporting, and Employee and Customer 
data tracking.  

 
We made a few changes in the recruitment process, expanding our geographic area and increasing our 

focus on direct support positions.  We put a targeted referral bonus in place in the Spring to encourage current 
staff to refer individuals they felt would make good employees.  Print ad and job fairs continue to be the way 
most job candidates learn about out employment opportunities with employee referrals a distant third.  We took 
advantage of opportunities to network with educators who could build a bridge between Lifedesigns and 
students.  Student volunteerism also increased in 2012 with IU students participating in several events with the 
customers.  Lifedesigns was also chosen by a Columbus East High School senior for her Senior Project which 
included reporting to her classmates on the field developmental disabilities as a career.  All of these 
connections increase awareness of LifeDesigns as an employer. 

 
We completed a compensation study in the fall of 2012 with a focus on direct service positions.  New hire 

training rates were increased as were overall DSP rates to be in line with 100% of the survey market median 
rate.  This puts us in a position of matching or leading in the area for entry level direct support positions. 

 
Workers Compensation and the reduction of injuries took on more focus in 2012.  We increased the use of 

our Return to Work/Light Duty program to keep injured employees working in some capacity.  This not only 
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reduced the overall cost but also kept the employee linked to the agency.  Going forward into 2013, the Health 
and Safety Committee will continue to increase awareness of each employee’s responsibility in maintaining a 
safe work environment. 

 
Services 
 
Community Services:  As of September 1, 2012, the Developmental Disabilities Waiver and the Autism 

Waiver ceased to exist any longer and persons receiving services on those waivers were automatically 
transitioned to the Community Integration and Habilitation Waiver.  As part of the transition, Transportation 
services were expanded to those formerly on the DD Waiver.  Along with collapsing the two waivers into one, 
the Support Services Waiver was renamed the Family Supports Waiver.  A new service, Participant Assistance 
and Care (PAC), is available to those on the Family Supports Waiver and can provide in-home support with 
personal care and household tasks, something previously not available on the Support Services Waiver. 

 
The state of Indiana also began discussions regarding a new service called, health home.  This service 

would provide comprehensive care coordination of individuals with chronic health conditions receiving Waiver 
services.  While we still await more details on the concept of health home as a service, we are planning 
implementation just as soon as possible.  We have a position posted for a registered nurse with the goal of 
providing more holistic supports and coordination across medical professionals. 
 

Certainly, our biggest challenges in Community Services over this past year have been related to staffing.  
We continued to struggle with a great deal of open direct support hours.  As we work to identify the best ways 
to attract and keep employees, our turnover continues to be much higher than we would like.  A new pay 
structure and some additional positions for onsite support are hoped to be the answer in 2013.  
 

Residential Services: During the first quarter of the year, along with providers across the state, we were 
made aware that changes would be coming to Residential Services. These changes included reducing the 

number of children’s group homes and transitioning all individuals in the other homes to waiver services. While 

this process still has to be completely defined, all individuals receiving residential services from LifeDesigns 
were evaluated by independent case managers to determine the services needed for supported community 
services. Our staff participated in this process to make it as efficient as possible and to ensure that the 
individuals we provide support to will continue to receive the level of care most beneficial to them. As an 
agency we spent a good amount of time this year working on our plan for continuing to provide services to our 
current individuals, as well as others, within the new system. This discussion is ongoing and will continue to 

evolve as the state’s plan becomes more defined. 

 
One of the other challenges in Residential Services during the past year was filling vacancies. For much of 

the year, referral packets for individuals of any age were almost nonexistent. This resulted in a lower than 
expected census for the year. While we remained in constant contact with the Bureau of Developmental 
Disabilities Services, it was not until late November that referrals began to be received. The number of referrals 

now being received is a positive sign that 2013’s census will be greatly improved.  

 
Support Services:   As a result of the merger, the structure of Services was changed a bit, and Support 

Services were separated out as a unified division to provide support to both Community and Residential 
Services. Support Services includes Behavior Support, Nursing Services, customer records, quality assurance 
and customer outreach and referrals.  
 

Behavior Support Services continued to see significant growth in 2012, with the number of individuals 
receiving Behavior Support funded by the Medicaid Waiver increasing from 12 to 21 by the end of 2012. This 
growth prompted an evaluation of our capacity for Behavior Support services; an additional position was 
included in the 2013 annual budget.  

 
With our CARF accreditation due to be renewed next year, we began meeting this fall to ensure we have 

all of our combined policies and procedures in order and operationalized, with the hope that all of LifeDesigns’ 
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services will be accredited in 2013. Options’ Supported Employment and Community Habilitation programs 
were awarded a 3 year accreditation during the last review, and now DDRS is requiring that organizations have 
Residential Based Habilitation (Supported Living) programs accredited by 2015.  

 
Community participation 
 
The following are a few of the organizations where LifeDesigns staff is involved and working to increase 

awareness of our services and supports: 
 Diversity Works Steering Committee and Business Leaders 
 Monroe/Owen Transition Council 
 Morgan County Transition Council 
 Networking for Support 
 Brain Injury Local Support Network Advisory Board  
 Bloomington Council on Community Accessibility 
 Bloomington Rotary Club 
 Bloomington Rotaract 
 BNI – Bloomington One Chapter 
 Columbus Chamber of Commerce 
 Bloomington Chamber of Commerce 

 Helping Young Professionals Excel (Abshier is Committee Chair) 
 City of Bloomington Inclusive Recreation Advisory Council 
 CASA Monroe County 
 Mental Health of America, Monroe County (Rinne is Treasurer) 
 Brown County Rotary Club and RYLA 
 Owen County Housing Task Force 
 Indiana University Department of Psychological and Brain Sciences Advisory 

Committee 
 Southern Indiana Provider Network (SIPN) Rinne is President 
 Bloomington Area Birth Services Board of Directors 
 Ellettsville Council for Youth 
 Financial Stability Alliance for South Central Indiana Steering Committee 
 United Way Agency Directors: Monroe, Lawrence and Bartholomew counties 
 Brown County Community Foundation 
 Brown County Partnership (nonprofit collaboration) 
 Nonprofit Alliance 

 
State level participation: This includes the following: 

 INARF Board 
 INARF’s Community Supports Section  
 INARF’s Employment Supports Section 
 INARF’s Training and Professional Development Committee 
 Indiana Association for Persons in Supported Employment INAPSE 
 INAPSE Policy Committee 
 INARF Human Resources Group 
 INARF CFO Division 
 Association of Fundraising Professionals-Indiana Chapter 
 Indiana Employment First Team 

 
National level participation:  
   APSE Network on Employment Board (Rinne is Vice President) 
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Progress Report 
 
This section of the report provides a discussion of our progress toward the benchmarks we set for quality in 

the areas of staff development, customer service, and financial stability.  This is a summary of statistics 
provided over the year from Executive, Operations, and Services Teams with an analysis of the trends they 
indicate.   

 

Staff Development 
 
 

Staff Statistics 

Overall 2011 2012 Goal 

(*combined) Month YTD 

Average 
Retention 

49.11%* 96.28% 37.17% 74% 

Voluntary 
Turnover rate 

Not 
available 

2.70% 47.04% < 45% 

Average tenure 
in months 

47.13 40.06 39.53 48 months 

Full time staff 
retention 

58.62% 96.41% 70.91% 85% 

Total number of 
staff 

505* 296 511 400 

Number of open 
hours 

 Not 
available 

1255 1612 <250 

Employee 
satisfaction 

3.87 out of 5 3.76 out of 5 3.76 out of 5 4.5 

# of W/C 
Accidents 

45* 0 27 15 (or less) 

Training Statistics 

  2011 
 

2012 Benchmark 

Month YTD   

New Employees 
in Orientation 

106 8 162   

Employees 
Terminated 
during 
Orientation 
Process 

10 0 29 0% 

New Employees 
completing 
Orientation 

69 4 82 100% 

Employees 
completing 
Renewal 
Training  

126 94 153 100% 

Noncompliance 
with CPR/FA 
recertification 

5% 0 3 0% 

Noncompliance 
with Renewal 
Training 

52 19 19 0% 
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Staff Statistics 

Overall 2011 2012 Goal 

(*combined) Month YTD 

Noncompliance 
with CE 
requirements 
(see staff 
training 
comments) 

37 55 55 0% 

Community 
members 
trained 

40 5 19 50 

 
Training compliance remained high in 2012, with only 2% of staff not completing renewal training. 

Compliance with CPR was 90%. The percentage of staff able to obtain the required number of Continuing 
Education credits maintained the prior year’s level. These credits require that staff document and submit 
various training opportunities throughout the year for credit. Because each staff is responsible for documenting 
his trainings, collecting data for this can be quite a challenge.  

 
Average turnover was up in 2012, at just over 62%.  This is, in part, because of the addition the children’s 

group homes and the extra, summer only staff that is hired on a temporary basis.  This also increases the 
reason for leaving to return to school/graduated. Combining both the Christole and Options 2011 statistics for 
2011 show a combined turnover rate for 2011 at 49.1%, however, the reasons for leaving are the same.  The 
two highest areas being voluntary quit without notice and leaving to take another job. It should be noted that in 
many cases, persons leaving are college students who have graduated and so the departure is not totally 
unexpected.  Where possible, 2011 statistics from Christole and Options have been combined on the charts.   

 
To further analyze turnover, Figure 1 summarizes the reasons for terminations over the past 4 years.  

Improvement is seen in the area of terminations as a result of leaving to go to another job, not finishing 
training/meeting requirements, and leaving for personal reasons.     

 
Figure 1 
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Because of the significant increase in terminations with no notice, we are focusing more on how 

supervisors “on-board” new employees.  Programs are being developed for supervisor/management training to 
assist them in their leadership roles with the emphasis on increasing staff retention.  Additionally, we are 
implementing a more aggressive pay structure for new employees that provide them with the opportunity to 
increase their wage at 90 days, 6 months, 9 months and one year.  In this way, we hope to provide incentives 
to new hires to work through the rough spots as they learn the job and the people they support. 

 
Work related accident numbers again reduced in 2012, with a total of just 27.  However, of the 27, only 13 

required medical intervention.  The two most costly were a fall, and a back strain.  The number one reason for 
an injury in 2012 was customer aggression, closely followed by slips, trips, or falls.  All direct service staff are 
required to complete Crisis Prevention Intervention (CPI) training at hire and through renewal training. CPI 
focuses on strategies to safely respond to challenging behaviors. Additional behavior support and focused 
training has helped in settings with continued aggression to assist staff in safety measures for both employees 
and customers.  Due to the number of staff who provide transportation to customers on a daily basis, we are 
very cautious and watch driving records closely and insist on defensive driving training. The Health and Safety 
Committee has taken a very active role in reviewing workplace injuries and making recommendations for future 
accident prevention.  The Return to work/light duty program is used on all cases with work restrictions. We 
continue to build relationships with area medical providers to assist us in these measures. 

 
WORK RELATED INJURIES 
 

Work-Related injuries by Position 

 

2011 2012  

   

 

 

   

 

 

DSP 27 20  

Team Manager 8 3  

Network Director 1 1  

Administrative Staff 1 3  

 

 

 

 

Total 37 27  

 

Injuries by Type 
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Employee satisfaction: The staff survey was conducted in summer of 2012 and had a response rate of 113 
lower than for 2011 despite the merger.  The format was unchanged from 2007 and is based on a survey 
developed by the Gallup organization (as described in First Break All the Rules, Buckingham and Coffman, 
1999).  This questionnaire has been used in hundreds of US companies, many of which are Fortune 500 
businesses.  Questions require staff to rate items stated positively in terms of their agreement with the 
statement.  The survey has a five-point scale with 5 being strongly agree and 1 being strongly disagree.  
The higher the score, the better the staff member’s impression in that area.  Results have been summarized in 
the following chart.  We should have a better rate of response in the coming year as we have added this to the 
employee performance review training that we do annually in hopes of having supervisors promote its 
completion after meeting with staff for their annual review. 

 
 

Respondents 

Direct Service Professional 57.5% 65 

Services Administration 21.2% 24 

Operations/Executive 13.5% 15 

Other 8% 9 

 
 

 
 
 
 

While the results show a decrease overall in satisfaction it continues to be quite high in a number of areas.  
Overall the change is very minimal.  It is likely that the decrease is related to the significant changes staff may 
have perceived with the merger (although most reported that they did not see much change).  The problematic 
areas are fairly consistent with prior surveys and include having someone with whom a staff can share 
concerns, receiving recognition, and feeling of job importance.  Areas of concern include whether the 
employee’s opinion counts, having someone to talk with about performance, and having materials needed to 
do the job.   
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The leadership team reviewed the information and made recommendations to improve the overall 
satisfaction levels.  This included a DSP recognition and regular communication via the staff newsletter about 
what is going on in the agency and also celebrating activities.  In 2013, the leadership team is working to 
further enhance retention, recognition, and recruitment efforts. 

 

Customer Service 

 

Customer Services Statistics 

 2010 2011 2012 Goals 

Satisfaction 85% satisfied 
7% dissatisfied 
93% would 
recommend 

98% satisfied, 
2%dissatisfied, 
96% would 
recommend 

97% satisfied, 
6% dissatisfied, 
94% would 
recommend 

90% satisfied 

Survey return rate 28% 18% 9% 50% 

Service growth: net new 
customers to last yr 
unduplicated count 

6% 5% 4% 12% 

Job placements 23 20 19 20 

Customers >65yrs old  17 15 10 20 

New Customers 65 36 31 60 

Customers leaving 25 26 24 10 

Number served, duplicated 402 405 487 406 

Number served, unduplicated 288 285 289 291 

Days from referral to intake 19 14 36 20 

Days from intake to start 13 28 29 20 

Quality Assurance Rating 83 out of 100 85 out of 100 86 out of 100 95 

Percent working age with jobs 31% 34% 39% 66% 

Percent adults with own home 21% 25% 25% 35% 

Supported Living 163 161 153 170 

Supported employment 95 81 70 90 

Behavior support 5 5 23 25 

Residential Services - Group 
Home 

54 52 43 56 

Host Families 4 4 4 4 
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Customer Services Statistics 

 2010 2011 2012 Goals 

CEO participation 63 73 70 60 

Employment  86 97 84 90 

Respite (state or county) 32 34 30 100 

Respite hours provided 6397 3710 4657 7500 

Affordable Housing 26 27 28 24 

 
 
The number of customers grew overall by 4% in 2012.  Behavior support services showed a dramatic 

increase from 2011, of 217%.  We hired a full-time behavior specialist in the spring of 2011 and have been 
quite pleased with the response we have received, in terms of the number of new referrals for this service.  
Employment Services decreased by 16% and CEO increased by 13%. Other services such as Supported 
Living, Group Homes, Respite and Host Families showed little to no change.  31 new customers began 
services this past year, while 24 individuals exited LifeDesigns services.  35% of those exiting left because 
they were either not in need of services any longer or their funding had been discontinued.  Figure 5 outlines 
all the reasons given for exit. 

 
 
 

Customer Reasons for Exit 

Reason  2010 2011 2012 

New provider 6 8 6 

Moved out of area 0 3 0 

State closed services 11 3 7 

Health issues 1 1 0 

Options served notice 1 0 0 

No longer needed service 3 6 6 

Other, unknown 1 2 2 

Death 3 3 3 

Total 26 26 24 

 
   
The figure below shows customer demographics as of December 2012.  There was little change in age, 

ethnicity, or gender from 2011.  With the merger, the number of total individuals with autism increased to 29%, 

Figure 5 
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an increase from 21% previously served by Options. Our primary customer group continues to be those with 
intellectual disabilities, which make up 49% of our customer base.  

 
 

Age current  Gender current 

0-5 1%  Male 62% 

6-17 15%  Female 38% 

18-40 48%    

41-65 32%    

66-85 3%    

86+ 0%    

Unknown 1%    

Race current  Disability current 

Caucasian 91%  Cerebral Palsy 6% 

Indian 1%  Autism 29% 

African American 5%  Intellectual Disability 49% 

Asian 1%  Traumatic Brain Injury 4% 

Hispanic 1%  Sensory 1% 

Unknown 5%  Physical Disability 5% 

   Mental Illness 4% 

   Unknown 5% 

 
Reportable incidents: The number and type of state reportable incidents are seen below in Figure 7. Due to 

data being unavailable for 2011for Christole, only incidents from 2012 are included.  A reportable incident is 
defined by the state and includes a number of categories. Incidents that involve more than one individual 
require a separate incident report for each person involved, so some categories appear higher than the actual 
number in incidences. For example, if there is a power outage at a group home where 6 people live, a separate 
report must be generated for each of those 6 people.  

 
Figure 7 

Report Category 
 

2012 

Physical abuse 6 

Sexual abuse 4 

Emotional/ verbal abuse 6 

Domestic abuse 1 

Neglect 46 

Peer to peer aggression  163 

Exploitation 12 

Figure 6 
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Report Category 
 

2012 

Death 4 

Structural/ environmental 67 

Res. Fire 38 

Missing Person 0 

Elopement 6 

Criminal Activity 4 

Med./Psych Treat. 114 

Injury/Unknown Origin 8 

Injury/Known Origin 14 

Fall with injury 54 

Med. Errors 114 

Use of PRN 87 

Use of restraint 14 

Other 
43 

Total 805 

 
 
 
 
All incidents are reviewed monthly by the Health and Safety Committee.  In addition, abuse and neglect 

investigations involving staff are reviewed by the Human Rights Committee.  The Service Development 
Committee of the Board also reviews incident reports bi-monthly.  These multiple reviews help to ensure 
remediation is ongoing.   
 

Progress on Employment Outcomes Through December 2012, there were 19 employment placements.  
This was a decrease from 20 employment placements in 2011.  The average employment tenure year to date 
was 2.9 years, an increase from 2.6 years previously.  The current percentage of customers receiving 
Supported Employment services who are currently employed was 39%.  This is down from 50% in 2012. 

 
The average time from intake to job placement was currently 263 days.  This is a marked improvement 

from 2012, when the average time from intake to job placement was 477 days.  Further attention is needed in 
this area to continue to reduce the amount of time it takes to assist individuals to locate employment. The 
average hourly pay rate is currently $7.99, up from $7.85 in 2011.  Customer and stakeholder satisfaction 
surveys occurred over the summer.  97% of customer/guardians stated they were satisfied with services while 
94% of customers/guardians reported they would recommend LifeDesigns’ services to others.  75% of 
stakeholders (3 of 4) reported being satisfied with LifeDesigns’ services and 67% said they would refer others 
to LifeDesigns (2 of 3).  A very low response rate from stakeholders continues to be an issue and for 2013, we 
are considering varying ways of obtaining feedback from all. 
 

Progress on Community Habilitation Outcomes For the year 2012, there were 70 customers who 
participated in Continuing Education Options (CEO) classes.  9 community members have participated in CEO 
activities this past year.  For the last quarter, 58% of time spent in habilitation services was community based.  
For the year, an average of 66% of time was spent in integrated, community based activities.  Customer and 
stakeholder satisfaction surveys occurred over the summer months.  97% of customer/guardians s stated they 
were satisfied with services while 94% of customers/guardians reported they would recommend LifeDesigns’ 
services to others.  75% of stakeholders (3 of 4) reported being satisfied with LifeDesigns’ services and 67% (2 
of 3) said they would refer others to LifeDesigns.  A very low response rate from stakeholders continues to be 
an issue and for 2013, we are considering varying ways of obtaining feedback from all. 

 
Customer satisfaction:  The survey was conducted over the summer of 2012.  There were 33 responses 

from a possible 347 for a response rate of only 9%. Possible reasons for the low response rate include the 
survey link only being sent out in a letter rather than electronically and persons not having significant time to 
consider the effects, if any, of the merger on the services they or the individual they represent receive. 39% of 
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respondents were family members of those receiving services, 30% were legal guardians, 51% were persons 
receiving services and 3% were advocates of customers.  63% of respondents have been involved with 
LifeDesigns for more than 5 years. 

 
The survey requested respondents to agree or disagree with a series of statements and included open 

ended questions regarding future service needs.  The following summarizes results. 
 

Figure 8 
 

Customer Satisfaction 
 

Area % Agree/ Strongly 
Agree 

2010 

% Agree/ Strongly Agree 
2011 

% Agree/ Strongly Agree 
2012 

Satisfied with services 88% 98% 97% 

Dissatisfied with services 7% 2% 3% 

Provide safe environment 97% 98% 97% 

Are timely in responding 88% 92% 91% 

I have control over things I do 
daily 

95% 98% 94% 

I have control over what is in 
service plan 

93% 96% 91% 

Treated with respect 97% 100% 97% 

I learn new things 94% 89% 78% 

I spend ample time in community 82% 77% 78% 

Staff assist with equipment and 
accommodations 

93% 66% (33% responded n/a) 76% (24% responded N/A) 

Office is easy to get around in 95% 85% (13% responded n/a) 81% (7% responded N/A) 

Emergency pager works for me 78% 42%  (52% responded n/a) 71% (23% responded N/A) 

LifeDesigns (2012) has a made a 
difference in my life 

96% 98% 100% 

 
Following the survey, the low number of responses received was discussed. It was decided that a follow up 

survey would be sent out at a future time when customers, families, and others would have more time to 
decide on the impact of the merger, if any on their services and form their opinions. Also decided was that they 
survey would be sent out in more than one form. It is believed that a higher number of responses will be 
received if an electronic link is provided in an email to make accessing the survey faster and easier.  

 
Suggestions for improvements or additional services included: 

 Work with employers to offer more full-time employment opportunities 

 Broader subjects for CEO classes 

 After school and summer activities for children 

 Support with planning for the future for adults with disabilities 

 Increased focus on teaching new skills  

 More communication with families of individuals served 
 
The leadership team reviewed the survey results and recommendations were developed as part of the 

goals for 2013.  
 
Case manager satisfaction:  Case managers and other funders were also surveyed in the summer of 2011.  

The ratings were from 1 (strongly agree) to 5 (strongly disagree).  Figure 8 is a summary of results from 2009 
and 2010.  

  
Figure 9 

 

Case Manager Survey Results 
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Area % Agree/ Strongly Agree 
2010 

% Agree/ Strongly Agree 
2011 

% Agree/ Strongly Agree 
2012 

Respondents 37.5% Case Manager 
12.5% State Agency 
37.5% Other 

60% Case Manager 
20% State Agency 
20% Other 

80% Case Manager 
0% State Agency 
20% Other 

Number respondents 8 6 5 

Years affiliated 62.5% 5+ years 60% 5+ years 40% >5 yrs 

Overall satisfaction 100% 100% 75% 

Safety satisfaction 100% 100% 100% 

Staff timely in responding 100% 100% 75 % 

Customers have control over 
things they do in the 
community 

100% 80% 
(20% responded n/a) 

100% 

Customers have control over 
service planning 

100% 100% 67% 

Treated with respect 100% 100% 67% 

Customers learn new things 100% 100% 100% 

Ample time in the community 100% 80% (20% responded n/a) 67% 

Staff provide accommodations 
needed 

100% 100% 100% 

Office is accessible 100% 100% 67% 

Emergency pager works 100% 20% (80% responded n/a) 100% 

Would recommend 100% 100% 67% 

Difference for customer 100% 100% 100% 

 
   
Satisfaction levels among stakeholders is lower and the response rate has declined, in large part due to the 

case management entities’ decision to respond to the Satisfaction Survey as a whole rather than individual 
case managers participating.  Overall satisfaction continued is 75%.  Respondents had a long history with the 
organization and included only case managers, and behavior specialists.  No state personnel responded to the 
survey.  With such a low response rate it is difficult to suggest a trend but it is problematic that we are getting 
such little feedback and more direct interviews are needed for 2013 results. 

 
Service Outcome Reviews:  More detail on outcomes for supported living, group home, host families, 

respite, employment and community habilitation goals along with 2013 goals for efficiency, effectiveness, 
services access and satisfaction for all services are outlined in Attachment A.   
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Financial Stability and Executive 

 

Item 2011 
Combined 

2012 
November 

Benchmarks 

Current ratio 3.84 5.05 3.64 

Quick ratio 2.95 3.54 1.5 or higher 

Working capital $2,788,346 $3,674,546 >$1,000,000 

Debt to equity 37% 12% 20% 

Days in accounts receivable 31 28 33 

Net assets to Total assets 66% 78% 80% 

YTD Net Income $195,726 $2,650,775 $468816 

Compensation to total expense 74% 70% 76.04% 

Benefits to salaries 21.20% 18.54% 25% 

Service revenue to total revenue 95.52% 83.11% 91.13% 

Admin expense to total expense 17.96% 13.30% 16.86% 

Contributions to total revenue 0.6% 0.7% 1.05% 

Total local funding per financials $72,934 $100,702 $150,000.00 

Endowment per financials $301,397 $388,798 $1,000,000 

In Kind (value by donor) $33,850 $45,792  

Planned gifts $25,000 $25,000 $ 50,000.00 

WOC $23,114 $27,125 $ 40,000 

NAP $6,100 $13,000 $ 50,000.00 

Grant hit rate 88% or 7 of 8 
72% of $ 

100% or 12 of 12 
99% of $ 

50% 

Grants dollars received $111,222 $6,050,859  

Number of donors 218 229 200 

Volunteers 33 45 300 

 
 
Actual data from November 2012 was used to compile the financial part of this report, as the annual audit 

will not be completed until March, 2013.  Benchmarks/comparisons were provided by Crowe Horwath, our 
accounting firm, using a compilation of 2011 data from other firms in our industry.  Figures from Options and 
Christole financials and audits were combined and ratios calculated to provide a basis for determining how the 
merger has benefited us financially.  In some instances, the two organizations used dissimilar methods of 
accounting for various line items, so this should be noted when reviewing the 2011 combined ratios. 

 
In many instances, the year-to-date November actuals compare favorably with the benchmarks provided by 

Crowe Horwath.  Current Ratio, Quick Ratio, and Working Capital all exceed the comparison, and Debt to 
Equity is much lower than our counterparts.  Service Revenue to Total Revenue dipped below the benchmark 
and combined 2011 ratios, showing that we have diversified our revenue and reduced dependence on 
Medicaid funding.  It was our hope to reduce administrative expenses by merging together, and this has been 
accomplished, bringing the percentage to 13.3% of total expenses.  

 
 
The Solutions Team is a group of senior leaders that has worked together throughout the year to bring all 

Options and Christole policies and procedures together as one.  The group met weekly to address finances, 
human resources, services, and communication.  Members of the solution team took a leadership role in the 
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strategic planning process as well.  Customer needs, potential new programs, and improvement of current 
programs were discussed at a retreat early in the 2nd quarter, which acted as a kick-off to the process.  The 
information gathered was made available to the Strategic Planning Committee.  Several Solutions team 
members also served on this Committee.  The Strategic plan focused on four areas: Leadership, Innovation, 
Foundation and Excellence, which spell L.I.F.E. The Strategic Plan was presented to the board and passed at 
the November board meeting.  

 
The second quarter of 2012 was a transitional one for the Executive Team.  At the end of April, 

Development Officer Karen Scherer retired and Leslie Abshier was hired. In August, a SPEA fellow came on 
as an intern for Development. Marketing and branding the new agency to stakeholders and the communities 
where the agency works was a priority in 2012. Over the course of the year the executive team worked on the 
logo, website and promotional material and finalized those, including new brochures. Social Media was 
enhanced with the use of Facebook and Twitter and plans for launching a blog in 2013 are in place. Abshier 
has been working on the organizations use of technology to increase the capacity to obtain and track gifts and 
contributions.  She has also been creating a grants database to create a comprehensive grant strategy for the 
organization. 

 
The Columbus office opened in the Bartholomew County United Way building and the Executive Team 

has put a plan in place to market LIFEDesigns’ services to individuals living in Columbus and the surrounding 
areas. In 2013, the Executive Team will continue to work with the Directors of Services to build a presence for 
services in Columbus. The 2012 Art of Chocolate on January 29th was attended by about 240 people including 
all volunteers and vendors. Ticket sales were down but the Week of Chocolate still brought in about $23,000.  

 
Grants for respite services (UWSCI), continuing education (NAP), Kids Leap Summer program (Psi Iota Xi 

and Delta Theta Tau) and group home furniture (Jack Hopkins) were written and received. We were awarded 
$7,420 for NAP, greater than the amount we received last year by about $2,000. The credits were quickly sold 
and we asked for reallocation. We asked for $10,000 from Jack Hopkins and received $6,196.86. We wrote a 
Letter of Intent to the Community Foundation of Bloomington and Monroe County to fund LIFEDesigns’ portion 
of payment to SIPN. We were asked to submit a full proposal and received the funding we requested.  And as 
mentioned earlier, we received 100% of the request for the Crawford Apartments for a total of over $6 million. 

 
LIFEDesigns reached its $150,000 30 for 30 Campaign goal in 2012 and will celebrate with a Donor 

Reception in 2013 during the Week of Chocolate. The agency also conducted an end-of-year direct mail 
campaign to ask individuals for donations to the “new” agency.  Thus far, the mailing was successful, 
exceeding last year’s end-of-year giving totals and bringing in new donors as well as increasing donations from 
current donors. Memorial funds were established in our Endowment to honor both Charles Shrake and Sophia 
Travis, LIFEDesigns Board members, who passed away in 2012.  

 
LIFEDesigns’ events included its Annual Awards Celebration held on Wed, May 23, 2012 from 6-8pm at 

the Liberty Ballroom located on the Westside of Bloomington, its Annual Picnic held in Columbus on Saturday, 
September 29th from 11:00am to 1:00pm at Donner Park, its Halloween Party on October 30th at the 
Bloomington Moose Lodge and its annual Holiday party held December 1st also at the Moose Lodge. Events 
were successful, but the team will work in 2013 on accommodating staff and customers in a wider geographic 
area.  

 
 

Risk Analysis 

 
Annually, through an analysis of all relevant data and after a review and onsite visit by an insurance 

company risk manager, LifeDesigns assesses and develops a plan to manage inherent risks.  Here are the 
major findings for the past 5 years.   

 There has been one employee dishonesty claim in the past five years and three total incidents 
investigated.  None were reported or investigated in the past year.  The agency put a monitoring 
program in place several years ago that has been instrumental in ensuring any problems are caught 
early. 
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 There are approximately 55 staff with responsibility for customer finances.  Training is provided to all 
staff who oversee customer finances.  Supervisors check staffs work monthly.  The Financial 
department conducts random audits on the customer accounts and report findings to supervisors. 

 There have been 3 incidents of property damage in the past five years.  One was for vandalism and 
one glass breakage on a vehicle.  All were covered with deductible of $500-$1,000. 

 There was one incident of loss under electronic data processing.  Loss was covered. 
 There were two EEOC claim in past five years.  One claim settled at mediation for $500. And the other 

was determined not to have any merit by the EEOC judge.  Christole had two EEOC claims and one 
was settled in mediation and one never followed up. 

 There was one wrongful termination suit brought in the past 5 years.  That suit was settled in 2012 after 
2 years and LifeDesigns was not considered to have done anything wrong and only settled for 
expediency and avoiding further legal costs.  There was a $5,000 deductible. 

 There has only been one vehicle related accident since 2006.  The average per employee driver 
accident is .007 per year (based on an average of 150 drivers per year).  Accidents per year were <1. 

 There was one major accident involving a non-owned vehicle.  This accident resulted in the death of a 
customer who was being transported by a staff member.  The staff member was treated and released 
for her injuries.  The police report determined the other driver to be at fault but noted that neither 
Options staff nor customer had seat belts on at the time of the accident.  There is a lawsuit that settled 
in 2012 with no cost to LifeDesigns, Inc. 

 Over the past five years worker’s compensation claims have held steady with very little change 
between 2006 and 2008.  In 2009 there was a significant increase primarily due to customer 
aggression in one setting.  Since then, accident rates have returned to around 20-30 per year.  The 
majority of accidents over the past 5 years have been customer aggression and slips, trips and falls.   

 Prevention strategies have included ongoing staff development in crises prevention, better orientation 
processes, restrictions on some types of activities (staff are not allowed to help customers move 
furniture, etc.) and providing adaptive equipment.   

 
Plans for 2013 include developing an aggressive health and safety program with the help of our insurance 

carrier; supervisor training on both safety and hiring/firing; and ensuring all terminations are written 
appropriately, follow processes and are reviewed by a Human Resources professional before meeting with the 
employee.     

 
Accessibility Plan 

 
Each year LifeDesigns reviews the accessibility of our services and facilities.  The Accessibility Plan is 

included in Attachment B and indicates the barriers identified for 2012 through employee and customer 
surveys and our progress toward addressing them.  Through the survey process along with the annual 
accessibility audit, additional barriers were noted by customers, families, staff, and funders.  It should be noted 
that all surveys indicated that the organization was given high marks for accessibility. The final column outlines 
the strategies for work in 2013.   

 
This past year, LifeDesigns provided the following accommodations for staff.  None of these required 

substantial investment and most staff are still in the job where they required the support.  Chart of all 
accommodations provided follows. 
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Date of request Type of accommodation Reason Outcome 

Feb. 2012 

Off work for work-related 
injury. Light duty not 
within restrictions 

Medical work comp Employee fell and restrictions prevented return until 
released 

Feb. 2012 

Off work for work-related 
injury. Light duty not 
within restrictions 

Medical/ work comp Employee slipped on ice at customers home. No work 
until released 

April. 2012 

Off work for work-related 
injury. Light duty not 
within restrictions 

Medical/work comp Employee fell on wet surface and fractured ankle.  
Non-weight bearing/crutches for 4 weeks 

Jun-12 

2 days off work-2 weeks 
75% sitting duties  for 
work-related injury 

Work-comp/medical Employee received an injury to leg from aggressive 
customer.   

Jul-12 
Light duty for work-
related injury:  no lifting 

Medical work comp Strain from lifting on work restriction until released 

Jul-12 
Off work for personal 
illness 

Medical personal Personal illness with time off due to restrictions 

Aug. 2012 

Light duty for work-
related injury:  
Office/administrative 
tasks 

medical Employee was restricted to work with non-aggressive 
customers. Employee performed modified work in 
regular position until released from medical 
restrictions. 

Nov. 2012 
Off work for personal 
surgery 

Medical personal Post-surgery restrictions, on leave 

 
 

Technology Plan 
 
During 2012 LifeDesigns participated in a shared IT collaboration project through the SIPN group. Nine 

different agencies are a part of the project and sharing IT resources. LifeDesigns has also decided to update 
its current Accel / Provide system with the most up to-date web based version which is now Provide V4. This 
new system will replace the current Accel / Provide software and provide many additional functions that were 
missing from the previous system. LifeDesigns has also started to provide online training via Moodle to 
additional non-profit agencies via the SIPN group during this past year. We have also put together a plan to 
replace or update our copier lease for all units.  Technology plans for 2012 & beyond include Implementation of 
the new Provide V4 & Windows 7 migration along with 43 laptops and 10 desktops for LifeDesigns, Inc.  We 
are also planning to replace 27 kiosk computers at the SLS sites for 2013.  E-mail has been converted to 
LifeDesignsinc.org during 2012. SIPN IT sharing collaboration will continue to be an important part of all 
technology plans moving forward for LifeDesigns, Inc. and participating SIPN members.  

 
Mission, Vision, Values 
 
LifeDesigns Mission, Vision and Values statements were formally developed in 2013.  The agency had 
operated as a merged entity effective 1 January 2012, having brought together Christole, Inc. primarily a 
residential provider and Options, primarily a supported living and housing provider.  The organizations had 
similar missions in serving persons with disabilities and both board and staff worked hard throughout 2012 to 
meld the mission, cultures, and activities of the two organizations into a single entity with one basic mission: to 
provide persons served with support that would eventually lead to their independence. 
 
The mission, vision, and values statements below were discussed by the Board of Directors and finalized at 
the December 2012 Board meeting.  Some of the important themes of the vision is that we expect everyone to 
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be able to live, work and plan in their community and our job is to help the people we support and our 
communities to make that happen.  Our mission reflects our interest in serving people with all types of 
disabilities, those who may need support as they get older, and lower income people who only need housing 
support.  The values are summarized from previous listing with an emphasis on the outcomes of services, our 
customer relationships, and organizational beliefs.  All subsequent materials will utilize these themes. 
 

Mission, Vision, Values 
 

2013-2015 

Vision…  
 
We envision communities that support all people, where each person is valued, and where 
everyone belongs. 
 
Mission…. 
 
LifeDesigns, Inc partners with people of all ages and all abilities to lead meaningful and active 
lives. 
 
Our values…. 
 
 The goals and expectations of our customers and their families direct our actions. 
 We design services to achieve independence, employment, and enrich lives. 
 Every customer, employee and stakeholder deserves dignity and respect. 
 Creativity and innovation are the keys to our success. 
 Collaboration is essential to achieving our mission. 

 
Goals for 2013 

 
In 2012, LifeDesigns initiated a 3 year planning process to develop new strategic goals for the agency.  

The resulting report is available for review.  Major goal areas include: 
 

Leadership Innovation Foundations Excellence 

LifeDesigns 
is one of the 
most 
admired 
agencies in 
the industry 

LifeDesigns 
employs 
pioneering 
strategies to 
solve 
problems 
and reduce 
barriers 

LifeDesigns 
services lead 
to 
independence, 
employment, 
and full 
community 
participation 

LifeDesigns 
has the best 
employee, 
systems, and 
community 
reputation 



 

Attachment A: Service Outcome Review 
 

 

Service Outcome Review   

2012 
Measures Applicable 

Service Areas 

Data Source Obtained By 2012 Goal 

1/1/2012 – 12/31/2012 

2012 Progress:   

 

Effectiveness      

Percentage/Amount of 

Services Growth 

 

 

CEO 

 

 

 

 

 

 

Employment 

 

 

 

 

All  

 

 

Respite 

CEO Customer 

Registration 

 

 

 

 

 

Network 

Director’s 

Monthly Report 

 

 

Network 

Director’s 

Monthly Report 

 

Network 

Director’s 

Monthly Report 

CEO Team 

Manager 

 

 

 

 

 

Supported 

Employment 

Director 

 

 

Directors of 

Services 

 

 

Network 

Directors 

75 people will participate in 

CEO. 

 

 

 

 

 

100 customers enrolled in 

Employment Services 

 

 

 

8% total Service growth. 

 

 

 

40 customers enrolled in 

Respite. 

70 individuals participated in CEO over 

the course of 2012.  Funding cuts 

resulted in some individuals having to 

select other services in order to 

maximize the level of staff support they 

received. 

 

80 individuals received Supported 

Employment services throughout 2012. 

 

 

 

We had a total service growth of 4% in 

2012. 

 

 

During 2012, 30 customers were 

enrolled in Respite services. 

Percentage of customers 

of working age with 

jobs 

All  

 

Network 

Director’s 

Monthly Report 

Network 

Directors 

 

 

45% of customers of working 

age will have jobs. 

39% of customers of working age held 

jobs during 2012. 

Percentage of adult 

customers with their 

own home 

All Community 

Services 

 

Network 

Director’s 

Monthly Report 

Network 

Directors 

 

 

30% of adult customers will 

own their own home. 

25% of customers own their own 

homes. 

Amount of time in 

community 

CEO Progress Notes 

 

Attendance 

Records 

 

CEO 

CEO Committee 

 

Services Team 

70% of time of habilitation 

services was spent in the 

community. 

66% of CEO time was spent in 

community integrated activities. 
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Curriculum 

Number of job 

placements 

Employment Supported 

Employment 

Director’s 

Monthly Report 

Supported 

Employment  

Director 

 

25 job placements. There were 19 job placements in 2012. 

Average employment 

tenure 

Employment Plan for 

Employment 

and Supports 

 

Supported 

Employment 

Director’s 

Monthly Report 

Supported 

Employment 

Manager 

Average employment tenure 

will be 2.8 years. 

Average employment tenure was 2.9 

years. 

Average quality 

assurance rating 

All Monthly QA 

Review Process 

Directors of 

Services 

Average quality assurance 

rating of 95% or higher 

Formal quality assurance activities 

were put on hold as we worked to 

troubleshoot some technology issues 

that kept us from viewing updated 

customer documents on demand.  This 

will be revamped and start again in 

February 2013. 

Efficiency      

Group Home 

Occupancy Rate 

Group Homes Monthly 

Census 

Network 

Director 

Average occupancy is 96%. Current occupancy rate for the group 

homes is 82%. 

Length of time from 

referral to intake 

All Network 

Director’s 

Monthly Report 

Network 

Director 

Average time from referral to 

intake will be 30 days or less. 

The average time from referral to 

intake was 16 days. 

Length of time from 

intake to start of 

services 

All Network 

Director’s 

Monthly Report 

Network 

Director 

Average time from intake to 

start of services will be 25 days 

or less. 

The average time from intake to start of 

services was 8 days. 

Time from plan 

development to job 

placement 

Employment Plan for 

Employment 

and Supports 

 

Supported 

Employment 

Director’s 

Supported 

Employment 

Manager 

Average time from plan 

development to job placement 

will be 180 days or less. 

Average time from plan development 

to job placements was 263 days.  This 

was a significant improvement from 

466 days in 2011, but there is still room 

for continued advancement in this area. 
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Monthly Report 

Average hourly pay rate Employment Plan for 

Employment 

and Supports 

 

Supported 

Employment 

Director’s 

Monthly Report 

Supported 

Employment 

Director 

Average hourly pay rate will be 

$7.95 an hour. 

Average hourly pay rate was $7.99 an 

hour. 

Service Access      

Percentage of customers 

receiving duplicated 

service 

All Network 

Director’s 

Monthly Report 

Network 

Directors 

 

Directors of 

Services 

10% increase in customers 

receiving duplicated services. 

There was a 12% increase in customers 

receiving duplicated services from 

2011 to 2012. 

Respite hours provided Respite Network 

Director’s 

Monthly Report 

Network 

Director 

 

Director of 

Services 

Annual Respite hours provided 

is 4500 hours or more 

Respite hours provided during 2012 

was 4657. 

Number of customers 

over the age of 65. 

All Quarterly 

Demographics 

Directors of 

Services 

16  customers served who are 

over the age of 65. 

We provide services to 10 customers 

over the age of 65. 

Percent of individuals 

of a minority population 

receiving services. 

All Quarterly 

Demographics 

Directors of 

Services 

A total of 12% of customers are 

of a minority population. 

10% of customers are of a minority 

population. 

Percent of youth 

receiving services 

All Quarterly 

Demographics 

Directors of 

Services 

18% of customers are under the 

age of 18. 

16% of customers served were under 

the age of 18. 

Percent of customers 

with Autism 

All Quarterly 

Demographics 

Directors of 

Services 

25% of customers served have 

a diagnosis of Autism 

28% of customers served had a 

diagnosis of Autism. 

Satisfaction      

Percentage of customers 

reporting that they 

would refer others to 

LifeDesigns. 

All Annual Survey Services Team Maintain percentage of 

customers reporting they would 

refer others to LifeDesigns’ 

services at 90% or above. 

94% of customers reported that they 

would refer others to LifeDesigns. 

Overall customer 

satisfaction 

All Annual Survey Services Team Maintain satisfaction rating of 

90% or above. 

97% of customers reported they were 

satisfied with LifeDesigns’ services. 

Stakeholder satisfaction All Annual Survey Services 

Team/Executive 

Director 

Maintain satisfaction rating of 

90% or above. 

75% of stakeholders reported they were 

satisfied with LifeDesigns’ services. 

Percentage of 

stakeholders reporting 

All Annual Survey Services 

Team/Executive 

Maintain percentage of 

stakeholders reporting they 

67% of stakeholders reported that they 

would refer others to LifeDesigns. 
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that they would refer 

others to LifeDesigns. 

Director would refer others to 

LifeDesigns’ services at 90% or 

above. 

 

Service Outcome Review   

2013 
Measures Applicable 

Service Areas 

Data Source Obtained By 2013 Goal 

1/1/2013– 12/31/2013 

2013 Progress:   

 

Effectiveness      

Percentage/Amount of 

Services Growth 

 

 

CEO 

 

 

 

 

 

 

Employment 

 

 

 

 

All  

 

 

Respite 

CEO Customer 

Registration 

 

 

 

 

 

Network 

Director’s 

Monthly Report 

 

 

Network 

Director’s 

Monthly Report 

 

Network 

Director’s 

Monthly Report 

CEO Team 

Manager 

 

 

 

 

 

Supported 

Employment 

Director 

 

 

Directors of 

Services 

 

 

Network 

Directors 

75 people will participate in 

CEO. 

 

 

 

 

 

100 customers enrolled in 

Employment Services 

 

 

 

6% total Service growth. 

 

 

 

35 customers enrolled in 

Respite. 

 

Percentage of customers 

of working age with 

jobs 

All  

 

Network 

Director’s 

Monthly Report 

Network 

Directors 

 

 

45% of customers of working 

age will have jobs. 

 

Percentage of adult 

customers with their 

own home 

All Community 

Services 

 

Network 

Director’s 

Monthly Report 

Network 

Directors 

 

 

30% of adult customers will 

own their own home. 
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Amount of time in 

community 

CEO Progress Notes 

 

Attendance 

Records 

 

CEO 

Curriculum 

CEO Committee 

 

Services Team 

70% of time of habilitation 

services was spent in the 

community. 

 

Number of job 

placements 

Employment Supported 

Employment 

Director’s 

Monthly Report 

Supported 

Employment  

Director 

 

25 job placements.  

Average employment 

tenure 

Employment Plan for 

Employment 

and Supports 

 

Supported 

Employment 

Director’s 

Monthly Report 

Supported 

Employment 

Manager 

Average employment tenure 

will be 3 years. 

 

Average quality 

assurance rating 

All Monthly QA 

Review Process 

Directors of 

Services 

QA system is being revised.  

New goal will be develop once 

we have had a year of 

experience with new system. 

 

Efficiency      

Group Home 

Occupancy Rate 

Group Homes Monthly 

Census 

Network 

Director 

Average occupancy is 88% or 

higher. 

 

Length of time from 

referral to intake 

All Network 

Director’s 

Monthly Report 

Network 

Director 

Average time from referral to 

intake will be 30 days or less. 

 

Length of time from 

intake to start of 

services 

All Network 

Director’s 

Monthly Report 

Network 

Director 

Average time from intake to 

start of services will be 25 days 

or less. 

 

Time from plan 

development to job 

placement 

Employment Plan for 

Employment 

and Supports 

 

Supported 

Employment 

Director’s 

Monthly Report 

Supported 

Employment 

Manager 

Average time from plan 

development to job placement 

will be 210 days or less. 

 

Average hourly pay rate Employment Plan for 

Employment 

Supported 

Employment 

Average hourly pay rate will be 

$8.10 an hour. 
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and Supports 

 

Supported 

Employment 

Director’s 

Monthly Report 

Director 

Service Access      

Percentage of customers 

receiving duplicated 

service 

All Network 

Director’s 

Monthly Report 

Network 

Directors 

 

Directors of 

Services 

10% increase in customers 

receiving duplicated services. 

 

Respite hours provided Respite Network 

Director’s 

Monthly Report 

Network 

Director 

 

Director of 

Services 

Annual Respite hours provided 

is 4750 hours or more 

 

Number of customers 

over the age of 65. 

All Quarterly 

Demographics 

Directors of 

Services 

12 customers served who are 

over the age of 65. 

 

Percent of individuals 

of a minority population 

receiving services. 

All Quarterly 

Demographics 

Directors of 

Services 

A total of 12% of customers are 

of a minority population. 

 

Percent of youth 

receiving services 

All Quarterly 

Demographics 

Directors of 

Services 

18% of customers are under the 

age of 18. 

 

Percent of customers 

with Autism 

All Quarterly 

Demographics 

Directors of 

Services 

30% of customers served have 

a diagnosis of Autism 

 

Satisfaction      

Percentage of customers 

reporting that they 

would refer others to 

Options. 

All Annual Survey Services Team Maintain percentage of 

customers reporting they would 

refer others to Options’ services 

at 90% or above. 

. 

Overall customer 

satisfaction 

All Annual Survey Services Team Maintain satisfaction rating of 

90% or above. 

 

Stakeholder satisfaction All Annual Survey Services 

Team/Executive 

Director 

Increase satisfaction rating to 

90% or above. 

 

Percentage of 

stakeholders reporting 

that they would refer 

others to Options. 

All Annual Survey Services 

Team/Executive 

Director 

Increase percentage of 

stakeholders reporting they 

would refer others to Options’ 

services to 90% or above. 

 

 



 
LifeDesigns 2012 Final Report  
Page 28 of 38 

  



 
LifeDesigns 2012 Final Report  
Page 29 of 38 

Attachment B: Accessibility Assessment and Plan 

Area Barrier Progress 2013 Goals 

Attitudinal Continue focus on customer outcomes. 
 

Continue to promote customer achievements 
in community and secure additional 
resources for library.  

 
Responsible: All Teams 

All surveys indicate excellent staff attitudes and 
respectful service provision. 

 

Continue focus on customer outcomes. 
 

Continue to promote customer achievements 
in community and secure additional 
resources for library.  

 
Responsible: All Teams 

Architectural Complete housing development and focus 
on ADA accessible units. 
 
Responsible: Executive and Services 
Team  

The Highland group home will be complete in 
February 2013. 

Complete housing development and focus 
on ADA accessible units. 
 
Responsible: Executive and Services 
Team 

 

 

 

Environmental None noted None None 

Financial Continue focus on housing and technology 
as a way to diversify income. 
 
Responsible: Executive and Operations 
Teams 

In 2012 we were able to pursue an additional housing 
project that will enable us to provide support to 
individuals who have disabilities who are homeless.  
This project will provide development income in 2013 
and ongoing should provide additional income from 
rents to help support the other organization programs 
and services. 
 

Continue focus on housing and technology 
as a way to diversify income and ensure all 
services are viable or have a plan to be so. 
 
Responsible: Executive and Operations 
Teams 

Employment Work with the state’s employment first 

initiative to increase the percentage of 
persons employed in the community. 
 
Assist the business leadership network to 
support and recognize local business efforts. 
 
Develop a promotional campaign and 
implement locally. 
 
Responsible: Services Team 

The percent of Options customers with jobs increased 
to 39% from 34% in 2011, well above the state 
average of 26%.    
 
LifeDesigns worked with other local providers and 
Diversity Works the local business leaders group to 
conduct a business recognition event in October.  The 
third annual event is planned for April 2013. 

With the addition of several group homes for 
children as result of the merger we have 
placed an emphasis on transition to adult life 
and community employment, as well as, 
employment support for people with autism.  
 
As the Crawford project comes on line, we 
will support people who have experienced 
homelessness to get and keep jobs, as well. 
 
Responsible: Services Team  
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Area Barrier Progress 2013 Goals 

Transportation Maintain ability to provide accessible 
transportation. 

 
Responsible: Executive Team 

LifeDesigns now has three accessible vehicles and 
can provide lift equipped transportation in Lawrence, 
Owen and Monroe counties. 

Maintain ability to provide accessible 
transportation. 

 
Responsible: Executive Team 

Communication Enhance customer information available in 
all supported living settings.  
 
Implement an integrated customer/hr/time 
and attendance system. 
 
Investigate the implementation of an intranet 
for staff.  
 
Responsible: Executive and Operations 
Team 

With the addition of an electronic customer record 
and laptops and netbooks for all supervisors, we now 
have the ability to share changes in customer 
information almost immediately.   
 
The customer and time and attendance system is in 
place and updated by services staff as needed. 
 
We are in the process of upgrading to a web based 
version of the software that should give even more 
flexibility. 

Enhance access to customer information in 
all LifeDesigns settings. 
 
Implement customer information processes 
to continue to improve access and updates 
 
Responsible: Services and Operations 
teams. 

Other Ensure all supervisory staff are trained by 
the end of 2011. 
 
Continue to promote respite to families. 

 
Responsible: Services Team 

A supervisory training has been outlined but not 
implemented. 
 
Respite has declined as the state cut rates and 
amount available to families. 

Ensure all supervisory staff are trained by 
March 2013. 
 
Continue to promote respite to families. 

 
Responsible: Services Team 
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Attachment C: Strategic plan goals for 2013-2015 
 
 
 
 

LIFEDESIGNS, INC STRATEGIC PLAN 

2013-2015 

LEADERSHIP: LIFEDESIGNS IS ONE OF THE MOST ADMIRED AGENCIES IN THE INDUSTRY 

Goal Activities Outcomes Evaluation Method 

We have influence at the 
state and federal level on 
the services and supports 
that individuals receive. 

 Communicate broadly to staff and customers 
(newsletters and social media) about 
opportunities to engage. 

 Support APSE, ANCOR, and other national 
organizations 

 Plan and conduct forums either in 
collaboration with others or alone  

 Teach problem solving and creativity to 
leadership team and practice 

 Investigate strategies that truly engages 
customers and their families or significant 
others in policy development. 

 Development of new services or 
implementation of new 
strategies within current services 

 Customer engagement in 
providing input to LifeDesigns 
and state policy makers 

 Number and frequency of 
LifeDesigns staff and customers that 
participate in state and federal 
initiatives 

 Customer satisfaction surveys 

 Community Leader Surveys 

The general public is 
informed and supportive 
of the overall services that 
we provide. 

 Improve social media practices 

 Make sure there is always an educational 
component in all events 

 invite all in geographic area to events utilizing 
community outlets for public 

 Plan and conduct events in Bartholomew 

 Improve and update communication plan as 
part of overall development 

 Increased interactions from the 
general public in LifeDesigns 
events 

 Increased stakeholder assessment 
of our outreach in the community 

 Increased giving 

 Number of donors and total 
amount of giving 

 Community Leader Surveys 
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Goal Activities Outcomes Evaluation Method 

Other community services 
are inclusive and provide 
our customers with access 
and choices 

 

 Identify problem areas noted in community 
surveys conducted for strategic plan and 
design steps to address 

 Partner with other organizations to ensure 
the inclusion of individuals 

 Participate in and support community 
initiatives in all areas to ensure inclusing of 
disability issues 

 Sponsor community events that will promote 
LifeDesigns and our mission 

 The organizations we partner with 
are open to those we support 

 Our customers report greater 
access to services 

 Community and customer surveys 
show better understanding of our 
mission 

 Increased giving 

 Community Leader Surveys 

 Amount of giving 

 Number and type of community 
organizations where LifeDesigns is 
represented 

Staff and customers are 
considered  leaders in 
local and state leadership 
initiatives. 

 Establish role of leadership team in engaging 
customers and staff in community initiatives 
and forums 

• Investigate and disseminate 
information re key "stuff" to staff and 
customers 

• Provide incentives for participation 
and opportunity to share information 
with other customers and staff 

• Support customers and staff to 
participate in Leadership initiatives in 
their respective communities.   

• Develop a Leadership curriculum for 
customers to be implemented in CEO, 
etc. 

  Increased networks and greater 
community presence 

 Participation in key program and 
policy development at federal, 
state and local level 

 Number of staff and customer with 
participation or membership in 
local and state initiatives 

 Community survey indicates 
presence of LifeDesigns 
representatives at important 
community events and forums staff 

INNOVATION: LIFEDESIGNS EMPLOYS PIONEERING STRATEGIES TO SOLVE PROBLEMS AND REDUCE BARRIERS 

Goal Activities Outcomes Evaluation Method 

We employ leading edge 
services to support people 
toward independence. 

 Investigate available technology to increase 
customer independence 

 Evaluate which individuals would most 
benefit from a technological device, develop 

 Increased customer base 

 Greater customer independence 

 Number of sites with web access 

 Number of individuals using devices 
increases by 75% 

 Number receiving electronic 
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Goal Activities Outcomes Evaluation Method 
methods to fund devices, and implement 

 Increase the number of people receiving 
electronic monitoring services 

 Enhance staff training in behavioral support 
strategies 

monitoring services 

 Customer outcomes 

We develop services or 
methods to support 
populations currently 
underserved or unserved 
and to meet changing 
state focus. 

 Increase services to families by integrating 
staff schedules to ensure needs are met 

 Benchmark family services and how 
provided in other parts of state 

 Determine feasibility of Applied Behavioral 
Analysis (ABA) Services 

 Implement family caregiving trainings 

 Devise and implement a plan with the state 
to transition children’s homes to Waiver 

 Access for families 

 Families receive support for 95% 
of approved services 

 Seamless transition for children 
with minimal impact on their 
services. 

 Family support utilization 

 Numbers of families supported 

 Customer survey 

LifeDesigns has model 
technology so that 
stakeholders have the 
information they need 
when they need it in 
order to do their job. 

 Develop facility with computer systems to 
document and streamline services 

 Create matching services so customers with 
limited supports can share hours 

 Implement the customer record system and 
resolve access issues 

 Develop and implement an integrated 
quality assurance program and begin 
providing scorecards internally 

 Conduct six training sessions for staff on the 
use of technology to improve their 
productivity 

 Increased staff 
competency/knowledge in using 
technology applications 

 Fewer incidences of business 
interruption due to technology 
failures 

 Customer and Employee surveys 

LifeDesigns proactively 
researches, evaluates and 
implements technology 
supports and systems. 

 Evaluate current systems and develop 
records storage systems for greater access 
and security 

 Work with our partners in the industry such 
as SIPN, INARF & other local resources to 
research and evaluate what technology is 
best for the organization. 

 Set up audit system between billing and 
progress notes 

 Identify, tag and inventory all LifeDesigns 
property 

 Complete and thoughtful plans 
that incorporate the latest 
technology 

 Employee surveys 
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Goal Activities Outcomes Evaluation Method 
 Develop a ticketing system for facility and 

computer management  

FOUNDATIONS: LIFEDES IGNS’ SERVICES LEAD TO INDEPENDENCE, EMPLOYMENT, AND FULL COMMUNITY PARTICIPATION 

Goal Activities Outcomes Evaluation Method 

People we serve who are 
of working age are 
meaningfully employed. 

  

  

  

 Assess current customers to identify those 
who are not currently employed and 
develop a plan for employment 

 Develop relationship with Bartholomew Co. 
VR 

 Retrain all supervisors on employment 
support and holistic support 

 Develop CEO employment curriculum 

 Regain Employment Network status 

 Develop structure and budget for Ticket to 
Work program 

 Increase in number of people who 
are employed to 40% 

 Percent of working age adults with 
employment 

Core services expand to 
underserved areas and 
populations (people who 
don’t meet level of care 
and seniors). 

 Evaluate services administrative structure 
to maximize effectiveness and efficiency. 

 Benchmark other agencies in 
supported living and family services 

 Design services structure to prepare 
for growth 

 Use Columbus as a base and expand 
supported living and employment in 
northeastern counties 

 Assess viability of Home Health services 

 Do market research and develop a business 
plan for providing services to seniors 
including an ongoing marketing approach. 

 Increased net growth by 10% 

 People receive services include 
those underrepresented groups 

 Numbers served by program and 
geography 

 Customer demographics 

LifeDesigns Housing 
services promotes  the 
development and 

• Become CHDO in counties of 
interest to obtain access to more 
funding streams for housing and 
greater technical support 

 Tenants report increased 
satisfaction  

 Increased availability of affordable 
housing in catchment area 

 Tenant surveys 

 Assessment of housing stock 

 Occupancy rates in each housing 
project 
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Goal Activities Outcomes Evaluation Method 

availability of accessible 
affordable housing. 

• Develop affordable housing 
subcommittee within SCHN to look 
for development opportunities 
within catchment area 

• Increase number of affordable 
housing units available 

• Referral to community services 
through established relationships 
with other service providers 

• Explore establishment of tenant 
council 

• Explore use of various technologies 
to diversify or increase accessible 
housing options 

 Complete work on the Crawford 
apartments and bring tenants and services 
online 

 Low vacancy/full occupancy rate 
for our housing 

 Greater access to services for 
tenants 

 There is a variety of accessible 
housing options for people with 
disabilities 

 Number of accessible unites 

 Tenant demographics 

Customers report high 
satisfaction with their 
services. 

 Administer customer/stakeholder survey in 
multiple formats at different times 
throughout the year to ensure high 
response rate 

 Provide forums to promote ongoing 
dialogue/feedback between LifeDesigns 
and customers/families. 

 Develop a specific plan for concerns 
identified in customer survey process 

 Provide a positive action plan for concerns 
noted in survey process in specific 
networks 

 Provide customer service training to all 
supervisory staff 

 Customer satisfaction is above 
95% 

 Greater customer retention 

 Customer satisfaction 

 Numbers exiting and why 

 Number of complaints 
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EXCELLENCE: LIFEDESIGNS HAS THE BEST EMPLOYEES, SYSTEMS, AND COMMUNITY REPUTATION 

Goal Activities Outcomes Evaluation Method 

LifeDesigns expects high 
performance from staff 
and provides tools for 
achievement. 

 

 Develop and implement meaningful 
recognition programs 

 Review the employee development review 
process and ensure it is being utilized 
consistently 

 Work with SIPN on an online orientation 
process and implement 

 Establish a mandatory supervisor training 
and annual renewal process 

 Offer a variety of topics and training 
opportunities for staff to upgrade skills 
throughout the year 

 Establish an aggressive Health and Safety 
program to reduce worker injuries 

 Greater staff tenure 

 Better performance review results 

 Lower accidents 

 Staff turnover and tenure 

 Employee Surveys 

LifeDesigns is recognized 
as the employer of choice. 

 

 Enhance wages and entry for direct 
services staff and prepare for needed 
adjustments in 2014 to administrative 
salaries 

 Develop and utilize an ideal employee 
profile for recruitment 

 Identify employee benefits that are 
competitive, compliant and affordable 

 Develop systems and prepare for full 
implementation of the affordable care act 
in 2014 

 Implement recruitment plan targeting 
underrepresented populations 

 Review performance review process to 
ensure it is consistent with requirements 
and educate supervisors on 
implementation 

  Adequate number of applicants to 
fill openings 

 Stability in workforce 

 Higher staff morale 

 Staff vacancies 

 Employee surveys 

We have systems to meet 
positive financial results 
while achieving our 

 Seek additional ways to reduce 
administrative costs and enhance systems 
such as working with SIPN to collaborate 
in IT, HR and Fiscal services 

 A positive bottom line in all 
programs/services 

 Everyone is on the same 
timekeeping system 

 Financial reports 

 Quarterly activity reports 

 Audits 

 Employee surveys 
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Goal Activities Outcomes Evaluation Method 

mission. 

 

 Negotiate purchase of the Winslow office 
or pursue other options to stabilize our 
housing costs 

 Benchmark SIPN agency’s service structure 
and evaluate changes to improve 
productivity, quality, and finances. 

 Develop systems for private insurance 
depending on results of ABA feasibility 
study 

 Significantly reduce manual processes and 
further automate information systems to 
produce better reporting 

 Integrate Paylocity, Accel, and HP 

 Streamline forms 

 Investigate ways to go paperless in 
other areas 

 Ensure systems are set up for growth and 
change 

 Learn more about new ACCEL system 

 Set up systems needed for housing 
projects coming online 

 Attend SIPN and INARF meetings and 
trainings 

 Cross training staff 

 Ensure fiscal compliance 

 Audit sample of customer funds 
quarterly 

 Prepare for audits  

 Integrated and automated payroll 
and billing systems 

 Fiscal forms are updated to reflect 
LifeDesigns’ name and all staff are 
using them 

 Consistency in financial 
recordkeeping throughout the 
agency 

 Fewer adjustments to payroll and 
billing 

 Staff are trained to enter time and 
approve time correctly 

 Audits indicate excellence in fiscal 
operations 

We are a model of 
stewarding community 
investments. 

 Develop and implement a comprehensive 
development plan including a donor 
landscape to target fundraising efforts 

 Align marketing strategies with 
development plan 

 Investigate new strategies for getting to 
our target audience including internet 
advertising 

 Continue to build relationships with 

 Increased giving overall 

 Grant success rate is high 

 A number of corporate donors is 
secured 

 Amount of donations and number of 
donors 

 Grant success rate 

 Corporate sponsors 

 Donor evaluations 
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Goal Activities Outcomes Evaluation Method 
current and potential corporate and 
private foundations 

 Establish priorities for grant development 
and seek grants accordingly 

 
 

 


