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Major Highlights 

 

This year has been amazing, full of challenges, success and great teamwork.  As a result of the flood of 
referrals, we experienced major challenges with staffing and overtime this year.  We have tried to address this 
issue by implementing several recruitment campaigns for new employees, increasing our starting wage for 
new employees, offering both a sign-on bonus and referral bonus and working to increase our retention of 
current staff.  Additionally we have been active with our legislators regarding the issues facing the Direct 
Support Professional workforce.  In the fall we held an advocacy forum and hosted our US Representative 
Todd Young to brainstorm with us around the current DSP crises.  We learned that this is a national and 
statewide issue that will only grow larger as the population ages and the number of direct support 
professionals needed increase substantially. 
 
This was our best year ever for job placements with 25.  We have found jobs for customers in hospitality, child 
care, information technology, retail and educational support services.  We joined efforts with Stone Belt and 
Centerstone on a School to Work Collaborative 5 year Grant Project targeting Bedford North Lawrence High 
School students with disabilities.  The project provides internship opportunities to high school age students 
with disabilities.  As of the end of 2014, 8 seniors are enrolled in the program and 10 juniors have been 
identified. 
 
In August, we joined Stone Belt Services staff to participate in a day long Advance.  This event featured Dr. 
Thomas Pomeranz, EdD. who spoke with us about Supported Routines: Best Practice Strategies for a Fulfilling 
Life.  The day was filled with some tough questions about how we support staff to support our customers to 
live as independently as possible.  Feedback from participants was overwhelmingly positive as most thought it 
very productive and enlightening day. 
 
The HR, Fiscal and other nonservices staff held an Advance at the same time and have since been meeting 
regularly.  As a result the team has developed: shared leadership - where each member took a turn preparing 
the agenda and leading the group through it, professionalism - modeling with both dress and behavior, 
sending “Impressions” - which is a way to send kudos to staff through Paylocity and picture badges for staff - 
which will be operational in 2015.  Operations also met the goals of attending a workshop on housing, 
quarterly INARF meetings, and SIPN CFO Division meetings. 
 
Concerns over pay rates and turnover prompted a special work group of the Board led by Brian O’Neill, Board 
Chair.  This task force initiated additional research into pay increases for our DSPs.  We made the decision to 
increase DSP starting rates to between $9 and $10 per hour, effective Jan. 1, 2014.  We now have the highest 
starting rates for DSPs in the region.  But this is still not sufficient to lure the best and brightest.  We hope to 
spend our time in 2015 in advocacy for improved rates and fundraising so that DSPs are paid a living wage of 
$12/hour.  The Board and Leadership Team will work together on this….a combination of board and staff and 
customers that will ensure the community, policy makers, and legislators understand the importance of this 
issue. 
 
Housing: Year one proved to be outstanding for Crawford Apartments, both in terms of another award and 
dramatic improvements in the lives of the residents and rewards to the larger community. LIFEDesigns, in 
partnership with The Shalom Center, won the Lt. Governor’s Award for Excellence in Affordable Housing & 
Urban Community Development in October 2014. The program had a 92% housing retention rate its first year 
and there was an 88% reduction in incarcerations. The City of Bloomington gifted a home on Orris Drive to 
LIFEDesigns as part of the affordable housing program and the organization has been able to assist two of its 
customers realize their dreams of independence by leasing this beautiful, accessible home to them. The 
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agency is placing an emphasis on developing smart homes using Night Owl sensory monitoring. This will 
increase customer independence and lower the cost of providing support while maintaining quality of service.  

 

Operations:  
Fiscal Services: The Fiscal Department made excellent progress on goals this year.  A focus on internal and 
external audits was part of this.  Internally, Fiscal Services was charged with auditing customer progress notes 
for both Supported Living and group homes, and auditing individual personal customer bank accounts for 
which LIFEDesigns is responsible.  To audit electronic customer progress notes, the Fiscal Department and 
Services worked together to devise a review strategy and run some testing.  Actual audits are under way, and 
the next step is to increase Fiscals’ understanding of the group home progress notes, and to find ways to 
minimize the time it takes to do the audits.  For customer audits, the department reviewed 46% of customer 
accounts.  This is the highest percentage to date.  Our three external financial audits for 2013 (workers’ 
compensation, 401k, and annual) were completed in an orderly fashion, on time, and with favorable results.  
Staff training and development was a major focus for 2014 with upgrades to Team Manager training and 
understanding of finances and Medicaid eligibility a key result.  We have had very few eligibility issues since 
this was completed. 
 
HR Services: Turnover was higher in 2014 (49% versus 32%) but was addressed in several ways: recruitment, 
entry wage, and training.  HR added Hirecentric, a web based software that helps with recruitment and 
applicant tracking.  It has increased our ability to get new applicants hired quickly.  We plan on using it even 
more for reference checking, brand development, and communication to candidates and new hires.  We had a 
few more employee injuries in 2014, but none were serious injuries.  We had 28 submitted injuries, but only 2 
were lost time injuries, 4 were non-recordable by OSHA standards.  In July of 2014, we received a refund from 
the Worker’s Compensation carrier of $102,000.00.  Our New Hire Training Program was chosen by SIPN as 
the best online program among the participating members.  Developing this program for use by all SIPN 
members was a major focus of our Employee Development Coordinator, along with training responsibilities 
for all our new hires.   
 
IT Services: In 2014 Life Designs worked with SIPN to set up the Group Purchasing program that was 
successfully launched as of January 1 2015. All office computers successfully upgraded from Windows XP to 
Windows 7. Seven new computers were purchased for the main office to accomplish this goal. Ten more 
kiosks were deployed to Supported Living sites. All ten were upgraded to Windows 7. A Barracuda Backup 
Server was installed to back up the two main servers and several workstations. In 2015 IT will be focusing on 
Security and establishing a mobile workforce. 
 
Community Services:  The major theme of 2014 for Community Services has been growth.  We experienced an 
influx of referrals for Family Support Waiver and Community Integration and Habilitation Waiver customers 
beginning in the spring of 2014.  Between March 2014 and October 2014, we received 23 referrals for 
Supported Living services.  This is in addition to 19 referrals for Supported Employment services.  We were 
excited by the challenge and as a result, were able to restructure some of our 24 hour Supported Living 
settings in order to better meet some of our current customers’ needs.  Additionally, due to the growth, we 
added in a new Network Director position and 2 additional Team Manager positions in order to effectively 
support the new customers.  Total growth in Community Services was 15% for the year.  Employment services 
staff have done a terrific job this past year at assisting customers to find employment opportunities in their 
communities, placing 25 individuals and exceeding the revenue budgeted for Vocational Rehabilitation 
services.   
 
Residential Services: During 2014 the Residential Services went through many changes and re-configurations.  
By the end of the year, and moving forward, we were able to find a structure that met the needs of the 
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persons we serve and fall within the budget and oversight guidelines from the state.  First, and foremost, 
stability was brought to the Residential Services’ Leadership team.  From the Director of Services through the 
Team Managers and Team Leaders there is now a leadership team of staff that have experience and tenure 
with LIFEDesigns.  Next, we have begun transitioning those we serve in Residential Services to Supported 
Living funding.  Four customers have left the residential group home model and our now living in a supported 
environment in the community allowing them greater control over their lives.  We will continue to move more 
of our group hojme customers to community-based supported living arrangements through 2015.  Finally, it is 
important to note that while it might take some time, perseverance does work.  One of our customers who 
resides at the Highland home was able to get a community-based job he had been wishing to have for the past 
two years.  He is very happy to be able to work at his “dream job” and have a regular pay check.  The dreams 
of our customers are the dreams of our staff and they work diligently to help make them come true. 
 
Support Services: Creating consistency across service areas was a major focus of Support Services in 2014. The 
Accel workgroup was resurrected, and a plan developed to more fully utilize the electronic customer record. 
While Community Services has utilized that system quite some time to maintain necessary customer 
documentation, plans are in full swing to do this for Residential Services as well. In addition to customer 
progress notes, individual goal activity is now reported electronically, allowing supervisors to pull data related 
to progress on objectives easily and accurately. Wellness Coordination was added and our nursing staff 
increased to 4.  Our nurses have reviewed policies and processes to incorporate an increased level of nursing 
support to individuals living in Supported Living. They worked together to improve staff training and oversight 
in relationship to medication administration, and as a result, we have seen a decrease in the number of 
medication errors in 2014.  Overall, incident reports reduced by 10% across the agency. 
 

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: 

 Best Buddies 

 Bloomington Council on Community Accessibility (CCA) 

 Bloomington Sunrise Rotary Club 

 Bloomington Chamber of Commerce HYPE  

 Bloomington Area Birth Services (BABS) Board of Directors – Gerber, President 

 Brain Injury Local Support Network Advisory Board  

 CASA Monroe County 

 Circle of Care, Brown County  

 City of Bloomington Inclusive Recreation Advisory Council 

 Diversity Works Steering Committee and Business Leaders 

 Ellettsville Council for Youth 

 Financial Stability Alliance for South Central Indiana Steering Committee 

 Job Developers’ Club 

 Monroe/Owen Transition Council 

 Morgan County Transition Council 

 Nonprofit Alliance 

 Owen County Housing Task Force 

 School to Work Collaborative Project 

 South Central Indiana Human Resources Association (SCIHRA) 

 South Central Housing Network 

 Southern Indiana Provider Network (SIPN)  

 United Way Agency Directors: Monroe, Lawrence and Bartholomew counties 
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State level participation:  

 Association of Fundraising Professionals (AFP), Indiana Chapter 

 INAPSE Policy Committee 

 Indiana Association of Rehabilitation Facilities (INARF) Board (Rinne Board Member) 

 INARF Community Supports Section  

 INARF Employment Supports Section 

 INARF Training and Professional Development Committee 

 INARF Human Resources Group 

 INARF CFO Division 

 INARF VRS Rate Setting Work Group 

 Indiana Association for Persons in Supported Employment (INAPSE) 

 Indiana Employment First Team 
 

National level participation:  

 Association of People Supporting Employment First (APSE) – Rinne, 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 including an analysis of the trends they indicate.  

Staff Development 

Table 1: Staff Development Statistics Summary 
 

Overall 2012 2013 2014 Goal 

Average Retention 37.17% 63.67% 56.3% 74% 

Voluntary Turnover rate 47.04% 31.68% 49% < 45% 

Average tenure in months 39.53 40.22 40.06 48 months 

Full time staff retention 70.91% 95.66% 86.71% 85% 

Total number of staff 511 324 322 400 

Number of open hours 1612 2184 1727 <250 

% open hours to capacity NA 22.63 14% <10 

Employee satisfaction 3.76 out of 5 3.65 out of 5 3.86 out of 5 4.5 

# of W/C Accidents 27 16 28 15 (or less) 

 

Table 2: Training Statistics 
 

  2012 2013 2014 Benchmark 

New Employees in Orientation 162 151 164 100 

Employees Terminated during 
Orientation Process 

29 36 32 0% 

New Employees completing 
Orientation 

82 79 82 100% 

Noncompliance with CE 
requirements (due Dec 31st) 

10.76% 10% 8.6 0% 

Community members trained 19 37 46 50 
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The following chart outlines the overall reasons that people left the agency over the past several years. An 
analysis of those reasons follows. 
 

Figure 1: Reasons for Leaving 

 

What are the trends? We continue to experience high turnover. Our annual turnover rate is just under 50% 
for 2014, a little more than the prior year.  However, we have increased to 80% fulltime vs part time staff.  This 
may indicate that more employees are considering this their career as opposed to a part time, temporary job.  
Full time staff retention continues to be better than part time but is still much lower than 2013.  It should be 
noted that the 2012 was even lower but that was the first year of the Options-Christole merger, where some 
turnover was planned.   Personal Reasons and Quit with No Notice continue to be the top reasons for 
employees leaving the agency.  Personal reasons could be anything from staying home with family to needing 
a change of career.  
 
In 2013, we tried a new system of renewal training, requiring employees to complete specific training by the 
calendar quarter.  We were not satisfied with the participation so in 2014, we resumed the Annual Renewal 
Training schedule.  In 2015, we would like to offer a more opportunities for employees to receive their CEUs.  
This may be offerings like movie nights, where we all watch a movie related to our field together and have a 
discussion after on how it relates to what we do each day.  A Temple Grandin movie is an example. 
 
What have we attempted to do to resolve any issues? “Personal” encompasses a wide range of reasons.  We 
have attempted to gather more information from departing employees and may consider expanding the list of 
reasons within our HRIS program to include additional options for sorting purposes.  HR continues to try to 
obtain an exit interview from each departing employee.  This may give us more insight into things we may 
need to change in order to increase retention, in particular, the reasons behind the Quit, No Notice situations.  
We will soon set up an online survey that would be fast and easy to complete in hopes of more responses.  
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HR added Hirecentric, a web based software that helps with recruitment and applicant tracking.  This has had 
the added benefit of allowing all those involved in the hiring procedures to see where a candidate is in the 
process.  It has increased our ability to get new applicants hired quickly.  We will increase our use of 
Hirecentric in 2015 in ways that will continue to enhance the recruitment and hiring processes.  This may 
include reference checking, brand development, and communication to candidates and new hires.  We are 
well recognized in the area as an employer that offers competitive compensation and benefits, leading to 199 
new hires in 2014.  Goals for 2015 include increasing the quality of hires, which should lead to increased 
retention.  We increased the base pay for new DSPs beginning 01/01/15 placing LIFEDesigns at the top of non-
profit human services providers in the area, which should lead to increased applicant traffic. We did collect 
864 applications and resumes during 2014, leading to nearly 200 new hires.  Our reputation as a leading 
employer in the field is well established.  
 
What is our plan for the coming year? We continue to expand our recruiting efforts into different outlets, 
expanded use of social media and brand building, and developing an option for individuals to use their smart 
phones to access online applications.  We will develop candidate assessments to increase the quality of our 
hires with predictive measures. We also plan to offer supervisor training to help Team Managers become 
better supervisors, increasing the likelihood that retention will increase with the additional training.  This 
training may be provided by a 3rd party, enhanced with input from our Directors.   
 

We plan to provide a supervisory training program to our training platform in 2015.  This may be provided by a 
3rd party, with input from our Directors.  Additional supervisory training will add confidence to our Team 
Managers, which should also increase retention, since the supervisor-employee relationship is crucial for 
success in both positions.  These items will lead to better outcomes for our customers. 
 
Our New Hire Training Program was chosen by SIPN as the best online program among the participating 
members.  Developing this program for use by all SIPN members was a major focus of our Employee 
Development Coordinator, along with training responsibilities for all our new hires.  2015 should bring about 
the finalization and implementation of the SIPN-wide Training Program.  This was a significant recognition of 
the excellence of LIFEDesigns’ training programs. 
 
Benefits continue to be well received and appreciated by our employees.  We researched brokers in 2014 and 
switched to JA Benefits from Bedford.  This plan is associated with SIPN.  We were able to maintain costs and 
participants saw no increase in premiums for 2015.   

Employee Satisfaction 

 
Table 3: Employee Survey Respondents 

 

Role Percent of Respondents Number of Respondents 

 2013 2014 2013 2014 
Direct Service Professional  54%  58 
Services Administration  21%  23 
Operations/Executive  12%  13 
Other  13%  14 
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Figure 2: Employee Survey Question Results 

 

 

 
 

What are the trends? We continue to hear that employees want more communication opportunities.  We 
continue to review options with electronic communication through Paylocity and Provide, but we want to 
provide communication in an easy way for all employees.   
 
What have we attempted to do to resolve any issues? We increased the use of Paylocity as a communication 
tool, spending more time in orientation on what is available within the system for their information.  We’ve 
also tried to keep managers more informed so they can, in turn, keep their employees informed.  Use of 
electronic media increased in 2014 through use of our website as a communication tool.  Concerns over pay 
rates and turnover initiated additional research into pay increases for our DSPs.  We made the decision to 
increase DSP starting rates to between $9 and $10 per hour, effective Jan. 1, 2014.  We now have the highest 
starting rates for DSPs in the region.  All DSPs under $9 for their current rate were increased to the minimum 
of $9 to keep our internal equity in line. 
 
What is our plan for the coming year? We’ve developed a marketing campaign: LIFEDesigns Rocks, and have 
been using this across all media.  Billboards were placed in 11 locations around the counties we serve.  We 
kept the same theme for all recruitment materials.  We will continue to expand this campaign, refreshing it as 
necessary, to keep the interest up within the communities we serve.  Leadership Team has been reenergized, 
with DSPs being actively recruited, to continue communication, and fresh ideas in all areas of concern, such as 
recruitment, retention, recognition, training, and career development for employees.  Our goal is to continue 
to work toward becoming an Employer of Choice. 
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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 recent major 
findings:  
 
There have approximately 64 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. When there is a change in team 
management a final audit is done before the new Team Manager takes over the finances for one or more 
sites.  
 
One EEOC claim was filed in 2013. This claim was closed in December of 2014 due to inactivity.  Claimant 
cannot reopen this case. 
 
One EEOC case filed in 2014 resulted in a settlement to expedite the case and avoid additional legal fees.  No 
fault was determined on the part of LIFEDesigns.  In the case, the claimant claimed discrimination due to 
pregnancy, stating she was denied a job, when, in fact, her start date was only postponed.  She was offered a 
position with us, but she declined, taking the settlement.  There was a $5,000 deductible for the case. 
 
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. 
 
In early 2013, LIFEDesigns had a customer residing with a host family pass away. This incident was thoroughly 
investigated with the assistance of a law firm. A complete review of our processes with host families was 
conducted and necessary improvements were implemented immediately. Regular assessments and 
monitoring are in place. 
 
There 2 vehicle related accidents 2014. One was not the fault of our employee but that of another driver. The 
second vehicle accident was occurred in our parking lot when one employee did not see another’s vehicle, 
backing out into the path of the 2nd vehicle.  The employee at fault sustained a neck injuring resulting in 6 
months of restricted duty under work comp.  The average per employee driver accident is .013 per year 
(based on an average of 230 drivers per year). Due to the increase in these accidents, defensive driver training 
is planned for 2015 with assistance from our Health and Wellness insurance provider. 
 
The majority of accidents over the past 2 years have been customer aggression and slips, trips and falls. In 
2013, training was provided for all staff on Slips, Trips, and Falls and the number of accidents for this cause 
dropped significantly. Customer aggression continues to be the number one cause of workplace injuries. Plans 
for 2015 include continued use of an aggressive health and safety program with the help of our insurance 
carrier; supervisor training on managing safety within their sites, and adherence to policies and procedures.  
Table 13 and Figure 3 summarize results. 
 
 
 
 
 
 



12 

 

Table 13: Work-Related Injuries by Position 
 

Role 2012 2013 2014 

DSP 20 25 17 
Team Manager 3 3 3 
Network Director 1 1 2 
Administrative Staff 3 1 2 
Total 27 30 24 

 
 

Figure 3: Injuries by Type 
 

 
 

What are the trends? Customer aggression continues to be the highest number of injuries.  Our Behavior 
Specialists intervened to help reduce the reason for the aggression, and provide training for staff on 
intervention methods.  Additional training has been provided to employees whenever a site has increased 
aggression.  We had a few more employee injuries in 2014, but none were serious injuries.  We had 28 
submitted injuries, but only 2 were lost time injuries, 4 were non-recordable by OSHA standards.  We did have 
a few vehicle accidents and plan to target some safe driving training in 2015.  There were no serious injuries 
related to these vehicular accidents, but since transporting customers is a significant duty of most DSPs, the 
liability warrants additional, targeted training.  Due to improvements in our safety records, and a large claim 
dropping off, our work comp premiums have be favorable.  In July of 2014, we received a refund form the 
carrier of $102,000.00. 
 
What have we attempted to do to resolve any issues? To address the accidents from customer aggression the 
health and safety committee is looking at additional staff training on intervention and assistance from the 
Behavioral Specialists on behavior support strategies. 
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What is our plan for the coming year? Continue to provide training where it can help raise awareness and 
decrease injuries.  Defensive Driving is an example and we will provide this to all employees with driving 
responsibilities as this is a potentially large liability to the agency. 

Services 

Table 4: Customer Service Statistics 
 

 2012 2013 2014 Goals 

Satisfaction 97% satisfied, 
6% dissatisfied, 

94% would 
recommend 

90% satisfied,      
10% dissatisfied,  

91% would 
recommend 

90% satisfied, 
10% dissatisfied; 

83% would 
recommend 

>90% satisfied 

Survey return rate 9% 28% 15% 50% 

Service growth: net new 
customers to last yr 
unduplicated count 

4% 2% 13% 4% 

Job placements 19 15 25 25 

Customers >65yrs old  10 11 11 12 

New Customers 31 60 59 14 

Customers leaving 24 18 15 10 

Number served, duplicated 487 564 585 620 

Number served, unduplicated 289 335 358 349 

Days from referral to intake 36 25 37 30 

Days from intake to start 29 8 17 25 

Quality Assurance Rating 86% 94% 94% 95% 

Percent working age with jobs 39% 36% 34% 45% 

Percent adults with own home 25% 24% 13% 30% 

Supported Living 153 154 170 160 

Supported employment 70 78 96 100 

Behavior support 23 66 68 69 

Residential Services - Group 
Home 

43 44 44 55 

Host Families 4 3 3 3 

Technology Options 7 5 6 8 

CEO participation 70 55 61 75 

Respite (state or county) 30 19 21 100 

Respite hours provided 4657 4294 4799 7500 

Community Services 

What are the trends? The trend, statewide, is for growth in home and community based waiver services.  The 
state’s Division of Disability and Rehabilitative Services projects to target approximately 300 individuals each 
month for the Family Support Waiver.  While it’s exciting that individuals who have waited many years for 
services are finally getting the opportunity to receive them, it has, and will continue to be, very demanding on 
the provider system.  From a manpower standpoint, we have been struggling to attract and keep employees 
given both the demands of the job and the pay scale.  This is not just affecting us, but providers statewide.   
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The state’s Division of Disability and Rehabilitative Services submitted a request to amend the Community 
Integration and Habilitation Waiver to the federal Center for Medicaid and Medicare Services at the end of 
2014.  This amendment includes moving a select group of waiver customers from an hourly rate for 
Residential Habilitation services to a daily rate.  This daily rate would impact customers who live with 
housemates and are classified as an algo level 3, 4 or 5.  All other services, including Residential Habilitation 
for those living with family, alone or who are an algo level 0, 1, 2 or 6, will continue as an hourly rate.  This 
would benefit us by reducing some of the administrative burden of hourly services.  It would eliminate the 
service utilization challenges we face in multiple person settings.  
 
Early in 2014, the federal Center for Medicaid and Medicare Services released the Final Rule for Home and 
Community Based Services, which impacts both the Community Integration and Habilitation Waiver and the 
Family Support Waiver.  A primary focus of the Final Rule is to better define what home and community based 
settings look like focusing on the nature and quality of the waiver participant’s experience and outcomes.  Key 
components of the Final Rule include participants receiving services in integrated settings that promote full 
access to their community, participants choosing where they receive services and who they receive services 
from, ensures privacy, dignity and respect and freedom from coercion and restraint and optimizes 
opportunities for independence in choice making.  Each state is required to submit a Transition Plan outlining 
how the state will respond to the Final Rule.  Indiana submitted our Transition Plan late in 2014.  LIFEDesigns is 
ahead of the game in meeting the intent of the Final Rule, as our mission has always focused on providing 
supports in community based settings.  We don’t anticipate having any difficulty meeting the requirements of 
the Final Rule or the state’s Transition Plan. 
 
Due in part to the increasing staff shortage and in part in an effort to further increase the independence of 
persons with disabilities, technology is playing a much bigger role in the provision of services.  LIFEDesigns 
currently has 6 customers utilizing electronic monitoring supports during overnight hours, as well as dozens of 
customers utilizing IPADs or other tablets for communication and leisure purposes.  We were fortunate 
enough to be able to purchase 8 tablets for customers for Christmas utilizing Customer Fund money donated 
by staff over the year.  Technology will continue to play a big role in our approach to services in the upcoming 
year. 
 
What have we attempted to do to resolve any issues? Community Services was successful in increasing the 
number of customers served in Employment in 2014, from 78 customers in 2013 to 96 in 2014.  We haven’t 
yet been successful in expanding this service to Brown and Bartholomew Counties.  Our Continuing Education 
program (CEO) grew on a small scale, from 55 customers to 61.  Transportation and availability of community 
locations have been our biggest challenges.  We obtained an additional van to use for transporting customers 
during CEO this past year which did help address that issue.  We are developing a plan to expand CEO to 
Bartholomew County in 2015. 
 
The time from intake to job placement improved dramatically this past year.  In 2013, time to placement was 
490 days, compared with 252 days in 2014.  This was due, in part, to a renewed focus by the Employment 
team to expand the number of employers they are working with and by focusing on the whole team to 
support each customer to obtain employment. We were able to provide several paid Work Experiences for 
customers in 2014.  Work Experiences have been very successful in helping customers to gain skills and try out 
a job.  We have seen a 60% success rate of a Work Experience turning into paid employment.  We did see an 
increase in the percent of customers receiving Supported Employment Follow Along services, as a result of the 
25 job placements we had over the year.  We are, however, working with a greater number of customers who 
don’t qualify for follow-along supports. 
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Continued training on the importance of utilizing correct task codes when reporting time to Accel occurred 
throughout the year both formally and informally.  An improvement in the accuracy of task codes was noted 
but continued work is needed in this area to further increase our appropriate utilization of customer services.  
We participated in further discussions with Accel Consulting regarding ways to streamline the inputting of 
customer planners and schedules. 
 
We continued to fine-tune our Quality Assurance system over the course of the year.  Despite our best efforts, 
we have not been able to move to the web based system we had hoped to due to issues with not being able to 
print from the system. 
 
Community Services Team Managers received further training on development and implementation of High 
Risk Plans.  With the implementation of Wellness Coordination, as a paid nursing service on the waiver, the 
agency nurse started developing High Risk Plans for those customers receiving that service. 
 
What is our plan for the coming year?  We will continue to focus on improving the accuracy of task code 
reporting, which will increase our ability to better maximize utilization of customers’ plans of care.  Retraining 
will be occurring with all Services Supervisors regarding the use of planners and schedules to plan for and 
monitor service provision.  Additionally, we will continue to have discussions with Accel Consulting regarding 
the capabilities of Provide to assist us in better match employees to open hours.   We will evaluate the pros 
and cons of using substitute staff to assist in filling vacant shifts, as well as the idea of using a devoted 
Scheduler in place of having individual Team Managers schedule for the settings they are responsible for. 
 
We will begin using a streamlined Quality Assurance system in 2015.  The new system will eliminate some of 
the duplicity that we were experiencing in the previous system and give us a more rounded picture of the 
quality of services each individual customer is receiving. 
 
In preparation for a CARF Accreditation Survey in the fall of 2016, we will continue to ensure our policies and procedures 
are current with those outlined by CARF.  Additionally, we will continue to work to ensure that policies, procedures and 
practices are in line with those outlined by BQIS, particularly given the impending move to Daily Rates for a portion of 
our customers. 
 
Community Services will begin reporting on progress on customer outcomes as part of their monthly report to the 
board.  This will enable our stakeholders to see not only our outcomes as an agency, but how we are supporting our 
customers to make progress in gaining independence throughout their lives. 
 
Employment staff will receive training on improving their skills with discovery and facilitation,, with the goal being that 
they are better able to facilitate customer team meetings around the topic of employment.  Additionally, our functional 
assessment will be revised to focus on employment as an outcome for all customers. 
 
Community Services staff will continue to work closely with Human Resources to improve the time from application to 
hire for applicants. Supervisors will also receive training to better provide support to new employees, beginning at the 
time of hire.  We will provide input and support around implementation of an agency supervisor training program. 
 
In an effort to address our staff shortage and continue to increase customers’ level of independence, we will spend the 
early part of 2015 evaluating the use of technology as a mechanism to better support customers on the overnight shift.  
All supervisors will receive training on the benefits of electronic monitoring and discussions about the use of technology 
will be incorporated in each customer’s quarterly team meetings. 
 

 
 



16 

 

Residential Services 

For the LIFEDesigns’ customers the trends we have seen include moving more towards community based 
living supports as well as transitioning the funding/service model for current customers to Supported Living.  
The occupancy rate has remained the same, as a result at 79%.  There are currently 13 openings at the 8 
remaining homes. The agency is also addressing the needs of aging customers to maintain placement in their 
home communities and is beginning to look at how to meet the needs and expectations of customers 
transitioning to services from home/school supports. 
 
The LIFEDesigns’ staff trends over the past year have been the gap in expectations of employment between 
new and tenured staff.  There is a changing dynamic between the “generations” working throughout the 
agency and we must be able to meet those differences at all levels.  The agency must continue to look for a 
way to meet salary gaps with surrounding employers in the area.  The agency is looking at what ways it can 
attract and maintain staff if not able to compete directly with salary standards. 
 
The agency continues to ensure training curriculum prepares staff for performance standards.  This allows the 
staff to meet the needs of the customers served as well as decreasing basic risks inherent in the field. 
LIFEDesigns currently is at risk financially due to the on-going level of open shifts due to the lack of staff.  The 
open shifts are being covered by staff, creating a large overtime cost.  The open shifts also have caused 
supervisory level staff to do direct-care which takes them away from their supervisory duties.  It is important 
to note that there is an increase in the stress levels of staff and supervisors due to these staffing gaps. 
 
The trends we are seeing with our Oversight/Funding Entities include an increased number of Incidents 
Reported to the state and the subsequent increased number of investigations.  This is both a positive and 
negative trend.  Positive as it demonstrates staff training is being transferred to the work setting and people 
are completing the reports as mandated.  Negative as the numbers of reported incidents have gone up. 
One note of concern is that the agency’s current lack of staff can delay full compliance to correction plans 
associated with investigations.  This could create issues/concerns with the oversight entities. 
 
Finally, we have had some issues regarding the eligibility of customers for services funding.   This has created 
billings being denied.  This issue has been resolved by a collaborative approach taken between service and 
fiscal staff, resulting in fewer and fewer issues over the past few months. 
 
As far as customer trends, the following areas have been addressed: 

1. Community based living supports 
 Technology options used to increase customer independence in their homes and the 

community. 
 New service site in Columbus/Bartholomew Co. has been added. 
 Additional service site in Bloomington/Monroe Co. has been added. 

2. Transition funding/service model for current customers to Supported Living 
 Three customers moved from residential services to supported living services.  This 

includes one person being approved to move from a residential setting to his own 
apartment with one roommate. 

 
Staff trends have been addressed with the following: 

1. Gap in expectations of employment between new and tenured staff 

 Expanded training both at time of hire and during regular team meetings.   

 Observation time for new employees to ensure they have mastered techniques taught 

in training. 
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 Regular team meetings with on-going training.  A different topic regarding agency 

policy, procedures, standards, etc. are reviewed at least monthly with staff. 

2. Need to meet salary gaps with surrounding employers in the area 

 Increased staff pay rates. 

 All staff pay rates have been reviewed and brought to the minimum level per HR 

Salary Matrix 

In regards to Oversight/Funding Entities, trends have been addressed: 
1. Increased number of Incidents Reported to the state have increased the number of 

investigations 

 This has resulted in on-going/increased staff training 

 The agency has an on-going review of systems and procedures leading to changes to 

improve how services are provided 

2. Lack of staff can delay full compliance to issues/concerns noted. 

 This has resulted in the implementation of moving new staff through the hire and 

training process more quickly by HR in order to meet staffing needs. 

 More staff are being crossed trained to work at additional sites. 

3. Eligibility of Customers for services funding. 

 The agency is working with a consulting firm to educate staff on how the entitlement 

and funding process as well as dealing with some of the more intransigent problems 

we have had.  This has helped us reduce outstanding billings as well as recovering 

more than half of the amount in our accounts receivables. 

Support Services  

 

Support Services works closely with both Community and Residential Services, and includes Health Care 
Services, Behavior Support, Quality Assurance, Outreach and Referrals and Customer Records.  A major goal of 
Support Services is to ensure we have agency-wide systems in place to provide consistent, high quality 
services.  
 
In 2013 we fully revised our Quality Assurance System, and implementing the system in all settings over a 
period of several months throughout 2014 allowed us to get feedback from supervisors, as well as analyze the 
information that was collected. This has allowed us to further re-vamp our QA tools to incorporate a way to 
better assess the quality of services individuals receive, in addition to ensuring we are compliant with our 
regulatory entities. We have also been diligent this year in looking at our data collection systems, and 
incorporating a review of data on a very regular basis to assess trends, and what changes we may need to 
make in response to those trends.   
 
Health Care Services have grown substantially this year with the addition of a new Medicaid Waiver services, 
Wellness Coordination. Previously our nursing staff provided health care services for all individuals living in 
group homes, as well as those in Supported Living who’s Individual Support Teams requested that service.  
With the addition of Wellness Coordination as a reimbursable service, we have nearly doubled the number of 
individuals in Supported Living who now have the added benefit of a nurse to consult with the Team and 
provide support and training related to individual health needs. In order to support this service, we added an 
additional full-time nurse this year, so we now have two RNs and two LPNs on staff.  
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Behavior Support is provided to individuals living in the group homes primarily under the direction of the 
Network Director/ QDDP, and the organization also employs two full time Behavior Consultants to provide the 
service through the Medicaid Waiver. The number of individuals receiving Behavior Support has held steady 
this year; however, the Behavior Consultants have taken a much more active role in providing direct 
interventions and staff training for some individuals living in group homes who have higher behavioral support 
needs. Through this increased support, we have identified the need to have a dedicated Behavior Consultant 
for the group homes, and plan to implement this position in the coming year. 

 
Table 5: Customer Reasons for Exit 

 

Reason 2012 2013 2014 

New provider 6 6 2 

Moved out of area 0 2 3 

State closed services 7 2 4 

Health issues 0 0 0 

LIFEDesigns served notice 0 1 0 

No longer needed service 6 6 5 

Other, unknown 2 1 0 

Death 3 1 1 

Total 24 19 15 

 

There were fewer people who left services in 2014, compared to previous years, which is a positive trend. The 
majority of people leaving did so because they no longer needed our services- another positive trend. Since 
the number of customers leaving has decreased each year for the past three years, the only action to take is to 
continue to monitor this positive trend.  
 
The table below shows customer demographics as of December 2014. There was little change in age, ethnicity, 
or gender from 2013. Our primary customer group continues to be younger adults with intellectual disabilities.  

 
Table 6: Customer Demographics 

 

Age Percent 

 0-5 0.4% 
6-17 12.3% 
18-40 49.4% 
41-65 32.4% 
66-85 4.3% 
86+ 0 
Not Specified 1.2% 

 

Race Percent 

Caucasian 85% 
Indian 0.8% 
African American 4% 
Asian 2.4% 
Hispanic 0.4% 
Not Specified 7.5% 
  
  

Gender Percent 

Male 62.5% 
Female 37.5% 
  
  
  
  
  

Disability Percent 

Intellectual Disability 77% 
Autism 17% 
Physical Disability 8.7% 
Cerebral Palsy 6.3% 
Traumatic Brain Injury 2.4% 
Sensory 2% 
Mental Illness 1.6% 
Not Specified 8.3% 
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Reportable Incidents: The number and type of state reportable incidents are seen below in Table 7. 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. Likewise, incidents of peer to 
peer aggression often include a separate report for each individual involved, if both individuals are served by 
LIFEDesigns.   
 

Table 7: State Reportable Incidents, by Number and Type 
 

Report Category 2012 2013 2014 

Physical abuse 6 7 18 

Sexual abuse 4 3 8 

Emotional/ verbal abuse 6 16 28 

Domestic abuse 1 2 3 

Neglect 46 49 47 

Peer to peer aggression  163 87 156 

Other behavior incidents   51 

Exploitation 12 7 7 

Death 4 1 1 

Structural/ environmental 67 37 36 

Res. Fire 38 73 0 

Missing Person 0 2 0 

Elopement 6 5 12 

Criminal Activity 4 8 3 

Med./Psych Treat. 114 109 77 

Injury/Unknown Origin 8 27 31 

Injury/Known Origin 14 28 14 

Fall with injury 54 117 82 

Med. Errors 114 175 128 

Use of PRN 87 67 25 

Use of restraint 14 13 10 

Other 43 58 69 

Total 805 891 806 

 

The Services Leadership Team, which includes all Directors of Services, as well as the CSO and CEO, review 
incidents at least twice a month to ensure adequate follow measures are taken. The Health and Safety 
Committee reviews all incidents monthly. In addition, the Service Development Committee of the Board also 
reviews incident reports bi-monthly. These multiple reviews help to ensure remediation is ongoing.  
 
In comparing data from 2013 to 2014, several trends stand out. In the chart above, the shading indicates 
increases from 2013 to 2014, which will be addressed individually below. It is also important to note that there 
were areas with a significant decrease. There were many fewer instances of medication errors compared to 
the prior year, an indication that efforts to improve medication administration training, as well as strict 
corrective action when a medication error does occur, have been effective. In 2013 there were several 
incidents categorized as “residential fire”- most occurrences involved a group home setting off the fire alarm, 
resulting in multiple reports per incident. While this did happen a few times in 2014, these incidents were 
more accurately categorized under “structural/ environmental issues”. In 2014 we saw many fewer falls, as 
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well as use of PRN medications related to behavior incidents, both very positive trends attributed to staff 
diligence in following individual support plans.  
 
In 2014, allegations of all types of abuse were higher than in the previous year, with the exception of neglect, 
which was just about equal to 2013. Three allegations of domestic abuse were reported, all alleged against 
someone with whom the customer had a relationship. In each instance, the customer was supported to access 
community supports. There were more allegations of both verbal and physical abuse, 17% of those total 
incidents reported were not alleged against a LIFEDesigns employee. The 8 allegations of physical abuse all 
involved an allegation against another individual receiving supports, resulting in some duplicate reports (one 
report for the victim and one for the accused individual), so in reality there were 5 alleged incidents of alleged 
sexual abuse. We have placed a strong emphasis this year with staff on reporting any suspected allegation of 
abuse, regardless of the seriousness of the situation, so there may have been an increase in the number of 
incidents reports than in years past as a result of this.    

 
Table 8: Investigations by Number and Type 

There was a marked jump in the number 
of peer to peer aggression incidents. A 
large number of these occurred during 
the summer months, both in the Kids 
LEAP program, as well as in the group 
homes that serve school-age youth. 
Several incidents occurred in one 
particular group home setting, and as a 
result those individuals have transitioned 
into smaller supported living settings, and 
those individuals are experiencing much 
success. A number of housemate changes 
in supported living also contributed to a 
slight uptick in incidents as individuals got 
to know each other and adjusted to their 
new homes. In most cases incidents only 
occurred after the first couple of months 
following the transition.  
 
Injuries of unknown origin are only 
slightly higher this year than last. Each 
injury of unknown origin is investigated as 
a suspected instance of abuse, and this practice will continue. The nurses are involved in the evaluation of all 
injuries for individuals who live in group homes, as well as customers in supported living with more involved 
medical needs. They develop and revise plans to minimize the risk of injury, and train staff to implement those 
plans.  
 
Investigations: The numbers and types of investigations are listed below in Table 8. Beginning this year, 
investigations are tracked with a set list of investigation categories. Prior to 2014, they were categorized free-
form, so the comparison of types for the last 3 years is a bit skewed. Any allegation of a violation of customer 
rights is investigated. It is important to note that if an incident involves more than one individual, there is only 
one investigation generated for that incident. This is the opposite for our incident reporting process, which 
requires a separate incident report for all individuals involved in a single incident.  
 

Investigation Category 2012 2013 2014 

Abuse- physical 3 2 12 

Abuse- sexual 0 1 0 

Abuse- unspecified 0 11 0 

Abuse- verbal/ emotional 7 11 14 

Death 3 1 0 

Elopement 0 1 1 

Exploitation 3 10 7 

Fall 0 2 0 

HIPAA violation 0 1 2 

Injury/ unknown origin 4 16 22 

Neglect 19 34 23 

Other 1 6 5 

Peer to peer aggression 2 31 61 

PICA 0 1 0 

Significant medication error 0 1 0 

Total 42 129 145 

    

ANE substantiated 13 41 30 

% of ANE substantiated 38% 32% 21% 



21 

 

The Director of Services who oversees that particular service area and the Chief Executive Officer are required 
to review and approve all investigation reports. Recommendations made as a result of an investigation are 
monitored by the Services Leadership Team to ensure they are implemented in a timely manner.  
 
We conducted a slightly larger number of investigations in 2014, not nearly the increase seen between 2012 
and 2013. As stated previously, we have placed a strong emphasis with staff on reporting any and all 
allegations, which likely resulted in an increase in reportable incidents, resulting in an increased number of 
investigations.   
 
Even though the number of investigations increased in 2014, the actual percentage of substantiated 
allegations was significantly lower, at 21%. All substantiated investigations are reviewed to determine the 
reason for the incident (i.e. lack of supervision, failure to follow policy, lack of training, etc.), and strategies for 
improvement are developed. 
 
Progress on Overall Services Outcomes:   Services growth reached a high of 13% for 2014, due to the state’s 
action to eliminate the wait list by opening up the Family Support Waiver.  Due to the high number of referrals 
coupled with our staff shortage, we had to place a moratorium on new Community Services referrals as of 
October 2014.  Referrals for Residential Services have been up and down over the course of the year, with the 
biggest challenge being finding customers that are a good fit with our existing customers. 
 
Home ownership continues to be an area we are targeting.  The percent of customers who own their own 
home slipped to 13% this year.  We will continue to work with customers and their families regarding how 
they can go about purchasing their own home without risking their benefits. 
 
The average Quality Assurance rating was 94% in 2014.  While this did not meet the goal of 95%, it remained 
on par with the average for 2013.  We will begin utilizing a more streamlined QA process in 2015 that focuses 
more on customer outcomes and eliminates some of the duplicity that was present in the previous QA system. 
 

Progress on Residential Outcomes: The target for group home occupancy for 2014 was 88%. Three new 
customers moved into group homes this year, but conversely, 3 others moved out of the area, so our year end 
group home occupancy was 79%. We have reviewed a number of referrals, and are now working with those 
individuals and families on site visits to begin the transition process.  
 
Progress on Employment Outcomes: 34% of customers of working age were employed and we had 25 new 
job placements in 2014, well above the 15 job placements we had in 2013.  We do need to continue to work 
on getting all Services staff to view employment as a viable option for all customers.  Time from plan 
development to job placement showed a marked improvement from 490 days to 252 days.  We still have 
room for improvement in this area and will continue to focus on this measure in 2015.  Average employment 
tenure came in just under the goal of 3.5 years at 3.4 years.  Average pay rate was $8.18 an hour. 
 
Progress on Community Habilitation Outcomes:   6 1 customers participated in CEO activities in 2014.  Our 
goal was 75 customers.  Early in the year, transportation posed a challenge to increasing the number of 
customers we served.  We obtained an additional van for CEO transportation mid-year.  Later in the year, the 
size limits of the community spaces we utilize for classes became problematic. 66% of time spent in 
habilitation services occurred in integrated community settings in 2014.  This is just under our goal of 70%.  
Class sizes have caused difficulty in finding truly integrated community settings in which to hold CEO classes.  
In 2015, we will be offering 2 classes at each time slot, thus offering more choice to customers and helping to 
keep class size down so that classes can be community based. 
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Service Outcome Reviews: More detail on outcomes for supported living, group home, host families, respite, 
employment and community habilitation goals along with 2015 goals for efficiency, effectiveness, services 
access and satisfaction for all services are outlined in Attachment A.  
 

Customer Satisfaction: Customer overall satisfaction was 90%, with little change in survey results from 2013.  
Our survey response rate was much lower this year than the previous year, with only 53 respondents. The 
survey was mailed to all customers this year, but not distributed in any other method, which likely had a 
negative impact on results.  A total of 83% of respondents said they would recommend LIFEDesigns to others. 
 
The survey requested respondents to agree or disagree with a series of statements and included open-ended 
questions regarding future service needs. Table 9 is a summary of results from 2012 through 2014. 
 

Table 9: Customer Satisfaction 
 

Area 2012 
% Agree 

2013 
% Agree 

2014 
% Agree 

Satisfied with services 97% 90% 90% 
Dissatisfied with services 3% 10% 10% 
Provide safe environment 97% 96% 96% 
Are timely in responding 91% 86% 86% 
I have control over things I 
do in the community 

94% 84% Question not included in 
2014 survey 

I have control over what is 
in service plan 

91% 94% 94% 

Treated with respect 97% 94% 94% 
I learn new things 78% 85% 80% 
I spend ample time in 
community 

78% 77% 76% 

Staff assist with 
equipment and 
accommodations 

76% (24% responded 
N/A) 

62% (32% responded 
N/A) 

68% (26% responded 
N/A) 

Office is easy to get 
around in 

81% (7% responded 
N/A) 

74% (20% responded 
N/A) 

85% (11% responded 
N/A) 

Emergency response 
system works for me 

71% (23% responded 
N/A) 

51% (43% responded 
N/A) 

60% (38% responded 
N/A) 

LIFEDesigns has a made a 
difference in my life 

100% 95% 94% 

 

The low response rate is clearly a negative trend. The Service Development Committee has been working on 
how to increase the response rate for the coming year. The group will also review the survey content to assess 
whether or not the current survey is soliciting adequate feedback to make improvements to services. 
 

Case Manager Satisfaction: Case managers and other stakeholders were surveyed at the end of 2014. The 
ratings were from 1 (strongly agree) to 5 (strongly disagree). Table 10 is a summary of results from 2012 
through 2014.   
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Table 10: Case Manager Survey Results 
 

Area 2012 
% Agree 

2013 
% Agree 

2014 
% Agree 

Respondents 80% Case Manager 
0% State Agency 

20% Other 

50% Case Manager 
50% State Agency 

80% Case Mangers 
20% Behavior 
Specialists 

Number respondents 5 4 5 

Years affiliated 40% >5 yrs 50% >5 yrs 1-2 years 60% 

Overall satisfaction 75% 100% 100% 

Safety satisfaction 100% 100% 100% 

Staff timely in 
responding 

75 % 75% 100% 

Customers have control 
over things they do in 
the community 

100% 100% 100% 

Customers have control 
over service planning 

67% 100% 100% 

Treated with respect 67% 75% 100% 

Customers learn new 
things 

100% 100% 100% 

Ample time in the 
community 

67% 100% 100% 

Staff provide 
accommodations needed 

100% 100% 100% 

Office is accessible 67% 75% 100% 

Emergency pager works 100% 25% (75% = n/a) 100% 

Would recommend 67% 75% 100% 

Difference for customer 100% 100% 100% 

 

This year’s survey results yielded around the same number of responses from prior years and unanimous 
agreement.  Each area was noted as agree or strongly agree.  Comments were minimal but included reference 
to staff turnover with a note that the respondent was aware of our efforts to address.  Overall an excellent 
result. 
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Housing Services  

 

Table 11: Housing Options Statistics 
 

Item 2012 2013 2014 Benchmark 

Total Number Units 12 16 42 50 
Percent Accessible Units 33% 33% 24% 33% 
Total Number Served NA 60 63 64 
Total Occupancy Rate NA 98.3% 96% 97% 
New Tenants NA 36 0 10 
Total Tenants With Jobs NA 38.5% 27% 100% 
Tenants With Full-Time Jobs NA 10% 6.3%  
Tenants With Part-Time Jobs  NA 30.80% 21%  
Tenants With Increased Income NA 10% 13% 100% 
Tenants Receiving Section 8 NA 23.08% 19% 50% 
Tenants Receiving LIFEDesigns Services NA 23.08% 24% 50% 
Tenants Accessing Partner Agencies 
Services 

NA 0% 2% 50% 

Tenants Reporting Concerns Resolved in 
Timely Manner in Survey 

 83.3% 100% 100% 

Tenants Reporting Feel Safe in Their 
Homes and Satisfied with Overall Services 
in Survey 

 66.7% 70% 100% 

Total Tenants Exiting 2 17 3  

Moved Out of Affordable Housing 0 1 2  
Moved Into Non-income Based Apartment 0 0   
Homeownership 0 0   
Moved Out of Area 0 5   
Selected Other Affordable Housing 0 3 1  
Transferred To Another Unit Within 
Complex 

0 1   

Separation/Divorce 0 1   
Death 0 0   
Vacated Without Notice 0 1   
Evicted (Failure to pay rent) 2 5   

Crawford Apartments 

Crawford Apartments, offering permanent supportive housing to people experiencing chronic homelessness 
with disabilities, had a very successful first year. Currently at 96% occupancy, the residents have collectively 
increased their income by 29%. The number of residents with health care rose from 30 to 64%. Residents saw 
an 88% reduction in incarcerations, dropping from 141 in the year prior to 17 in the first year. Residents of 
Crawford also saw emergency room use drop by 65% as compared to the year prior to program availability. 
 
The Crawford Resident Council is a necessary component of tenant buy-in, helping them to establish and 
retain control of their living environment at Crawford. Meetings waned mid-year 2014 but will resume with 
the assistance of Shalom services staff beginning February 2015.  
 
On a sad note we lost one of our property management staff through Hayes-Gibson International late last 
year. However, we acted quickly to replace her with a property manager who has a great deal of experience in 
the field. 
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The budget for year one was challenged by the unforeseen need for security staff during the opening months 
at Crawford. We have modified that position by hiring a desk person to provide information and minimal 
support to residents during the early morning hours several days a week. 
 
Our plans for the coming year include attendance at another Permanent Supportive Housing Institute where 
the possibility of a similar project may evolve. 

Housing Options I & II  

Housing Options is currently at 86% occupancy with the two vacant units in HO I to be leased by the end of 
February. The third vacant unit has been listed with Bloomington Housing Authority and is accessible. 
Only three tenants exited in 2014, consisting of two households. 
 
Almost 38% of tenants in Housing Options I & II are employed, many with part-time jobs. Twenty-eight 
percent have Section 8 with almost 40% utilizing LIFEDesigns services.  
 
Housing Options I & II customers continue to report a high satisfaction rate with services and housing. In the 
2014 tenant satisfaction survey 100% reported that their concerns were resolved in a timely manner and that 
management staff kept them informed about the things that affected them as a tenant—a 17% increase over 
last year. The majority of tenants feel safe in their homes and are satisfied with overall services with 70% 
reporting that they strongly agree with these statements. Unfortunately, the number of surveys returned was 
small, despite being sent out twice. In 2015 the Administrative Director will call tenants about completing 
surveys, giving them the opportunity to ask questions or express any concerns about their completion. 
 
Newsletters for Housing Options are published twice annually with reports of vacancies discussed through 
Administrative Director participation in South Central Housing Network; Monroe County Apartment 
Association and PCC meetings at the Bloomington Housing Authority. 

Orris Drive 

 
The City of Bloomington generously donated a home on 922 N. Orris Drive to LIFEDesigns, to remain in the 
affordable program, under the condition that some improvements be made. LIFEDesigns jumped at the 
opportunity to modify the home so that it would be accessible. Shortly thereafter two of its customers leased 
the home. One of those customers had spent 25 years in a group home and her dream was to have a home of 
her own. The rest is history! See her story on our website. 
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Operations  

 

Table 12: Financial Stability and Development  
 

Item 2012 2013 2014 Benchmark 

Current ratio 4.35 3.75 3.32 2.83 

Quick ratio 2.82 2.87 2.56 1.5 or higher 

Working capital $3,897,119 $2,820,101 $2,718,570 >$1,000,000 

Debt to equity 10% 33% 32% 16% 

Days in accounts receivable 32 34 29 34 

Net assets to Total assets 78% 68% 67% 72% 

YTD Net Income $2,911,161 $838,010 $43,388 N/A 

Compensation to total expense 70% 72% 73% 74% 

Benefits to salaries 18.66% 20.02% 20.01% 24% 

Service revenue to total revenue 81.32% 85.92% 94.25% 91% 

Admin expense to total expense 13.71% 13.14% 13.07% 16% 

Contributions to total revenue 0.8% 1% 1% 3% 

Services not billed $89,010 $44,099 $80,254 N/A 

Total local funding per financials $100,702 $115,297 $143,966 $150,000.00 

Endowment per financials $399,172 $477,768 $507,910 $1,000,000 

In Kind (value by donor) $45,792 $48,273 $53,189  

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

WOC Net Income $26,427 $20,954 $21,470 $ 40,000 

NAP $9,980 $31,010 $28,650 $ 50,000.00 

Grant hit rate: % of requests 
                  % of $ requested 

100%  
99% 

73% 
61% 

70% 
60% 

50% 
50% 

Grants dollars received $1,346,807 $988,103 $132,570  

Number of donors 171 126 247 200 

Volunteers 45 95 60 50 

 

Fiscal Services  

In order to complete this report, preliminary December financials are used.  Please note that we are awaiting 
additional figures from others and that these numbers will change before submission to the auditors.  The 
annual audit will be held in March and completed around the first of April.  
 
Current Ratio (Current Assets / Current Liabilities) has dipped somewhat over the three-year span, but 
remains higher than others (Benchmark) in our industry.   
 
Quick Ratio (Total Cash & Equiv / Current Liabilities) shows that we have 2.56 times the cash to pay our 
current bills.  This ratio has also dipped over the three years, but remains strong.   
 
Working Capital (Current Assets – Current Liabilities) is another way to see that we can pay our current bills 
with cash and accounts receivable, with a healthy sum remaining.  Although it, too, has been decreasing, it 
continues to be nearly three times the benchmark of $1,000,000. 
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Long-Term Debt to Equity (Long-Term Debt / Total Net Assets) You will note a sharp increase of 23% in 2013.  
This reflects the increase in debt for the office building purchase and new copier capital leases. 
 
Days In Accounts Receivable (AR Net * Days Elapsed / Net Sales) gives us the number of days our billings to 
others remain unpaid.  This number remains within the Benchmark but lowers to less than a month in 2014.  
Various reasons for this would be faster collections, timing of Medicaid payments, accounts receivable 
balances, and write offs. 
 
Net Assets to Total Assets (Net Assets / Total Assets) measures the equity, or ownership of the organization.  
This number dropped in 2013 and 2014 due to an increase in assets, mainly due to a mortgage receivable from 
Crawford that was booked in 2013, a steady increase in liabilities, and decreasing net income. 
 
Year-to-Date Net Income (Revenue – Expenses) has varied wildly over the last three years.  Contribution 
income due to the merger, grant revenues from the Housing Options II project, and a small loss from the sale 
of the Nashville office and write down of the highway 46 asset cost in connection with the merger, were the 
reasons for the large 2012 net income.  The following year we booked a $91k gain on the sale of our Ida Lane 
group home.  For 2014, we had a $77k donation of the Orris rental property, which contributed to our ability 
to show a net income. 
 
Compensation Expense to Total Expense (Salaries & Benefits/Total Expenses) is consistent each year and is in 
line with others in our industry.  Salaries include all wages paid, benefits include employee insurances, FICA 
tax, and unemployment claim reimbursements. 
 
Benefits to Salaries (Benefits/Salaries) increased in 2013 and remained steady in 2014.  This figure remains in 
keeping with the Benchmark. 
 
Service Revenue to Total Revenue (Service Revenue/Total Revenue) shows us our level of dependency on 
Medicaid and VR for revenue.  The increase in 2014 reflects the drop in large grants and extraordinary 
revenues. 
 
Admin Expense to Total Expense (Admin Expense/Total Expense) reflects the percentage of expenses that we 
are paying for administration.  Administration Expense includes home office, Columbus office, development, 
and Week of Chocolate net income is subtracted from this total.  This percentage has been decreasing over 
the last three years and is LOWER than our industry counterparts. 
 
Contributions to Total Revenue (Donations/Total Revenue) is the portion of our revenue attributed to 
donations.  It remains fairly flat and is lower than the Benchmark.  Donations do not include grants or property 
gifts. 
 
Services Not Billed this is a figure from the Fiscal department that shows service dollars provided that are not 
approved by the state for payment, are not included in revenue, and not included in accounts receivable.  
Reasons for over providing service could be emergencies, approvals promised but not granted, and mistakes.  
It is possible that some of these dollars can be recaptured with internal audit/billing review by the Services 
department. 
 
To audit electronic customer progress notes, the Fiscal Department and Services worked together to devise a 
review strategy and run some testing.  Actual audits are under way, and the next step is to increase Fiscals’ 
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understanding of the group home progress notes, and to find ways to minimize the time it takes to do the 
audits.  So far, audit results have been favorable.   
 
LIFEDesigns is responsible for the personal bank accounts of one hundred customers.  The bank accounts are 
controlled by supervisors in the settings, and are reconciled there.  Fiscal Services provides a level of oversight 
by auditing these records to be sure that receipts for deposits and disbursements are present and look 
reasonable.  The bank statement and checkbook register are proofed to be sure they agree.  Problem areas 
and bank balance corrections are recorded on an audit sheet and forwarded to the Network Director for 
review and signature.  Although the Accounts Payable position (who performs these reconciliations) was open 
for part of the year, 46% were completed. 
 
Our three external financial audits for 2013 (workers’ compensation, 401k, and annual) were completed in an 
orderly fashion, on time, and with favorable results.  We also prepared for two extra cost reports, due to 
licensure changes.  Normally there is one cost report per group home (9) and two for the offices.   
 
This year, we also learned of new developments to help us make better use of our software.  Services staff at 
all group homes were trained on keeping customer census data on the Provide software system.  Previously 
this was done on paper and reported to Fiscal via email or phone for billing purposes.  Also, in Provide, a billing 
tool was developed and perfected so that most of the billings for services are transmitted from this tool to the 
HP website (the billing payer for Medicaid).  In addition, we learned how to import various employee data into 
the Paylocity website, our payroll system.   
 
Budget Maestro is our budgeting software, and has been for the last six years.  This year we received an 
upgrade containing changes that pointed the software in a more factory oriented direction.  For these 
reasons, the changes significantly challenged our budging process and ability to get meaningful output.  Our 
plan for the 2016 budget is to author an internal tool, or set of tools that are tailored to our very specific 
industry needs. 
 
High turnover at the group homes created a knowledge gap in understanding Medicaid eligibility for our 
customers, resulting in several cases of lost eligibility.  To help us regain eligibility and gain understanding of 
how to prevent lapses, we called upon Medicaid Solutions to help.  Working with Medicaid Solutions and with 
staff at successful group homes, helped Fiscal Services gain a greater understanding of this dilemma.  As a 
result, we have a written procedure in place, and Fiscal Services trains each new group home supervisor on 
Accounts Receivable and eligibility issues.  There is also a Fiscal presence in periodic manager meetings to 
answer questions and provide additional training. 
 
To provide additional support to new managers, Fiscal Services meets individually with each new supervisor to 
train on their role, as well as Fiscal’s role, on payroll, accounts receivable, and accounts payable.  Once 
established and well on their way in their day to day roles, we plan to train supervisors on the broader topic of 
understanding financial statements and individual cost centers. 
 
In 2014, supervisors and administrative staff attended the annual Advance (not retreat).  Non-services staff 
including Fiscal, HR, IT, Housing, Maintenance, and Front Desk staff, met separately and heard from speakers 
from SIPN, Paylocity, and The Dale Carnegie Institute.  Inspired by these leaders, the admin group has 
continued to meet every week to improve professionalism in the organization, work on ways to use our 
Paylocity system more fully, and study the book, How to Win Friends and Influence People.   
 
Some of the outcomes of this Advance group were: shared leadership - where each member took a turn 
preparing the agenda and leading the group through it, professionalism - modeling with both dress and 
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behavior, sending “Impressions” - which is a way to send kudos to staff through Paylocity, picture badges for 
staff - which will be operational in 2015, and the “Complaint Jar”.  The idea for the “Complaint Jar” came from 
one of the Dale Carnegie principals, “Don’t criticize, condemn or complain.”  Throughout the week for every 
complaint, the group member would put a nickel in the jar to raise awareness of this habit, and hopefully 
change it.  The consensus is that it works!  Most of all, this group has developed a comradery and 
cohesiveness that are difficult to achieve in the normal atmosphere of deadlines and problems.  Fiscal Services 
also met the goals of attending a workshop on housing, quarterly INARF meetings, and SIPN CFO division 
meetings. 

Fundraising and Development   

In 2014, LIFEDesigns along with other similar agencies faced higher than ever before vacancies in the direct 
support professional (DSP) role. This created a shift of focus to additional fundraising and granting 
opportunities. LIFEDesigns partnered with Stonebelt in a joint grant effort to find funding to build awareness 
around direct support professionals as a career choice. The Week of Chocolate and LIFEDesigns’ signature 
event The Art of Chocolate had an exciting change this year, creating an opportunity for additional corporate 
sponsorships leading to future growth of the event. We seized an exciting matching opportunity to greatly 
increase our endowment. LIFEDesigns engaged with the community in more events than in the past few years. 
 
The Art of Chocolate event and Week of Chocolate overall series of events has seen little growth over the past 
few years. This year for the first time, the Art of Chocolate transitioned to a completely online auction opening 
up new possibilities for online and digital corporate sponsorships in 2016. A change of venue in 2016 would 
allow for an increased number of food and beverage vendors as well as additional space for more auction 
items. In 2014, Osmon Chiropractic joined the Week of Chocolate with a Corporate Event donating their 
proceeds to LIFEDesigns, setting a new precedent for all Week of Chocolate events. Their event doubled in 
size, and they are a great testimonial for other corporate partner events in 2016 Week of Chocolate and 
beyond. 
 
As an IACED member, LIFEDesigns joined Homeward Bound as a benefitting agency in 2014. In future years, 
we plan to increase our revenue through team and individual fundraising campaigns for the walk. In 2014 
LIFEDesigns was one of 16 Matchsticks agencies with the Community Foundation of Bloomington and Monroe 
County (CFBMC). We were able to increase our endowment held at the CFBMC by over $16,000 through the 
Matchsticks matching gift opportunity. Because of this success, LIFEDesigns was invited to participate in “2015 
Match Madness,” an opportunity to raise $25,000 in 25 hours. 
 
LIFEDesigns is proud to remain a United Way Member Agency in Monroe, Lawrence, & Bartholomew Counties. 
We continue to develop partnerships through these memberships and seek opportunities to further 
accomplish our mission.  Overall United Way funding has remained constant or increased slightly over the past 
few years. 
 
LIFEDesigns was involved in many community events last year including Homeward Bound Walk, Autism Walk, 
Buddy Walk, and hosted several of our own community events the brand new Talent Show, our Annual 
Awards Ceremony, our company picnic, the ever popular Halloween party, our Holiday party, and National 
Direct Support Appreciation Week. The fundraising and marketing committee worked to gather and create 
customer testimonials to increase public awareness through authentic marketing materials. 
 
Last year showed a higher vacancy in the Direct Support Professional role than ever before. This brought 
LIFEDesigns and other similar agencies across the country to the realization that something must change 
quickly. LIFEDesigns has partnered with Stone Belt Services in a joint grant effort to search for and apply for 
grants, which would fund recruitment marketing and staff development training opportunities. We applied for 
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a grant from the CFBMC and weren’t selected for funding in 2014. We did receive encouraging feedback, and 
will resubmit again and continue seeking other opportunities. Through this research and planning, LIFEDesigns 
has decided we need to set a goal to increase DSP salaries to $12.00/hour and to get there, we have a gap of 
$3,980 per customer, per year to raise.  
 
In 2015 and beyond, LIFEDesigns must focus more effort in development on major gifts. The development 
officer will spend increased time on forming relationships with very high-level donors and businesses. This 
focus will shift goals away from a high number of donors, towards increasing the size of donations. This shift 
will require the production of a professional case statement. The fundraising and marketing committee will 
work on this during 2015 and develop an overall plan for fundraising. 

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 2014 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 2015. The focus will again be on the accessibility and maintenance of our group homes or decisions 
to replace them to ensure we are able to serve individuals into the future. 
 
In addition to the above, we track all requests for accommodations we receive. This past year, LIFEDesigns 
provided the following accommodations to staff.  
 

Table 14: Requests for Reasonable Accommodations 
 

Type of 
Accommodation 

Number Reason Outcome 

Limited work schedule 3 Injury 2 of 3 continued 
employment 

Types of people supported 1 Disability Plan implemented 

Technology Plan  

 
Table 15: Current Hardware and Software 

 

 

 

 

 

 

 

 

Item 2013 2014 

PC 65 53 
Laptops 66 46 
Tablets 1 1 
Kiosks 20 16 
Cell Phones 20 18 
Major Software and use Provide 

Budget Mastro 
MS Office 

MS Windows 
MAS 90 

Provide 
Budget Mastro 

MS Office 
MS Windows 

MAS 90 
Servers 4 2 
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2014 saw great strides forward in the SIPN shared IT Collaboration Project in which Life Designs has continued 
to be a motivating force. The IT Board lead by Susan Rinne focused their efforts on establishing a group 
purchasing system that would leverage the buying power of all SIPN Member Agencies. A tiered hardware 
structure was established to simplify the computer purchasing process as well as life cycle tracking. Multiple 
vendors were interviewed and finalists were chosen based on price, hardware selection, availability and ability 
to deliver in a timely manner. The final process reduces the burden, on local IT employees, of shopping 
multiple vendors and researching multiple products. This streamlines the entire purchasing process and 
reduces the timeframe from when the need for new IT hardware is established to the receipt of new 
inventory. The new purchasing scheme is scheduled to go live as of January 1, 2015 and all SIPN Member 
companies are looking forward to the savings in cost and time. 

In 2014 we completed our goal of upgrading all computers connected to the network to current operating 
systems status. Any computer that has access to our servers is now running Windows 7 Service Pack 2. This 
required the replacing all the computers in the fiscal department and upgrading a few others with parts in 
inventory. Nine HP Pro Desk computers were purchased in total to replace aging computers in the office that 
did not meet the specifications required to run Windows 7. This included five computers for our fiscal 
department and two for HR which handle a large amount of sensitive information. This move makes the 
information on the Life Designs network more secure and helps to insulate Life Designs from data breaches 
caused by out dated operating systems that are no longer supported by the manufacturer.  

In an effort to make our work force more efficient we have continued to expand our supported living Kiosk 
program by deploying 10 more computer kiosks to supported living sites. By giving our employees the ability 
to share information we empower them to provide a higher level of service. The kiosk program has proven 
useful to employees and customers and will continue to be expanded in 2015. Upgrading of kiosks utilizing 
components of failed computers has allowed the updating of many kiosks from Windows XP to Windows 7 
allowing further expansion of the usefulness of the Kiosks in each setting. 

In early 2014 the need for a more comprehensive backup solution was realized. At that point there was no off-
site storage of backup images exposing Life Designs to potential catastrophic data loss. After careful 
consideration a Barracuda 390 Backup Server and a 3 year cloud service subscription were purchased. The 
Barracuda Backup Server was installed in a separate section of the building away from the server room and set 
to take a complete image of each server nightly. Each image is then uploaded to a Cloud Storage Server for 
further redundancy in case of loss or failure of the primary unit. The system has been tested with partial and 
full image restoration of both servers with 100% reliability. Images are stored on the local Server for six 
months and the Cloud server for a total of three years. This brings Life Designs up to date with the most 
complete industry standard backup and restoration practice and procedures ensuring data integrity.  

The use of the Barracuda has also allowed us to begin mirroring the drives of our mobile users on our main 
server. Each time a laptop is connected to the server the hard drive is mirrored on the server, copying all 
documents and files thereby subjecting it to the nightly backups on the Barracuda server. This reduces the risk 
of data loss due to loss of hardware through damage or theft and increases productivity since employees are 
ensured to have access to their files. Three new laptop computer Hewlett Packard ProBook 450s were added 
to the inventory to expand the mobile force. 

Our goals for 2015 are to continue to strengthen the security of the Life Designs computer network as we 
continue our evolution into a more portable, mobile and accessible workforce by adding at least 15 new 
laptop computers to the inventory.  Greater access brings unique challenges and Life Designs will continue to 
be an industry leader, adopting new technology to ensure the integrity and safety of our customer and 
employee information. 2015 shall see a renewed focus on mobile devices and methods of securing and 
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tracking those devices to ensure that company property remains in inventory.  The ability to secure these 
devices also allows us to bring information to an ever expanding workforce. Connecting employees in the field 
distant from the main office is a major priority as Life Designs continues to expand services in the Columbus 
area. Remote training options will be explored to reduce the expense of training employees in distant areas. 
Technology will play a vital role for 2015 as we explore ways to reduce expenses through the use of 
technology while providing ever increasing levels of service. 

Cultural Competence Plan  

 

In 2013, CARF added a requirement to include cultural competency in agency planning. To that end we have 
evaluated our staff and customer demographics. Annually we will set goals for increasing the diversity of the 
people we support and those who provide the services, our staff.  

Table 15: Ethnic Background 
 

It appears that we have a higher than average 
number of workers and customers who are 
nonminority status. Indiana remains a 
predominately Caucasian state, with the white 
population comprising 84 percent of the total 
population. However, this is down from 87 
percent in 2000 and LIFEDesigns staff still does 
not mirror the community. With the growth of 
minority populations across the state, it is clear 
that LIFEDesigns needs to do a better job at 
diversity recruiting just to match our customer 
base. A huge issue is the disproportion of men and 
women.  We have a female dominated workforce 
while our customer base is primarily male.  We 
have to also work harder at getting men to 
succeed in direct service positions.  The following describes our plans for addressing this in 2015. 
 

 Support a work environment free of all forms of discrimination, including harassment - sexual, religious 
or cultural; 

 Develop a diverse workforce which reflects the community per our Affirmative Action and Recruitment 
Plans;  

 Conduct annual cultural diversity/competency training, including recovery, limited English proficiency, 
language line and use of the TDD/TTY teletypewriter line and; 

 Encourage a climate of cooperation in the work environments that promotes a positive attitude toward 
the provision of services. 

 Review staff diversity on a quarterly basis with the Solutions team and generate additional avenues for 
recruitment of minorities and men. 

 
LIFEDesigns is committed to affirmative action and equal employment opportunities in all phases of 
employment through recruitment, retention and advancement of culturally diverse and qualified people and 
utilization of job-related criteria in making employment decisions. 
 
 
 
 

 Customers Staff 

Caucasian 85% 93% 

American Indian 1% 0.7% 

African American 4% 3.5% 

Asian 2.4% - 

Hispanic 1% 0.7% 

Not Specified 7% - 

Male 63% 24% 

Female 37% 76% 
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Strategic Plan Update   

 

LIFEDesigns’ Mission, Vision and Values statements were formally developed in 2013. The agency had 
operated as a merged entity effective January 2012, having brought together Christole, Inc. primarily a 
residential provider and Options, primarily a supported living and housing provider. Some of the important 
themes of the vision are that we expect everyone to be able to live, work and play 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, including 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. 

 

Figure 4: 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 2015  

 

In 2012, LIFEDesigns initiated a 3-year planning process to develop new strategic goals for the agency. The 
resulting report is available for review. Figure 5 reflects major goal areas are shown in, with detail on goals and 
objectives for 2015 by department are in Attachment C. 

 

Figure 5: Major Goal Areas 
 

    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  

 
2014 

 
 
 
  



 
Service Outcome Review   

2015 
Measures Applicable 

Service Areas 
Data Source Obtained By 2014 Goal 

1/1/2014– 12/31/2014 
2014 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 
 
 
 
4% total Service growth. 
 
 
 
 
35 customers enrolled in 
Respite. 

61 customers participated in CEO 
during 2014.  For 2015, we will be 
offering dual classes which will permit 
more customers to participate in CEO. 
 
 
 
96 individuals were enrolled in 
Employment Services in 2014, 
compared with 78 individuals in 2013. 
 
 
We experienced a 13% growth in 
services, mostly due to the influx of 
individuals being targeted for Waiver 
Services statewide. 
 
21 customers were enrolled in Respite 
services in 2014. 

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. 

34% of customers of working age were 
employed in 2014. 

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. 

13% of adult customers own their own 
home. 



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. 

66% of time in CEO habilitation 
services was spent in integrated 
community settings. Change to offering 
dual classes in 2015 will permit us to 
offer more opportunities for classes in 
integrated community settings because 
class sizes will be smaller. 

Number of job 
placements 

Employment Supported 
Employment 
Director’s 

Monthly Report 

Supported 
Employment  
Director 
 

25 job placements. 25 individuals obtained employment in 
2014. 

Average employment 
tenure 

Employment Plan for 
Employment 
and Supports 
 
Supported 
Employment 
Director’s 

Monthly Report 

Supported 
Employment 
Manager 

Average employment tenure 
will be 3.5 years. 

Average employment tenure was 3.4 
years. 

Average quality 
assurance rating 

All Monthly QA 
Review Process 

Directors of 
Services 

Average QA rating will be 95% 
or higher. 

Average quality assurance rating for 
2014 was 94%. 

Efficiency      
Group Home 
Occupancy Rate 

Group Homes Monthly 
Census 

Network 
Director 

Average occupancy is 88% or 
higher. 

The occupancy rate for the group 
homes in 2014 was 79%. 

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. 

Average time from referral to intake 
was 37 days.  This is in large part due 
to several referrals we received that 
were contingent on finding appropriate 
housemates for the individual. 

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. 

Average time from intake to start of 
services was 17 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 210 days or less. 

Average time from plan development 
to job placement was 252 days. 



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 
$8.25 an hour. 

Average hourly pay rate was $8.18 an 
hour. 

Service Access      
Respite hours provided Respite Network 

Director’s 

Monthly Report 

Network 
Director 
 
Director of 
Services 

Annual Respite hours provided 
is 4750 hours or more 

4799 Respite hours were provided in 
2014. 

Number of customers 
over the age of 65. 

All Quarterly 
Demographics 

Directors of 
Services 

12 customers served who are 
over the age of 65. 

We supported 11 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 the customers receiving support 
were of a minority population. 

Percent of youth 
receiving services 

All Quarterly 
Demographics 

Directors of 
Services 

15% of customers are under the 
age of 18. 

14% of customers were under the age 
of 18. 

Percent of customers 
with Autism 

All Quarterly 
Demographics 

Directors of 
Services 

At least 30% of customers 
served have a diagnosis of 
Autism 

30% of customers 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 LifeDesigns’ 

services at 90% or above. 

83% of customers report that they 
would refer others to LifeDesigns’ 

services. 

Overall customer 
satisfaction 

All Annual Survey Services Team Maintain satisfaction rating of 
90% or above. 

90% of customers report satisfaction 
with LifeDesigns’ services. 

Stakeholder satisfaction All Annual Survey Services 
Team/Executive 
Director 

Increase satisfaction rating to 
90% or above. 

Not available. 

Percentage of 
stakeholders reporting 
that they would refer 

All Annual Survey Services 
Team/Executive 
Director 

Increase percentage of 
stakeholders reporting they 
would refer others to 

Not available. 



others to Options. LifeDesigns’ services to 90% 
or above. 

 
 
 



 

Attachment B: Accessibility Assessment and Plan  

 

Area Barrier Progress 2015 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  

This year we worked to upgrade all group homes 
investing $300K in new appliances and other needed 
repairs. 
 
We have 5 homes that are not totally accessible.  
One was moved to supported living.  We have plans 
for 2015 to replace one home with a more accessible 
home in Columbus. 
 
The office was carpeted and painted with a more 
wheelchair friendly carpet tile. 
 
Suggested improvements from surveys included: 
railings at some houses, use of taller toilets, and 
wider walkways. 
 
Surveys indicate 85% feel the office is easy to get 
around 

Continue to expand the availability of ADA 
accessible units by completing the Parklane 
upgrade 
 
Continue to upgrade group homes to 
address accessibility issues. 
 
Responsible: Housing and Solutions 
Team 

Environmental None noted None noted again this year None 

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

Housing programs came on board in 2013 and now 
make up a higher percentage of agency revenues. 
We have developed a good reputation among 
affordable housing developers and funders. 
 

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 



 

Area Barrier Progress 2015 Goals 

Employment Continue focus on transition age youth. 
 
Train and support customer teams to 
address employment needs of all customers, 
making it a mandatory item on quarterly and 
annual reviews.  
 
Work with Crawford project to expand 
employment support to those living there to 
get employment. 
 
Responsible: Services Team 

The percent of people with jobs decreased slightly to 
34%. 
 
The orientation program contains an overview of 
employment.  Additionally, the College of Direct 
Support was purchased to allow people with access 
to employment training online on an ongoing basis.  
To date few have used and we plan to advertise it 
online in the coming weeks.  Employment is a 
standard agenda item on Meeting agenda. 
 
We have assisted several Crawford residents to gain 
employment. 

Continue focus on transition age youth. 
 
Train and support customer teams to 
address employment needs of all customers.  
 
Work with Crawford project to expand 
employment support to those living there to 
get employment. 
 
Responsible: Services Team  

Transportation Maintain ability to provide accessible 
transportation. 

 
Responsible: Executive Team 

We added a 4
th

 accessible vehicle in 2014. Maintain ability to provide accessible 
transportation. 

 
Responsible: Executive Team 

Communication Continue to enhance access to customer 
information in all LIFEDesigns settings. 

 
Provide secure remote access to the shared 
drive for maximum communication. 
 
Responsible: Services and Operations 
teams. 

This year has seen a vast increase in the use of the 
electronic record.  By year end, all services areas 
were using and systems were in place to monitor its 
use.   
 
We are still working through security issues for the 
remote access and hope to have that dealt with by 
purchasing a new software program early in 2015. 

Continue to enhance access to customer 
information in all LIFEDesigns settings. 

 
Provide secure remote access to the shared 
drive for maximum communication. 
 
Responsible: Services and Operations 
teams. 

Other Implement a supervisory training program by 
July 2014. 

 
Continue to promote respite to families. 

 
Responsible: Services Team 

A supervisory training has been outlined and basics in 
soft skills and job related skills implemented. 

 
Respite has continued to decline as families secure 
the Family Support Waiver.  The state has brought 
many people off the wait list and one of the few 
residential services offered is respite.    

Consider avenues for managerial programs 
that are held by post-secondary programs 
such as IVY Tech to supplement the in 
house program.   

 
Continue to promote respite to families. 

 
Responsible: Services Team 

 
 

  



 

 

Attachment C: Strategic plan goals and annual goals for 2015 

LIFEDesigns, Inc Strategic Plan 2013-2015 
Annual Goals by Department 

 
 



 
LIFEDesigns, Inc       Passport  2015              BOARD OF DIRECTORS 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health  % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

 Develop and implement a public awareness push 
 

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

 Identify some sources and leads for housing 
 
 
 
 
 Develop additional strategies for staff appreciation 

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Improve response rate for customer survey 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

 Implement a capital campaign and build endowment to 
provide a source for paying staff better.   

 



 
LIFEDesigns, Inc       Passport  2015          Department: Community Services__________________ 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health  % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

 Decrease unreimbursed services by expecting 100% 
compliance with utilizing Accel schedules and 
planners.  Review the use of the system on a regular 
basis and make changes as needed. 

 Research capabilities of Accel to match staff 
availability to open hours. 

 Evaluate the use of floaters or substitute staff, as well 
as consider pros and cons of using Schedulers. 

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

 Assist with development and implementation of 
streamlined Quality Assurance system. 

 Review updates to CARF standards and BQIS 
regulations and remain current in our systems. 

 Assist with development and implementation of 
supervisor training program. 

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Implement and evaluate system of collecting customer 
data on skill development progress. 

 Develop and implement a checklist to evaluate quality 
of customer living environments. 

 Develop and implement new functional assessment 
focused on employment as an outcome. 

 Have employment staff participate in training to 
become facilitators. 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

 Ensure 90 day evaluations are completed on time and 
used as an opportunity for staff development. 

 Develop a feedback schedule, so that staff receive 
feedback from their supervisors on a regular basis. 

 Organize training for supervisors on facilitating 
employee feedback and support. 

 



 
LIFEDesigns, Inc       Passport  2015          Department: Development 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health 
 
 

 % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

 Have direct conversation with all current donors and 
update their profile  

 Identify targets for potential donors based on the profile 
and establish an ongoing outreach program 

 Plan and conduct an endowment campaign and seek 
matching fund opportunities 

 Update the plan for the Art of Chocolate and move to 
new venue with ability to increase participation and net 
income 

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

 Learn more about funding opportunities for affordable 
housing and develop relationships with the purpose of 
securing land donations 

 Identify funding opportunities for employees seeking to 
continue their education, particularly managerial 
training programs. 

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 
 
 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Develop a strategy for promoting the organization 
using the LIFEDesigns’ Dashboard 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business. 
 
 

 Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

 Design and implement a recruitment campaign focusing 
on DSP success stories and customer success 

 
 Secure funding for the strategies outlined in the Monroe 

County Alliance for Direct Support Careers 

 



 
LIFEDesigns, Inc      Passport  2015             Housing Department 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health  % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

Maintain Housing Options occupancy of 97% or better by 
 Continuing to develop referral sources through 

engagement/networking in South Central 
Housing Network; Monroe County Apartment 
Association and HAND Social Services Advisory 
Council for BPD Resource Officers 

 Enhance recognition/PR for Housing Options by 
distributing periodic news releases/newsletters 
about Housing services and our success 
 

Repairs and maintenance for Housing Options and group 
homes to meet or reduce to less than 10% of budget  

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people 
we support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

Increase number of affordable and accessible units 
managed by Housing Options 

 Determine location and potential tenant 
population (i.e., seniors, market, people with 
disabilities) 

 Explore best practices for housing for people 
with developmental disabilities 

 Attend 2015 Permanent Supportive Housing 
Institute and develop associated housing project 

 Design and fund project 
 Explore use of various technologies to diversify 

or increase accessible housing options 
Improve internal and external group home audits through 
implementation of quarterly inspections resulting repairs 
by Maintenance Supervisor  

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Maintain overall tenant satisfaction rate of 80% 
or better for Housing Options  

 Maintain customer satisfaction rate of 80% or 
better with group home environments 

 
 

 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

Administrative Director to work with Maintenance 
Supervisor to streamline maintenance and repairs process 

 Organize by geographic region and urgency 
 Ensure that Maintenance Supervisor and 

Assistant work separately when possible 
 Ensure that all r & m requests are submitted via 

SysAid 
 

Administrative Director to work with Office Manager to 
increase  professionalism in reception 

 Reduce level of noise and traffic at front desk 
 Ensure coverage 

 

 



 
LIFEDesigns, Inc       Passport  2015          Department: Leadership Team 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health  % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

  

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

  

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

  

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

  

 



 
LIFEDesigns, Inc       Passport  2015          Department: Operations: Fiscal, IT and HR 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health 
 
 

 % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

 Research and recommend appropriate services, related 
to HR, that improve processes for policies, procedures, 
and/or practices to increase employee engagement and 
satisfaction. 

 Continue with plans to go paperless 
 Work with supervisors to determine types of reporting 

that would be helpful.  Distribute periodically. 
 Work with supervisors on eligibility and liability issues. 
 Automate IT processes. 

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

 Develop and implement supervisor training related to 
HR practices, such as interviewing and performance 
management. 

 Structure online training to be more user friendly. 
 Increase knowledge of low income housing tax credits. 
 Unqualified fiscal audits 
 Audit customer financial records for 65% of customers. 
 Conduct audits on customer progress notes. 
 Enhance IT network security 

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 
 
Establish a more consistent talent pipeline 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Develop new avenues of marketing and recruiting 
candidates for employment. 

 Develop Fiscal related questions for annual Employee 
Survey. 

 Work to make IT more accessible. 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

 Develop and implement an applicant assessment tool. 
 Research and recommend value-added employee 

benefits and recognition. 
 Implement a process to conduct Stay Interviews, as 

opposed to Exit Interviews, to gain knowledge of why 
DSPs stay at LifeDesigns.   Use the information for 
improving engagement. 

 Determine a target entry wage for DSP and establish 
plan for adjusting salary schedule, including resources 
needed to get to target. 

 Improve mobile user processes for records & general 
info. 

 



 
LIFEDesigns, Inc       Passport  2015          Department: Residential Services__________________ 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health  % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

 Fill group home vacancies in order to maximize 
Medicaid revenue 
 

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

 Develop group home supervisors and staff to be 
knowledgeable about regulatory requirements 

 Ensure systems are in place to ensure we are compliant 
with regulations at all times, and in turn improve survey 
results 
 
 

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Align administrative processes with regulations and 
ensure consistent systems are in place across homes 

 Implement and evaluate system of collecting customer 
data on skill development progress. 
 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

 Work with Community Services to develop services 
structure that allows supervisors to support both 
group home and Supported Living settings 

 Ensure 90 day evaluations are completed on time and 
used as an opportunity for staff development. 

 Develop a feedback schedule, so that staff receive 
feedback from their supervisors on a regular basis. 

 Organize training for supervisors on facilitating 
employee feedback and support. 

 



 
LIFEDesigns, Inc       Passport  2015          Department: Support Services__________________ 
 
 

LEADERSHIP: LIFEDesigns is one of the most admired agencies in the industry 

Goals 
Key Performance Indicators 

 
Activities/objectives 

Financial Health  % customer growth 

 Current ratio 

 Net income 

 Housing occupancy 

 Group home occupancy 

 Unreimbursed services 

 Contributions 

 Overtime 

 Restructure behavior support services to enhance 
support provided to group home customers, while 
maximizing Medicaid Waiver utilization  

 

INNOVATION: LIFEDesigns employs pioneering strategies to solve problems and reduce barriers. 

Goals Key Performance Indicators Activities 

 
Develop more quality affordable housing for the people we 
support 
 
 
 
Develop and implement state of the art training for 
supervisors. 
 
 

 Incidents/Reports 

 Internal QA audits 

 External Audits 

 Number of affordable units managed 
 

 Develop and implement comprehensive streamlined 
Quality Assurance system. 

 Review updates to CARF standards and BQIS 
regulations and remain current in our systems. 

 Develop complete policies related to health care 
services (nursing) 

 



 

FOUNDATIONS: LIFEDesigns’ services lead to employment, independence and full community participation 

Goals Key Performance Indicators 
 

Activities 

Establish a robust system for measuring and reporting 
customer and agency outcomes 

 Customer Satisfaction 

 Customer Skill development 

 Home ownership 

 Jobs 

 Time to job placement 
 

 Redesign customer survey to accurately gauge 
satisfaction across all services 

 Develop Accel so that it is used fully by all service 
areas 

 

EXCELLENCE: LIFEDesigns’ has the best employees, systems and community reputation 

Goals 
Key Performance Indicators 

 
Activities 

Hire and retain the best staff in the business.  Employee Retention 

 Open positions 

 New hires 

 Employee Satisfaction 
 

 Streamline wellness coordination processes in order to 
maximize nurse face-to-face time with individuals 
receiving services.  

 


