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Major Highlights 

Highlights: 

Overall: This was a tremendous year for grants, donations, customer success, and development of affordable 
housing.  LIFEDesigns received grants in excess of $8 million to develop 46 units of housing in Columbus and in 
Bloomington.  We were awarded grants to promote employment first of $35K and started Person Centered 
Planning P.A.T.H. training for all employees. Our services achieved a 3 year Accreditation from CARF for 
Continuing Education, Employment, Behavior Support, Respite and Supported Living and the agency had the 
lowest number of citations in group home reviews since 2012.  Sixteen individuals got jobs earning an average 
of $9.25 and staff reduced the time to get a job from 7 months to 3 months.  LIFEDesigns was able to increase 
support to our group home customers by working with local behavior support consultant and consolidating 
homes.  The result is that we have improved occupancy to 90% and greatly improved survey results.  All this 
allowed us to increase customers by 2% and served over 500 customers systems wide, 32% of whom were 
employed and 44% had their own homes.  Finally, we were able to improve pay, benefits and career 
development opportunities for all staff, especially Direct Support Professionals.  We are hopeful that with 
these improvements our turnover rates in 2017 will continue to improve. 

Housing: LIFEDesigns has broken ground on two highly anticipated projects in 2016. LIFEDesigns at McKinley 
consists of two homes in Columbus that will meet or exceed ADA standards. The homes will each have 4 
bedrooms each containing a private bath. Residents will share a common living area, kitchen, laundry room, 
extra powder room, and porch/patio. The home will serve individuals in supported living transitioning from 
group homes in the area. In addition we broke ground on another phase of Crawford Apartments, Crawford II. 
The 36 unit project will provide additional housing and services necessary to meet the needs of 40 individuals 
who have been homeless. We are planning another expansion in 2017 in collaboration with the South Central 
Action Program in the Martinsville area, as a result of participation in the Permanent Supportive Housing 
Institute. With the addition of McKinley and Crawford II, LIFEDesigns will have 92 units of affordable living by 
the end of 2017.  

Operations: The Operations Team began a transformation late in 2016. The Human Resources Director 
position was vacated, which gave us the opportunity to rethink the staffing structure and lines of supervision 
in Human Resources. We hired a Chief Talent Officer who reports directly to the CEO, raising the profile of our 
Human Resources department. Barbara Sandage retired after sixteen years of service to the agency, first in 
Human Resources and then in Fiscal. This change allowed some staff to move into new positions and bring in a 
former employee to work remotely in our Accounts Receivable.  

Fiscal Services: When looking back on the writing for 2015, we are reminded of the difficulties we had with 
turning our bottom line back to a positive situation. Not so for 2016! In looking back through the months, 
there was not a single month showing a loss! Grant revenue was responsible for this. The ratios below show 
our progress as an agency as well as compared to benchmarks, or how other agencies are doing. Financially, 
LIFEDesigns is stable and doing well. 

HR Services: Turnover continued to again be a challenge in 2016. The new application software that was put in 
place in 4th quarter 2015 did help in our ability to track applicants better and make initial contact with them 
quicker. Utilizing on-the-spot job offers for qualified candidates, we were able to move applicants along and 
start them more quickly. In July, the agency implemented a new pay structure that included a Direct Support 
Professional Career Ladder based on the National Alliance for Direct Support Professionals certification 
program. LIFEDesigns is the first agency in the area to provide this opportunity for its DSPs. As a result of the 
compensation changes, staff across the board received increases ranging from 2.5 to 5%. This combined with 
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an across the board increase in February of 2% meant that 2016 was the largest overall pay increase at the 
agency in some time. 

The Chief Talent Officer, who started in late November 2016, is focusing on finding new ways to recruit and 
retain staff. We filled a vacant position and charged the new Recruitment and Engagement Coordinator with 
following staff from the time of application through the first 90 days on the job. The goal is to help employees 
feel more welcomed then and receive more support as they move forward in their career with LIFEDesigns. 
Employee injuries were again down in 2016 both in number and in cost leading to a substantial savings in our 
Worker’s Compensation premium for 2017.  

IT Services: Several of our goals were put aside in 2016 as we chose to wait for developments in the SIPN IT 
Group which began work in earnest again. Due to recent turnover in several agencies IT Departments it was 
decided to restart the SIPN IT Group with a smaller core of dedicated agencies that had both the personnel 
resources to assign to the project and the interest to see the project driven forward. Kathy McNulty was able 
to secure the group a partnership with Cummins Diesel in Columbus Indiana to assist in driving the project 
forward. Joy Hundly, a Cummins employee with a Black Belt in Six Sigma IT Management, was assigned to 
assist the group in creating the structural plans needed to ensure that the SIPN IT Project is successful and 
addresses the needs of all SIPN Agencies. That project is slated to be finished in March of 2017 with all 
recommendations, policies and action plans in place to begin implementation immediately.  

Services: 2016 continued to be a year of change through-out the Services programs. We again experienced on-
going turnover of Direct Services Professional (DSP) staff as well as frontline managers. Despite this, we were 
able to provide quality on-going support to the persons we serve and achieve a 3 year CARF accreditation. Due 
to our on-going staffing shortage, we had to reach out to area home health and temporary agencies to help 
cover some of our open positions. While it has relieved some of the overtime from overworked staff, it is a 
costly band aid measure.  

Changes were made to alleviate administrative stressors on the managers, with the additions of two positions 
to relieve some of their administrative burdens. The Scheduling Manager provides supports to the supervisors 
in filling open hours by coordinating staff across the networks. The Customer Finance Manager now handles 
the Social Security Representative Payee Accounts and is the liaison for Medicaid redeterminations. The 
position is also responsible for the accounting of the customer funds and providing the mandated reporting to 
Social Security.  

Group Home Services continue to evolve per the changes initiated in 2015 and the movement towards less 
restrictive settings via the Community Integration and Habilitation Waiver. As a result, three of the former 
Rhinestone residents moved to different settings of their choosing in the community. Rhinestone has since 
been converted into a Supported Living site for some of our older customers with significant medical needs. 
The transition went incredibly smoothly and has been “win-win” for everyone involved! As noted above, 
groundbreaking for the long planned McKinley Courts occurred in early October. When it is completed in April 
of 2017, four young adults at the Park Lane home will to move to waiver services and have an amazing new 
home of their own! The other home on McKinley will be used to transition some of the more medically fragile 
individuals at Fairlawn group home to the single floor layout of the new homes. This change would also allow 
the four remaining individuals at Fairlawn to have even more individualized services themselves. 
 
Community-based day programming expanded to the Columbus area. Bartholomew Education through 
Advocacy (BEtA) has allowed the eight individuals involved to experience countless new activities in not only 
their community but the greater south-central Indiana region in general! As opposed to the potential for 
stagnation in a sheltered workshop, the customers involved have gotten to experience our State Parks, try 
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new sports, volunteer at community food pantries, swim at the community pool, and countless other activities 
that encourage growth and development! 
 
A big indicator of quality among the group homes is the annual ISDH surveys. 2016 saw one of the best years 
for surveys ever! Only two houses had issues needing to be resolved while the rest of the homes passed with 
flying colors! Much of this was due to the experience and diligence of the Network Directors and Team 
Managers who have continued to improve the quality services in our Residential Settings. 
 
Among the success stories of 2016 are two young men who realized their dream of moving into their own 
apartment! Both had lived in group homes for many years and worked hard on their independent living skills. 
Through the support of their families, staff, community, and of course their own hard work they were able to 
finally transition to the individualized setting they had sought for so long! 

We spent a great deal of time during the first half of the year preparing for our CARF accreditation survey 
conducted in early August. As noted above, we received a 3-year accreditation, and accredited services now 
include Supported Living, Supported Employment, Community Integration, Respite, Behavior Support, and 
Host Families. 

Employment services have been very focused on putting systems in place to ensure that everyone we support 
has a job! We have continued to streamline systems and processes that changed dramatically as a result of the 
Vocational Rehabilitation funding structure changes that occurred in late 2015. We received some technical 
assistance through the Indiana Institute on Disability and Community (IIDC) to streamline processes and 
procedures. We also received grant funding to focus on Employment First for individuals we support. This has 
allowed employment staff to receive specific training on how to support individuals to be self-employed. We 
have also spent time revising our individual planning systems so they are focused on positive individual 
outcomes that include employment. LIFEDesigns is also working collaboratively with a number of other 
agencies to provide transition services for individuals in area high schools, so we were able to hire a full-time 
Transition Coordinator position to work directly with students at Bloomington North, Owen Valley, Edgewood 
and Brown County High Schools.  

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: 

 Local Level Participation: 

 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  

 Dale Carnegie of Central Indiana 

 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 
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 Morgan County Transition Council 

 School to Work Collaborative Project 

 South Central Indiana Human Resources Association (SCIHRA) 

 Southeastern Indiana Human Resources Association 

 South Central Housing Network 

 Strategic Indiana Provider Network (SIPN)  

 United Way Agency Directors: Monroe, Lawrence and Bartholomew counties 

 State level participation:  

 Association of Fundraising Professionals (AFP), Indiana Chapter 

 INAPSE Policy Committee 

 INARF Annual Conference Committee 

 INARF Community Supports Section  

 INARF Employment Supports Section 

 INARF Human Resources Group 

 INARF Membership Development Committee 

 INARF CFO Division 

 Indiana Association for Persons in Supported Employment (INAPSE) 

 Indiana Employment First Team 

 National level participation:  

 Association of People Supporting Employment First (APSE) – Rinne, President till July 2016 

  



 

8 

 

Progress Reports 

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 2014 2015 2016 Goal 

Voluntary Turnover rate 35.75% 45.04% 54.37% < 45% 

Average tenure in 
months 

40.06 42.24 39.32 48 months 

Full time staff retention 44.64% 36% 38% 85% 

Total terminations 158 166 206  

Total number of staff 322 337 329 400 

Number of open hours 1555 2188 2201.50 <250 

% open hours to capacity 14 15 16 <10 

Employee satisfaction 3.86/5 3.89/5 3.88/5 4.5/5 

# of W/C Accidents 13 22 23 15 (or less) 

 

Table 2: Training Statistics 

Area 2015 2016 Benchmark 

New Employees in Orientation 
216 171 

 

Employees Terminated during 
Orientation Process 49 58 

0% 

New Employees completing 
Orientation 146/228 68 

100% 

Noncompliance with CE 
requirements (due Dec 31st) 15% 28% 

0% 

Community members trained 49 52 50 

 
The number of terminations was 206 in 2016 and unfortunately the number of new hires declined. The chart 
that follows outlines the overall reasons that people left the agency over the past several years. An analysis of 
those reasons follows. 
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Figure 1: Reasons for Leaving 

 
 

Trends: We continue to experience high turnover. Full time staff retention continues to be better than part 
time and we are still working on increasing our float pool. Personal Reasons and Quit with No Notice continue 
to be the top reasons for employees leaving the agency. Personal reasons could mean a variety of things that 
some terminated employees list due to uncertainty of reasoning and what that could mean for potential of 
rehire in the future. We faced a steady decline in the unemployment rates for our area, which impacted the 
number of applicants applying. 

We have continued to market our positions as a career with growth opportunities and rewarding work. The 
agency is well recognized in the area as an employer that offers competitive compensation and benefits, 
leading to 172 new hires in 2016. Goals for 2017 include revamping the recruiting procedure to help increase 
the number and quality of hires, which should lead to increased retention. We introduced the DSP certification 
program in July 2016, again helping to place LIFEDesigns at the top of non-profit human services providers in 
the area by showing our commitment to our employee’s professional growth. As we continue to revamp our 
recruitment and onboarding procedures, we anticipate higher applicant numbers, in turn leading to better 
hiring rates and overall retention. 

Resolutions: In 2016 we established the DSP certification program. This has helped with satisfaction and 
recognition in current employees and will be utilized as a marketing tool in the recruitment efforts during the 
coming year. However retention is still a major issue. With staff feeling the strain of the hiring issues, some are 
choosing to leave. Again with the ideas and goals in place to revamp the recruiting and retention efforts, we 
are hopeful to turn around the hiring crisis and increase retention. 
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Future Plan: We are expanding our recruiting efforts into different outlets, using various forms of social media 
and brand building. We will continue to develop and revamp candidate assessments to increase the quality of 
our hires with predictive measures. Finally, the anticipated DSP career ladder and certification program will 
provide different options for employment and we expect it to lead to increased retention. Using recruiting 
efforts showing our flexibility in scheduling and our DSP-Float position is an example. 

Benefits continue to be well received and appreciated by our employees. We only had a slight increase in 
premiums while still offering a wide variety of plans to suit employee needs. We will continue to look at 
avenues to help our employees lead and live better and healthier lives. 

Employee Engagement 

Annually LIFEDesigns administers an employee survey. This survey is modeled after the Gallup Q 12. This is a 
reliable and well normed instrument shown to indicate whether employees are likely to stay with the 
organization. It has been used to gauge employee interest and engagement at LIFEDesigns for the past 10 
years. The following tables and figures summarize results. 

 

Table 3: Employee Survey 

 
 

 
 
 
 
 
 
 

 

Role Percent of 
Respondents 

Number of 
Respondents 

 2015 2016 2015 2016 
Direct Service Professional 53.6% 59.5% 60 78 

Services Administration 26.3% 19.1% 30 25 
Operations/Executive 10.5% 9.2% 12 12 

Other 10.5% 12.2% 12 16 
Total 100% 100% 114 131 
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Figure 2: Employee Survey Results 

 
 
 
 

Trends: Overall, the results are steady with 2015. Communication is still a 
major theme across respondents. Consistent with 2015, we note that 
employees do not feel like they are recognized. We hope to develop a better 
rewards program that allows all employees to be included and voice heard 
on recognition. Supervisors and managers will be encouraged and rewarded 
for recognizing their employees on a more consistent basis. 

Resolutions: Continued progress towards better employee recognition and 
rewards programs hope to create an increase in employee satisfaction 
throughout the agency. Working with the recruiting efforts to increase staff 
levels and utilizing these efforts to increase retention will again in turn 
increase employee satisfaction. An online suggestion and comment website 
has been set up as a platform for all staff and customers to be able to make 
comments and suggestions anonymously to management at any time. The 
Chief Talent Officer reviews the responses received and replies accordingly. 
These suggestions and comments will also be utilized in all aspects of the 
organization to improve our processes and standards. This will hopefully 
increase retention in its own way as employees see their voices are heard 
and management reacts accordingly. 

Future Plan: Our continued goal is to work toward becoming an Employer of Choice. We will rely on assistance 
and input from all employees. Employees are helping with Job Factor Evaluations in which the results are used 
to determine wage levels for all positions. The HR Department continues to visit various setting to not only 
audit HR practices and procedures within the setting, but to also reach out to staff, letting them know HR is a 
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service department and we are here to help. A weekly HR Newsletter addressing various topics, as well as 
welcoming all new employees, helps to increase HR’s presence in all levels of the organization. 

Risk Analysis  

LIFEDesigns assesses and develops a plan to manage inherent risks annually. We do so through an analysis of 
all relevant data and with a review and onsite visit by an insurance company risk manager. Here are the recent 
major findings:  

There are approximately 64 staff members responsible for customer finances. Training is provided to all staff 
who oversee customer finances. Supervisors check staff work monthly. The Financial department conducts 
random audits on the customer accounts and reports 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.  

There were 2 vehicle related accidents in 2016. Neither was the fault of our employee but that of another 
driver. We continue to train during new hire orientation and monitor driver safety. We had 23 submitted 
injuries, with a couple employees needing to work administrative duties due to restrictions and until they 
were released to return to full duties.  

The majority of accidents over the past 3 years have been customer aggression and slips, trips and falls. In 
2017, our Worker’s Compensation insurance carrier will be providing all employees with training to again 
address these slips, trips, and falls. This company will also be conducting a general “What is worker’s 
compensation” training to help employees not only understand the importance of the insurance, but how it 
works and the expense to the organization behind it. We hope this will help employees to see the importance 
of being careful and cautious while on shift, in turn helping to reduce the number of injuries. Table 4 and 
Figure 3 summarize results. 

Table 4: Work-Related Injuries by Position 

Role 2014 2015 2016 

DSP 17 17 11 

Team Manager 3 4 5 

Network Director 2 0 2 

Administrative Staff 2 1 2 

Team Leader 0 0 3 

Total 24 22 23 
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Figure 3: Injuries by Type 

 
Trends: Customer aggression continues to be the cause of the highest number of injuries. Slips, trips, and falls 
were #2 and again this area is being addressed this year with additional training on proper footwear and 
awareness of employees’ surrounding to avoid objects that may cause these injuries. We had 23 submitted 
injuries in 2016, which helped our work comp premiums to be decreased dramatically.  
Resolutions: We will continue to address the areas of greatest concern by conducting training and conducting 
audits or evaluations as needed. Behavioral Specialists will also continue to work with customers to develop 
behavioral plans that should decrease the number of injuries caused by combative customers. The Health & 
Safety committee meets on a monthly basis to review all incidents and discussion ensues on ways to prevent 
future accidents or injuries of said type.  
Future Plan: The Health and Safety committee will continue to monitor accidents and look at what training 
may help raise awareness and decrease injuries. The committee continues to monitor risk to implement 
proactive measures as needed. When an injury does occur, we strive for immediate and appropriate medical 
care, employee adherence to all medical provider recommendations, and assurance that all employees get 
back to work quickly.  
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Services 

Table 5: Customer Service Statistics 

 
The year 2016 continued to be challenging for all of our group/community living services due to staff 
shortages; with the difficulty filling open positions we continue to have a hold on referrals. This led to a very 
low growth rate for services this year as we only added in group homes, employment and in supported living 
when the customer already had staff. Our group home referrals continue to be reviewed, but quite a few of 
the referrals were for persons that had either physical accommodations or medical needs we cannot meet at 
this time. The state also informed us that they have fewer people asking for group living supports, wanting 

 2014 2015 2016 Goals 

Satisfaction 

90% 
satisfied,   

10% 
dissatisfied, 
83% would 

recommend 

93% satisfied, 7% 
dissatisfied; 95% 

would 
recommend 

95% satisfied; 5% 
dissatisfied; 95% 

would 
recommend 
services to 

others. 

>90% satisfied 

Survey return rate 15% 21% 19% 50% 

Service growth: net new 
customers to last yr 
unduplicated count 

13% 4% 2% 4% 

Job placements 25 31 16 30 

Customers >65yrs old 11 10 10 12 

New Customers 57 39 34 15 

Customers leaving 15 26 23 10 

Number served, duplicated 585 626 595 620 

Number served, unduplicated 369 393 382 349 

Days from referral to intake 37 48 29 30 

Days from intake to start 17 9 1 25 

Quality Assurance Rating 94% 93% na 95% 

Percent working age with jobs 34% 29% 32% 40% 

Percent adults with own home 13% 16% 44% 25% 

Supported Living 170 179 154 160 

Supported employment 96 110 107 100 

Behavior support 68 69 80 69 

Residential Services - Group 
Home 

44 39 39 55 

Host Families 3 3 2 3 

Technology Options 6 5 9 8 

CEO participation 61 56 42 75 

Respite (state or county) 21 20 20 30 

Respite hours provided 4799 4266 2919 5150 
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community-based services. Due to the McKinley Courts project, and the anticipated transition of the young 
men and women currently living at Park Lane, we decided to not fill the open beds in that home.   
   

Community Services 

LIFEDesigns’ Community Services, despite the demand that exists, showed little growth in 2016, due to 
continued staffing shortages. At the end of 2016, we had fifteen individuals on the waitlist for services with 
LIFEDesigns. The only referrals we were able to accept in Community Services over the past year were those 
that had staff who were accompanying them to LIFEDesigns or those who were moving in as a housemate to 
an existing LIFEDesigns’ customer.  

In late 2015, the state of Indiana Division of Disability and Rehabilitative Services announced there would be 
some changes to the waiver service model in 2016, including additional support categories for individuals with 
significant health and/or behavioral challenges and the use of a new assessment tool to determine individuals’ 
level of support needed. These changes did not come to fruition and the state continues to utilize the ICAP 
(Inventory for Client and Agency Planning) to determine the level of support that individuals will receive.  

The state spent the large part of the 2016 preparing and submitting the plan for how Indiana will meet the 
Center for Medicare and Medicaid Services’ change in rules for Home and Community Based Waivers. The 
purpose of these regulations is to ensure that individuals receive Medicaid Waiver services in settings that are 
integrated and support full access to their communities. This includes opportunities to seek employment and 
work in competitive and integrated settings, engage in community life, control personal resources and receive 
services in the community to the same degree as individuals who do not receive Medicaid Waiver services. 
LIFEDesigns’ Community Services are in a good position to meet these regulations. 

The use of Electronic Monitoring services showed some growth over 2016, as 4 new customers began 
accessing the service in the fall of 2016. Encouraging customers and families to utilize this technology to 
increase independence and maximize the level of services received will continue to be a focus for 2017.  

Residential Services 

As acknowledged last year, the current preference is for Supported Living rather than Group Homes. During 
2016 we closed the Rhinestone Group Home, moving one customer directly into Supported Living with two 
others first going to group home settings, with one moving to Supported Living by the end of 2016. The fourth 
young man living there chose to receive services elsewhere. However, we do maintain the house, converting it 
to a Supported Living site for three people we were serving who required more accessible housing.  

Another two customers that were living in our group homes also made the transition to Supported Living by 
the end of 2016. In 2017 we anticipate an additional eight to thirteen customers transitioning to Supported 
Living, either within the LIFEDesigns’ program or with other agencies. Eight of these are directly involved in the 
McKinley Courts project. 

By mid-2017 we also anticipate transitioning the Fairlawn group home to a Supported Living site for any of the 
customers that may not move to the new McKinley Court site. However, due to the lack of accessible features 
in that home we would look for more suitable living accommodations by the end of 2017. 

The remaining group homes in Bloomington, Ellettsville, and Spencer will continue to operate as they have 
been.  
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Support Services  

Support Services works closely with both Community and Residential Services, and includes Supported 
Employment, Continuing Educations, 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.  

Supported Employment became involved in some new projects this year, in addition to continuing to modify 
billing and service delivery systems that came as a result to the change in the Vocational Rehabilitation 
funding model in 2015. LIFEDesigns was awarded a grant from the Community Foundation to focus efforts on 
Employment First, which has resulted in an in-depth analysis of our systems surrounding person-centered 
planning, and ensuring staff are well-trained to help customers plan for positive outcomes that include paid 
employment and valued roles in their communities. Employment staff have also received training and 
technical assistance to help individuals with customized self-employment. Additionally, LIFEDesigns has been 
working collaboratively with a group of other providers to develop transition services for high school students, 
focused on employment skills. Each agency has a group of assigned schools (we are working with Brown 
County, Edgewood, Owen Valley and Bloomington North High Schools), but collectively are working together 
to develop common curriculum and staff training. We hired a Transition Coordinator to work individually with 
students in those assigned schools.  

Behavior Support is provided to individuals living in the group homes primarily under the direction of the 
Network Director/QIDP. This year the organization moved from employing Behavior Consultants to provide 
services through the Medicaid Waiver to a contractual agreement with a group of Behavior Consultants. This 
has provided an increased availability of Consultants to the individuals we support, in addition to allowing us 
to increase the number of individuals to whom we can provide this service. Consultants are also more readily 
available to provide additional supports to individuals living in group homes, when necessary.  

Table 6: Customer Reasons for Exit 

Reason 2014 2015 2016 

New provider 2 6 5 

Moved out of area 3 3 0 

State closed services 4 2 10 

Health issues 0 1 0 

LIFEDesigns served notice 0 0 3 

No longer needed service 5 7 5 

Other, unknown 0 2 0 

Death 1 2 0 

Total 15 23 23 

 

The same number of individuals left services in 2016 as the prior year. The majority of people leaving did so 
because they no longer needed our services, or the State discontinued eligibility for services which is higher 
than in 2015. 
 
The following table shows customer demographics as of December 2016. There was little change in age, 
ethnicity, or gender from 2015. Our primary customer group continues to be younger adults with intellectual 
disabilities.  
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Table 7: Customer Demographics 
 

Age Percent 
0-5 0% 

6-17 8% 
18-40 53.3% 
41-65 33.2% 
66-85 4.8% 
86+ 0 

Not Specified 0.7% 

 

Race Percent 
Caucasian 83.7% 

Indian 0.7% 
African American 4.5% 

Asian 2.1% 
Hispanic 0.3% 

Not Specified 8.7% 
 

 
 
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 8: State Reportable Incidents, by Number and Type 

Report Category 2014 2015 2016 

Physical abuse 18 11 9 

Sexual abuse 8 0 0 

Emotional/ verbal abuse 28 15 11 

Domestic abuse 3 0 0 

Neglect 47 28 36 

Peer to peer aggression 156 122 118 

Other behavior incidents 51 43 38 

Exploitation 7 8 19 

Death 1 2 0 

Structural/ environmental 36 21 15 

Res. Fire 0 3 5 

Missing Person 0 0 1 

Elopement 12 33 14 

Criminal Activity 3 1 6 

Med./Psych Treat. 20 3 0 

Injury/Unknown Origin 31 24 16 

Gender Percent 
Male 62.6% 

Female 37.4% 
 

Disability Percent 
Intellectual Disability 39.4% 

Autism 29.1% 
Physical Disability 7.3% 

Cerebral Palsy 5.5% 
Traumatic Brain Injury 5.2% 

Sensory 2.1% 
Mental Illness 2.8% 
Not Specified 9.7% 
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Injury/Known Origin 14 12 15 

Fall with injury 82 78 62 

Med. Errors 128 90 81 

Use of PRN 25 20 61 

Use of restraint 10 6 3 

Change in Medical Condition 57 98 81 

Choking with Intervention  1 1 

Other 69 81 71 

Total 806 700 674 

 

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 2015 to 2016, several trends stand out. In most categories, there was either a 
decrease in the number of incidents, or numbers were relatively close to the previous year. The number of 
medication errors has decreased steadily over the past three years, an indication that efforts to improve 
medication administration training, as well as strict corrective action when a medication error does occur have 
been very effective. In cooperation with BQIS (Bureau of Quality Improvement Services), we participated in a 
Data Driven Review process that was specifically focused on analyzing medication error data and trends. As a 
result, we updated some of our processes to hopefully reduce errors even further.  

The combined number of allegations of abuse/ neglect/ exploitation was 21% higher than in 2015, though the 
number of substantiated allegations was lower. Particularly to note were increases in allegations of neglect 
and exploitation, but in several of those cases, one staff was responsible for multiple customers so they were 
counted as separate incidents for the purpose of this portion of the report.  

Use of PRN for behavioral purposes was triple that of the previous year. A large portion of those incidents 
were attributed to one particular individual. His individual support team has worked together throughout the 
year to create a consistent, supportive environment for him, and incidents of PRN use have decreased 
substantially in the last quarter of the year.  

Investigations: The numbers and types of investigations are listed below in Table 8. 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.  

Table 9: Investigations by Number and Type 

Investigation Category 2014 2015 2016 
Abuse- physical 12 5 5 
Abuse- sexual 0 1 0 
Abuse- unspecified 0 0 0 
Abuse- verbal/ emotional 14 11 6 
Death 0 1 0 
Elopement 1 10 6 
Exploitation 7 10 7 
Fall 0 0 2 
HIPAA violation 2 0 0 
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The Director of Services who oversees that particular service area and either the Chief Services Officer or 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 fewer investigations in 2016, which is inconsistent with the increase in incident reports filed for 
abuse/ neglect/ exploitation incident reports filed. This is due in large part to those incidents that involved 
more than one customer.  

With the decrease in actual number of investigations completed in 2016, the percentage of substantiated 
allegations also decreased. 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. Nearly all substantiated allegations in 2016 were attributed to staff failing to follow agency 
policies and procedures, which was the case in 2015 as well.  

Service Outcome Reviews: Detail on progress on the outcomes for supported living, group home, host 
families, respite, employment and community habilitation goals along with 2017 goals for efficiency, 
effectiveness, services access and satisfaction for all services are outlined in Attachment A.  

Customer Satisfaction: After an extensive Customer Satisfaction Survey in 2015, that was used to develop the 
agency’s three-year plan, the Service Development Committee decided to have a much shorter survey for 
2016 that would provide satisfaction data in areas of importance. This year’s survey was available on-line and 
was mailed out to all customers, families, and guardians.  Fifty-nine total responses were received from 
approximately 300 surveys mailed out. Customer overall satisfaction was 95%, a slight improvement over 
2015. 95% of respondents said they would recommend LIFEDesigns to others. Table 10 is a summary of results 
from 2014 to 2016.  

Table 10: Customer Satisfaction 

Area 2014 
% Agree 

2015 
% Agree 

2016 
% Agree 

Satisfied with services 90% 93% 95% 
Dissatisfied with services 10% 7% 5% 
Provide safe environment 96% 98% 96% 
Are timely in responding 86% 96% 95% 
I have control over what is 
in service plan 

94% 91% 93% 

Treated with respect 94% 98% 97% 
I learn new things 80% 93% 96% 
I spend ample time in 
community 

76% 87% Not asked this year. 

Injury/ unknown origin 22 17 7 
Neglect 23 15 15 
Other 5 2 2 
Peer to peer aggression 61 36 38 
PICA 0 0 0 
Significant medication error 0 1 1 
Total 145 109 89 
ANE substantiated 30 22 11 
% of ANE substantiated 21% 30% 22% 
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Staff assist with 
equipment and 
accommodations 

68% (26% responded 
N/A) 

76% (22% responded 
N/A) 

96% 

Office is easy to get 
around in 

85% (11% responded 
N/A) 

96% 94% 

Emergency response 
system works for me 

60% (38% responded 
N/A) 

Question not answered 
on 2015 survey 

95% responded 
“Strongly Agree/Agree” 

that LIFEDesigns’ “…staff 
respond quickly 

to…problems I tell them 
about.” 

LIFEDesigns has a made a 
difference in my life 

94% 73% (rephrased in 2015 
to say “has made my life 

better) 

96% 

 

Case Manager Satisfaction: Case managers were surveyed in February, 2017. There were nineteen questions, 
fourteen of which asked for the respondents to rate our services, from 1 (strongly agree) to 5 (strongly 
disagree), each question allowed for the respondent to leave a comment. There were also five questions that 
asked for the respondent to leave a comment. Table 10 is a summary of results from 2014 through 2016.   

 
Table 11: Case Manager Survey Results 

Area 2014 % Agree 2015 % Agree 2016 % Agree 

Respondents 80% Case Managers 
20% Behavior 
Specialists 

61% Case Manager 
28% Behavior 
Specialist 

11% State Agency 

100% of 
respondents were Case 

Managers. 

Number respondents 5 18 8/25 

Years affiliated 1-2 years 60% 39% >5 yrs 50% affiliated 5+ 
years 

Overall satisfaction 100% 64% 57% were satisfied 
with services 

Safety satisfaction 100% 93% 57% 

Staff timely in 
responding 

100% 79% 29%; 71% felt 
LIFEDesigns staff did not 

respond in a timely 
manner. 

Customers have control 
over things they do in 

the community 

100% 85% 43% 

Customers have control 
over service planning 

100% 92% 86%; one person 
disagreed, but cited 

funding limitations as 
the cause. 

Treated with respect 100% 100% 86% 

Customers learn new 
things 

100% 73% (9% responded 
N/A) 

86% 

Ample time in the 
community 

100% 73% (9% responded 
N/A) 

29%--due to staff 
shortage and turnover. 
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Staff provide 
accommodations needed 

100% 73% (27% 
responded N/A) 

57%; (14% 
responded N/A) 

Office is accessible 100% 91% 100% 

Emergency pager works 100% 40% (60% 
responded N/A) 

43% agree; 43% 
N/A 

Would recommend 100% 70% 57% due to current 
waitlist and staffing 

issues 
Difference for customer 100% 100% 71% 

 

As with last year, there is much concern regarding the turnover of staff and the lack of consistency for 
customers the turnover causes. Almost all of the respondents made the statement this is not just a 
LIFEDesigns’ issue but a statewide one. Concerns that were specifically mentioned are customers accessing 
their communities as often as they would like to, oversight of customer funds, and medication errors.  
 
An area of concern that we can control is our response to Case Managers as it was expressed that is not being 
done in a timely manner. Per the comments we received there is a common concern that the Case Managers 
do not know whom to contact—due to turnover and caseload changes. As an agency we should look at how 
we inform the Case Managers of any changes made. We may also want to look at developing a system that 
can better route the Case Managers to the person they need to speak with. 
  



 

22 

 

Housing Services  
 

Table 12: Housing Options Statistics 

 2014 2015 2016 Benchmark 

Total Number Units 42 42 48 50 
Percent Accessible Units 33% 24% 17% 33% 

Total Number Served 63 66 66 64 
Total Occupancy Rate 98% 98% 98% 97% 

New Tenants 4 4 0 10 
Total Tenants With Jobs 27% 27% 31% 100% 

Tenants With Full-Time Jobs 6.3% 7.81% 8.3%  
Tenants With Part-Time Jobs 21% 18% 23%  

Tenants With Increased Income 22% 1.60% 2% 100% 
Tenants Receiving Section 8 23.44% 23.44% 27% 50% 

Tenants Receiving LIFEDesigns Services 23.08% 18.75% 23% 50% 
Tenants Accessing Partner Agencies 

Services 
3.22% 0.00% 0% 50% 

Responsiveness of Property Management 100% 80% 70% 100% 

Tenants Reporting Satisfaction with 
Apartment 

66.7% 80% 33.33% 100% 

Total Tenants Exiting 3 6 7 6 

Moved Out of Affordable Housing 1  4  
Moved Into Non-income Based Apartment     

Homeownership     
Moved Out of Area   1  

Selected Other Affordable Housing 2    
Transferred To Another Unit Within 

Complex 
  1  

Separation/Divorce     
Death     

Vacated Without Notice     
Breaking House Rule/Voluntary Term  5   

Evicted (Failure to pay rent)  1 1  
 

Crawford Apartments 

Crawford Apartments is housing for people with disabilities who were chronically homeless. The successful 
trend for this project continues into the third year with 100% occupancy. Crawford is so successful that 
LIFEDesigns has broken ground on Crawford II and the building is expected to be completed by the end of 
2017. Kovert-Hawkins is the Architect and the style of the C II will compliment phase one. LIFEDesigns’ services 
partnership with The Shalom Center will continue for the project. Since both phases of Crawford are within 
mere feet of each other the projects will share services and maintenance, allowing for greater efficiencies. 

The facility is to include a community room, which will have computer training areas available. The community 
room is particularly beneficial to the chronically homeless populations as they often feel unwelcome in other 
public gathering spaces. The community room will be the heart of the service amenities as the service partners 
break down barriers. Also, the facility will include security cameras and key-fob entry systems. These security 
measures help property management ensure the facility is as safe as possible. Also, the facility will include 
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support service offices for the on-site staff person. This will ensure that needs of clients are being met and 
that transportation or distance are not barriers to receiving services.  

The project will also include unique features such as an ongoing cooking class based on the cookbook, “Good 
and Cheap.” Residents will learn how to create healthy and delicious meals for only $4.00 a day. There will 
also be a maze adjacent to the building. Trauma is often a result of or a contributor to homelessness. The 
maze is based on clinical models and is intended to provide some therapeutic value, allowing residents to 
experience a calming effect.  

Housing Options I & II  

Housing Options I and II are currently at 96% occupancy with one tenant moving out of the area. Almost 30% 
are employed, many in part-time positions. Nearly 27% receive Section 8. Twenty-three percent are engaging 
in LIFEDesigns services. 
 
LIFEDesigns sent out a tenant satisfaction survey in 2016 but received only three responses. Thus, the data 
may be skewed. Almost 70% of tenants were very satisfied with management while only 33.33% were very 
satisfied with the responsiveness of maintenance. Residents feel that the landscape is in disrepair. Tenants 
would like to see trees pruned; bushes removed, others trimmed, and the welcome sign repaired and painted. 
LIFEDesigns has been carefully watching its maintenance and repairs budget; however, the tenants concerns 
are reasonable and the agency will institute those suggestions in the spring. Management will send out a 
letter to residents outlining plans. 

Orris Drive 

At the end of 2016, the occupancy rate at 922 N. Orris Drive was 95% with high tenant satisfaction. Orris will 
return to 100% occupancy by the first of February. One of the original tenants remains at Orris and continues 
to report that she is very happy in her home. 

Operations  

Table 13: Financial Stability and Development 

Item 2014 2015  Dec 2016 
Unaudited 

Benchmark or 
Comparison to 

Others 
Current ratio 3.30 3.84 3.61 3.83 

Quick ratio 2.52 3.07 2.90 1.5 or higher 

Working capital $2,741,584 $3,044,962 $3,111,937 >$1,000,000 

Debt to equity 32% 29% 27% 16% 

Days in accounts receivable 32 28 27 38 

Net assets to Total assets 67% 70% 70% 76% 

YTD Net Income $69,289 $123,634 $183,012 0 

YTD Net Income - Depreciation $413,084 $473,726 $521,838 $350,108 

Compensation to total expense 73% 76% 73% 74% 

Benefits to salaries 20.01% 20.34% 19.12% 24% 

Service revenue to total revenue 94.25% 95.01% 93.52% 89% 

Admin expense to total expense 13.13% 13.38% 13.61% 15% 

Contributions to total revenue 1% 1% 1% 3% 
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Services not billed $80,254 $62,688 $110,087 N/A 

Endowment per financials $507,910 $496,469 $446,717 - 

CFBMC Agency Funds - - $16,379 - 

CFBMC Community Funds   $57,257  

Heritage Fund - - $20,371 - 

Brown Co. Endowment - - $11,715 - 

Total in All Endowments - - $552,439 $1,000,000 

Week of Chocolate $21,470 $18,701 $16,971 $ 40,000 

Grant hit rate: % of requests 70% 82% 92% 50% 

Grants (Including Housing) $132,570 $1,047,080 $8,183,184 $1,000,000 

Number of Donors 247 258 356 250 

Total Donations & Grants $172,743 $200,927 $350,678 $250,000 

Donations & Fundraising $114,756 $96,299 $115,278 $150,000 

Grants (LIFEDesigns only) $62,987 $93,028 $235,399 $100,000 

Recurring Volunteers 2 10 31 50 

Recurring Volunteer Hours 274 890 1,283 1,000 

 

Fiscal Services  

In order to complete this report, preliminary December financials are used. Audit fieldwork will begin during 
the week of March 6, 2017. The final audit report will be presented to the Audit Committee/Board on 
Monday, April 24. No audit adjustments are anticipated, however, additional revenue may be added as 
Services staff review and possibly recode some of the services provided. 
 
Ratios: 
Current Ratio: (Current Assets / Current Liabilities) is slightly higher than the average of 3.58 for the three-
year period, and is 6% lower than others (Benchmark) in our industry.  
 
Quick Ratio: (Total Cash & Equiv / Current Liabilities) shows that we have 2.90 times the cash to pay our 
current bills. This ratio remains strong and compares favorably to the 1.5 (or higher) Benchmark.  
 
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. This year is the highest of the three-year 
period and is over three times the benchmark of $1,000,000. 
 
Long-Term Debt to Equity: (Long-Term Debt /Total Net Assets) is the lowest in the three-year period, but still 
about forty-one percent higher than others in our industry. This reflects the increase in debt for the office 
building purchase, new copier capital leases, and vehicle purchases. 
 
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 less than a month for the past two years and is comfortably 
within the Benchmark. Various reasons for lowering this figure would be faster collections, timing of Medicaid 
payments, accounts receivable balances, and write offs. 
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Net Assets to Total Assets: (Net Assets / Total Assets) measures the equity, or ownership of the organization. 
This number remains steady for the three-year period and low compared to the benchmark. This is mainly due 
to a mortgage receivable from Crawford that was booked in 2013, a note receivable from McKinley that was 
booked in 2014, and a steady increase in liabilities and net income. 
 
Year-to-Date Net Income: (Revenue – Expenses) varies widely. For 2014, we received the remaining $5,000 in 
grant revenue for Crawford and also a $77,000 donation of the Orris rental property. In 2015, we sold the 
Ridgeview group home property for a loss of $51,000. We also removed a rate adjustment liability of $82,800 
that had been on Christole’s books since 1996 and 2000, and was thought to have been resolved in years 
before the merger. This increased our revenue by the same amount. In 2016, we received $235,400 in grants 
that included Employment First, McKinley, Crawford II LP, and City of Bloomington. Since 2013, we have been 
receiving automatic raises in the annual County Funding. For 2016, this raise was about $8,500. We also sold 
two of our older vans for a total of $20,000. 
 
Year-To-Date Net Income – Depreciation: (Revenue-Expenses + Depreciation & Amortization) shows what net 
income would be if depreciation and amortization of our capital purchases was removed. This figure increases 
steadily as assets age and depreciate out, and net income rises. 
 
Compensation Expense to Total Expense: (Salaries & Benefits/Total Expenses) is fairly consistent for 2013 and 
2016, with a slight increase in 2015 that is slightly higher than others in our industry. Salaries include all wages 
paid, benefits include employee insurances, FICA tax, and unemployment claim reimbursements.  
 
Benefits to Salaries: (Benefits/Salaries) is relatively static and is lower than the Benchmark.  
 
Service Revenue to Total Revenue: (Service Revenue/Total Revenue) shows us our level of dependency on 
Medicaid and VR for revenue. The 2% drop in 2016 reflects the increase in large grants and other revenues. 
We are still slightly higher than others in our industry. 
 
Admin Expense to Total Expense: (Admin Expense/Total Expense) reflects the percentage of expenses that we 
are paying for administration. Administration Expense includes the home office, Columbus office, 
development, and Week of Chocolate net income that is subtracted from this total. This percentage continues 
to increase slightly for the three-year period, but is LOWER than our industry counterparts. 
 
Contributions to Total Revenue: (Donations/Total Revenue) is the portion of our revenue attributed to 
donations only. It remains consistent at 1% 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. This number preliminary will be finalized after any revenue increases are booked due to 
recoding. 

Goal Progress: 
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One of our goals was to work with Employment staff to simplify the VR information gathering process for 
billing, with the intention of moving the majority of this to Fiscal Services. Adjustments to the Accel system 
now allows VR services to be entered without an authorization already in place, avoiding time consuming 
recoding if the authorization is received after the fact. Accel Consulting has developed a VR reader that will 
import the authorizations into the system, and we are awaiting training on that. There is also a new VR billing 
tool in Accel that will allow Fiscal staff to cut and paste billing spreadsheets so that Employment staff need 
only review the numbers for programmatic accuracy before billing is completed by Fiscal Services. This should 
streamline the entire process and allow Employment staff to spend more time providing services to 
customers.  

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. Audits for thirty customers out of eighty- four, or 38% were completed in 2016. 

Our three external financial audits for 2015 (workers’ compensation, 401k, and annual) were completed in an 
orderly fashion, on time, and with favorable results. Last year the Audit Committee chose Blue & Co. to 
continue with the 401k audit and preparation of the 990 tax return. Beginning with 2015 business, the annual 
audit and cost report preparation tasks were added. Our first year working with a new auditing firm went very 
well as we learned about each other and became familiar with using their Smart Sheet data gathering website. 
There were no adjusting entries, and we received the unqualified (favorable) opinion that is so important to 
funders, donors, banks, and the Agency!  

A Medicaid desk audit of two of our group homes (Park Lane & Winslow) was added to our agenda this year. 
These routine Medicaid audits are determined by Myers & Stauffer, an accounting firm who audits Medicaid 
providers for the state. The purpose of Medicaid audits is to prove the rate setting and detect fraud. Since the 
Options/Christole merger, we have not had a Medicaid audit and were due for one. The desk audit was done 
virtually, as opposed to auditors coming to the office as in the past, and was slightly less detailed. We ended 
up with no adjustments that would change our group home rates, but did learn some fine points about 
interdepartmental charges when one LIFEDesigns department performs services for customers in another 
LIFEDesigns department. We must charge cost, not retail.  

As a member of the SIPN CFO Division, LIFEDesigns’ CFO met with other member CFO’s to review auditing and 
tax needs and current pricing to determine whether or not there could be group cost savings. RFP’s were sent 
out to several accounting firms, who responded and presented to the SIPN Board of Directors. Indeed, a price 
reduction could be achieved, and Blue & Co. was chosen as the SIPN accounting firm for the next three years.    

Earlier this year, the Indiana Health Coverage Program (IHCP) announced that they were revamping their 
Medicaid billing system for the state and we were to expect a new billing portal by December 1st. The purpose 
of this new billing website is to streamline the billing process and allow electronic attachments, eliminating 
the need for any paper billing and attachments. It was also designed to make more information about 
eligibility, billing, and payments available to the users. To prepare for this transition, we were to sign on, give 
appropriate rights, and take training on navigating through the system. Near December first, IHCP notified us 
that the system was not yet ready for use, and was put on hold for an undisclosed amount of time. 
LIFEDesigns Fiscal staff have been given the appropriate rights and taken the available training. We stand 
ready to make the transition once the new billing portal is operational. 
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For LIFEDesigns, making purchases with credit cards is not new, but this year we were approached by our bank 
about a more electronic way to purchase, approve, and prepare charge card charges for payment. Currently, a 
paper system by which credit card holders fill out a spreadsheet with the charges each month, attach receipts, 
get supervisor approval and bring to the office for payment is being employed. Making a switch to credit cards 
sponsored by ONB would allow us to streamline this process through the use of a website for logging in and 
reviewing the purchases, and there would be a place for supervisors to approve. General Ledger accounts 
would then be electronically assigned by Fiscal staff and payment could be made. Considering the time 
needed for setup and training staff, this switch will occur in the summer of 2017, after busy season for Fiscal 
Services ends. 

The Audit Committee has been reviewing cash balances at LIFEDesigns and determined that some of our 
excess cash could be invested in a longer term solution, with possibly more risk. RFP’s were sent to several 
Investment Advisors, whose presentations spoke of various investment vehicles. The Audit Committee 
decided to focus more clearly on the amount to invest, which turned out to be about $400k and also to bid out 
our Endowment Fund of about $450k, which performed poorly in 2016. A good working relationship and 
attention to LIFEDesigns and our needs was a top priority. In January 2017, RFP’s will be reissued with a 
questionnaire about the Investment Advisor candidates and their firms. Presentations will resume, and a 
choice will be made shortly thereafter.  

The accounting for our two new projects, McKinley and Housing Options II, are being handled through the 
building phase by Milestone Ventures.  Upon becoming operational, this task will shift to an outside 
management firm who will manage the properties, tenant issues, and perform the accounting, as well as 
prepare for any audits related to these properties. 

Fundraising and Development  

In the financials, Week of Chocolate looks lower in 2015 and 2016 than in 2014. This can be explained because 
of the growth of the event in the past two years. The expenses increased due to changes in format of the 
event. In 2016, the Bloomington Moose Lodge did not support the event as a sponsor; this hurt our budget by 
$5,000. In 2016, they returned as a sponsor at an increased level $10,000. Because the majority of the 
revenue for 2017 Art of Chocolate and Week of Chocolate events came in 2017, but the majority of the 
expenses in 2016 it makes the 2016 event appear to have raised less than it did. In 2017 and beyond, expenses 
and revenue should be more consistent. “Grants (LIFEDesigns Only)” means grants that were awarded to 
LIFEDesigns, Inc. Because of the way the Affordable Housing Developments are set up, grants related to 
housing development projects are tracked in the separate corporations for the respective development. “Total 
Donations & Grants” is the total of “Grants (LIFEDesigns Only)” and “Donations & Fundraising”. “Total 
Donations & Grants” shows LIFEDesigns overall development achievements, whereas the breakdown shows 
which areas of development are most successful. The dip to $96,299 in 2015 can likely be explained by the 
Match Madness campaign, in which LIFEDesigns raised over $16,000 which was matched by $15,000 from the 
Community Foundation of Bloomington & Monroe County. The over $31,000 shows up in the CFBMC 
endowment rather than in “Donations & Fundraising”.  

In 2016, LIFEDesigns focus in development was related to direct support professionals (DSPs) (recruitment & 
retention) and expansion of Supported Employment for customers, through the areas of brand recognition, 
marketing, community events, volunteer program, donor development, and fundraising. There were many 
successes and developments over the year. 
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Marketing & Branding: 

Development staff and committee members partnered with a couple of marketing professionals and several 
service learning classes at Indiana University to increase brand recognition. LIFEDesigns social media presence 
has increased on both the Week of Chocolate and LIFEDesigns Facebook pages. LIFEDesigns also continues 
Twitter, and has started an Instagram account to create content and posts around an Abilities campaign. Over 
the course of the year, LIFEDesigns Facebook page gained 172 “Likes” and the Week of Chocolate Facebook 
page gained 50 “Likes”. This is very good, considering LIFEDesigns does not have a dedicated staff person to 
marketing or social media content management. LIFEDesigns has 577 email newsletter subscribers. This 
number has had little fluctuation throughout 2016. 

The marketing professionals helped develop a strategy for some updates to our website, a social media 
posting calendar, icons for our services (to be used on the website), and general content and ad development. 
One service learning course studied LIFEDesigns internal communications amongst support teams. We have 
known through our surveys that internal communication is an issue. To address the need for ongoing feedback 
and questions, we’ve begun using suggestion OX. To address the need for immediate questions and 
communication amongst teams, the class suggested using “Slack” an internal instant messaging system. This is 
being evaluated and planned to be tested with employees. Another service learning course, a graphic design 
class helped create templates for flyers and a brochure for LIFEDesigns and EmploymentFIRST. These will be 
printed and used in 2017. Finally a Compass 3 course at Kelley School of Business a group of students 
partnered with LIFEDesigns and identified inexpensive areas of opportunity for LIFEDesigns to improve 
outreach, recruitment, and brand recognition in the community. These will be used in 2017. 

Community Events: 

In 2016 LIFEDesigns hosted: Talent Show, Annual Awards Ceremony, Splash Pad Summer Fun, Company Picnic, 
State Candidates Forum, DSP Appreciation Week Events, Shelly Yoder and Trey Hollingsworth to visit 
LIFEDesigns, Halloween Party, and Holiday Party.  

Each of these events was successful, lots of fun for both customers and employees, and great opportunities to 
reach community members and engage volunteers. The Talent Show is always fun, and partnerships with Best 
Buddies and the Kiwanis Club have been established. LIFEDesigns Leadership Council (DSPs, TMs, & Office 
Staff) collaborated to create new awards this year related to LIFEDesigns L.I.F.E. Goals and Strategic Plan. The 
Awards ceremony was great fun, and recognized a customer and employee in each category: Leadership, 
Innovation, Foundations, Excellence. Also, one customer and one employee were chosen from the pool of all 
nominations for the L.I.F.E. Award, which was recognition of their achievements in all categories. 

Volunteer & Internship Program: 

LIFEDesigns Volunteer Program has grown in leaps and bounds since 2014. In 2016, we focused on expanding 
our relationship with Indiana University in the Service Learning program. LIFEDesigns had 2 A.C.E. Scholars this 
year, a Senior and a Freshman, and was also assigned a Cox Civic Scholar for the first time. With the help of 
the Cox Civic Scholar, LIFEDesigns developed new relationships with 4 student organized clubs at Indiana 
University: APO, HealthNOW, the Occupational Therapy Club, and the American Sign Language (ASL) Club.  

The students in the clubs above have organized recreational activities for customers in our group homes, 
helped to teach our ASL class in our education program, and volunteered in other ways with our customers. 
We are not able to accurately track all volunteer hours for members of our board committees, and we do not 
track hours that our board members volunteer. We also do not include internship hours in our volunteer 
hours. In 2016, overall we had 31 volunteers with 1,283.5 hours recorded. This compares with 10 volunteers 
with 890 hours (2015) and 2 volunteers with 274.5 hours (2014).  
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In 2016 in an effort to help fill open hours and recruit Direct Support Professionals LIFEDesigns has begun 
promoting the Direct Support Professional role as an internship to students, and is working to establish better 
relationships with career services and academic advisors in programs related to the Health and Psychology 
fields. This idea came from a recommendation from one of the service learning student projects. A student 
would be able to work as a DSP and receive internship credit for their work with LIFEDesigns. During 2016 we 
hosted 2 internships of this type, and both were successful. We’re working to expand our relationships with 
Indiana University (Bloomington) and Ivy Tech (Bloomington & Columbus) to encourage more of these types 
of internships. 

During 2016, after our Annual Advance for staff (presented by John O’Brien on Person Centered Planning) 
LIFEDesigns has begun developing a volunteer mentorship program. The program is expected to be 
implemented sometime in 2017. The idea behind the mentorship program is to create opportunities for 
natural support systems and relationships to form between customers and members of the community they 
live in. The program would vet volunteers through a process similar to DSP screening and provide training 
similar to DSP training. The volunteer would then be introduced to customer(s) until a match is made. The 
volunteer would then plan activities and do things in the community with the customer, and communicate 
outings with staff. This is planned to be implemented on a small scale, and gradually expanded over time. 

Donor Development: 

There was a large increase both in funds raised and in number of donors. The development committee hosted 
a nice donor reception in December at Oliver Winery, where LIFEDesigns board and staff were able to thank 
many of our supporters. 

LIFEDesigns total number of donors for 2016 was 356. That is up from 261 (2015) and 210 (2014). This shows 
fundraising and outreach has been successful. LIFEDesigns development committee will be looking closer at 
this data through 2017 to identify new opportunities and specifically target lapsed donors. Of these donors, 
113 are LIFEDesigns employees (of 272 total employees) who elect to make a donation directly out of their 
paycheck.  

End of year Fundraising (including grants to LIFEDesigns, donations, and fundraising) ended up being 
$350,678.05, which is comparable to $200,927 (2015) and $172,743 (2014). 2016 numbers show a 75% 
increase over 2015, and a little over 100% increase from 2014. 

Grants: 

Grants in 2016 were very exciting. Including grants for housing developments, LIFEDesigns was awarded 
$8,183,184.00 in grants. With these awards, LIFEDesigns broke ground on Crawford II in November 2016, 
made repairs to our group homes, added new positions in our Supported Employment program, expanded 
employment and person centered planning training to our DSPs, started a Self-Employment Business 
Incubator for Entrepreneurs with Disabilities, purchased a new wheelchair accessible van, and purchased 
furniture for LIFEDesigns at McKinley supported living housing development. 

Week of Chocolate & Art of Chocolate: 

Planning for the Week of Chocolate and Art of Chocolate during 2016 for the event actually happening in 
February 2017 was extremely successful. The Art of Chocolate ended up being the most successful that we’ve 
ever had. Additionally, we raised more from the other partnership Week of Chocolate events than we ever 
had before. 

Fundraising wise, we hit our goal of over $25,000 in cash sponsorships before the end of December 2016! This 
is the first time in recent years, possibly the first time we have ever hit this goal. This is in large part due to the 
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Bloomington Moose Lodge’s sponsorship at a new level of $10,000 as the King of Cakes sponsor. The 
committee added the Mardi Gras theme to the Art of Chocolate event creating a fun way to engage guests 
with masks at the event. LIFEDesigns was able to work with Jimmie Dean Coffey for the Art of Chocolate 
auction, which was extremely successful, bringing in over $12,000 in donations alone. LIFEDesigns for the first 
time really involved customers in the Art of Chocolate—two customers helped to make the centerpieces at 
the event, and a customer worked as our DJ for the evening. The event was successful because of this 
engagement of our customers and the hard work of all of our volunteers who made it possible.  

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 2016 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 2017. 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 1 Disability Working 40 hrs/week max. 

Technology Plan  

 
IT Infrastructure 

 
 
 

Item 2014 2015 2016 
PC 53 53 23 
Laptops 46 51 54 
Tablets 1 1 1 
Kiosks 16 23 27 
Cell Phones 18 18 64 
Major Software and use 

Provide 
Budget Mastro 

MS Office 
MS Windows 

MAS 90 

Provide 
MS Office 

MS Windows 
Sage 100 

Spiceworks 

Provide 
MS Office 

MS Windows 
Sage 100 

Spiceworks 
Access My Lan 

Servers 2 2 2 

Table 15: Current Hardware and Software 
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2016 has largely been a year of planning and research for major infrastructure and inventory changes that will 
be coming in 2017. The SIPN IT Group was started back up as a smaller core group that included the IT 
Professionals from four of the SIPN Agencies that had the resources and interest to drive the project forward. 
Partnering with Joy Hundly, Six Sigma IT Black Belt from Cummins Diesel in Columbus Indiana the group has 
managed to identify the key features and needs of SIPN IT. The project is set to be completed in March of 
2017 and the ground work set during this last year will drive the infrastructure design changes to the 
LIFEDesigns network for the next several years.  
 
One of the key implementations in 2016 was the decision to issue company owned cell phones to all 
employees who were previously being reimbursed for the use of their private cell phones. Multiple vendors 
were queried and the final decision to contract with AT&T was made on the robust administration tools 
provided by their network. While the cost savings were not as great as we had hoped to achieve the 
minimization of exposure to liability due to HIPAA infractions and ensuring that employees have the tools that 
they need to remain in communication has proven this project very worthwhile.  
 
Our focus continues to be on the mobile LIFEDesigns employee and providing better access to the data that 
these employees need. Work was begun on mobile solutions for integrating paperless forms. By utilizing 
paperless forms we are able to route these forms more efficiently ensuring that the information is provided to 
those that need it in a more timely manner. This project will continue in 2017. 
 
Per the IT Life Cycle Plan 13 new Desktop computers and 10 new Laptop computers were added to the 
inventory in 2016. The updating of this equipment allowed us to condense the inventory and remove older 
machines that were no longer serviceable. In addition to hardware changes, a freak simultaneous failure of 
two hard drives in the Options2 server necessitated a complete rebuild of that server. The Options2 server 
was still under warranty so parts were shipped from Dell at no expense. The decision was made at that time to 
upgrade the operating software from Windows Server 2008 R2 to Windows Server 2012 R2. We experienced 
minimal service interruption during this time as the remaining load was able to be shifted to the LDDC2 server. 
All functions have been restored at this time and the added functionality of the new operating system has 
proven to be beneficial. The Options2 Server is scheduled to be replaced in 2017. 

Cultural Competence Plan  

Annually we evaluate our staff and customer demographics and then set goals for increasing the diversity of 
the people we support and those who provide the services, our staff. The plans we develop then are to ensure 
outreach and to gage what kind of training we need to do to make sure staff value diversity. 
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                                    Table 16: Ethnic Background 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Again in 2016 LIFEDesigns has a small minority representation both on staff and in customers. We did however 
have slight gains in the number of African Americans and Hispanic origin staff. Indiana is predominately 
Caucasian with only 16% of the population minorities. While we do not mirror the community, our diversity 
does mirror the backgrounds of customers. It is clear that LIFEDesigns needs to do a better job at diversity 
recruiting to match our customer base. As in the past we are disproportionally female among our staff but 
male among our customers. We have to work harder at getting men to succeed in direct service positions. The 
following describes our plans for addressing this in 2017. 
 

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

 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; 

 Review staff diversity on a quarterly basis 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. 
 

Strategic Plan Update  

2016 was the first full year of the current LIFEDesigns’ three-year Strategic Plan. Progress was made toward all 
goals identified to improve overall customer services and supports as well as customer advocacy.  

The goal for “Organizational culture change to DSP development/focus” moved forward through the creation 
of the DSP career ladder with opportunities for training to achieve national certification.  

  
 

Ethnicity Customers Staff 

Caucasian 86.6% 92% 

American Indian .7% 0 

African American 4.4% 5% 

Asian 1.7% <1% 

Hispanic 0.3% 1.4% 

Two or more -- <1% 

Not Specified 6.4% 0% 

Male 64% 28% 

Female 36% 72% 
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Figure 4: Mission, Vision, Values 
 

During the Strategic Planning process there were a few conversations regarding the revision and updating of 
the current Mission/Vision/Values of the organization. However, it was determined that before any changes 
could be considered, the Board and the agency staff should wait until the state of Indiana confirmed any 
changes in licensing, funding, and oversight of the services provided. 

 

2016-2018 

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 2017 

LIFEDesigns will continue with the current three-year plan and 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 by department are available upon request. 
 

 

Figure 5: Major Goal Areas 
 

  Leadership   Innovation   Foundations   Excellence 

…in person-centered 
services that lead to jobs, 
homes and full 
community lives. 

 

…in service delivery to 
adapt to current and 
future industry changes. 

…financial stability 
for new initiatives and 
continued growth. 

…in developing a 
work force that stays and 
grows with us. 



 

Attachment A: Service Outcome Review 2017 

 
Measures Applicable 

Service Areas 

Data Source Obtained By 2017 Goal 

1/1/2017– 12/31/2017 

2017 Progress:   

 

Effectiveness 

Percentage of customers 

of working age with 

jobs 

All  

 

Director’s 

Monthly Report 

Service 

Coordinators 

 

 

35% of customers of working 

age will have jobs. 

 

Percentage of adult 

customers who live in 

their own home (on 

lease or own the home) 

All Community 

Services 

 

Director’s 

Monthly Report 

Service 

Coordinators 

 

 

50% of adult customers will 

live in their own home. 

 

Amount of time in 

community 

CEO/BETA Progress Notes 

 

Attendance 

Records 

 

CEO 

Curriculum 

CEO Team 

Manager 

 

Services Team 

65% of time of habilitation 

services was spent in the 

community. 

 

Number of job 

placements 

Employment Employment 

Director’s 

Monthly Report 

Employment 

Consultants 

 

30 job placements.  

Average employment 

tenure 

Employment Director’s 

Monthly Report 

Employment 

Consultants 

Average employment tenure 

will be 3.5 years. 

 

Average number of 

hours worked per week 

by customers 

Employment Director’s 

Monthly Report 

Employment 

Consultants 

Establish baseline for those 

currently employed. 

 

Average number hours worked 

per week will be determined 

once baseline is established. 

 

Average quality 

assurance rating 

All Compliance 

Director’s 

Report 

Service 

Coordinators 

Review current QA process and 

determine process for collecting 

and monitoring data. 

 

Set average QA rating once 

process has been determined. 

 

Percent of customers All Director’s Service 50% of customers have person  



 

 

Measures Applicable 

Service Areas 

Data Source Obtained By 2017 Goal 

1/1/2017– 12/31/2017 

2017 Progress:   

 

who have participated 

in the PATH planning 

process 

Monthly Report Coordinators centered plan based on the 

PATH process. 

Number of customers 

utilizing technology 

supports to increase 

independence 

All Director’s 

Monthly Report 

Service 

Coordinators 

Complete inventory of what 

customers are using what 

technology. 

 

Establish a baseline and work 

towards improving. 

 

 

Efficiency 

Group Home 

Occupancy Rate 

Group Homes Monthly 

Census 

Service 

Coordinator 

Average occupancy is 85% or 

higher. 

 

Length of time from 

referral to intake for all 

services except VR 

All except VR 

funded 

Director’s 

Monthly Report 

Service 

Coordinator 

Average time from referral to 

intake will be 30 days or less. 

 

Length of time from VR 

referral to intake 

VR funded 

services 

Director’s 

Monthly Report 

Employment 

Consultants 

Average time from referral to 

intake will be 10 days or less. 

 

Length of time from 

intake to start of 

services 

All Director’s 

Monthly Report 

Service 

Coordinator 

Average time from intake to 

start of services will be 30 days 

or less. 

 

Time from intake to job 

placement 

Employment Discovery 

Profile 

 

Employment 

Director’s 

Monthly Report 

Employment 

Consultants 

Average time from plan 

development to job placement 

will be 180 days or less. 

 

Average hourly pay rate Employment Employment 

Director’s 

Monthly Report 

Supported 

Employment 

Director 

Average hourly pay rate will be 

$9.00 an hour. 

 

Number of staff hired 

for float pool 

All Director’s 

Monthly Report 

Director of 

Services 

12 staff will be hired for the 

float pool by the end of 2017. 

 

Service Access 

Percent of customers 

accessing affordable 

housing 

All Provide Report Director of 

Services 

65% of Supported Living 

customers ages 18 and up 

access affordable housing 

 

 
 

Percent of customers 

utilizing partner agency 

services 

All Network 

Director’s 

Monthly Report 

Network 

Director 

50% of Supported Living 

customers utilize partner 

agency services. 

 

 



 

 

Measures Applicable 

Service Areas 

Data Source Obtained By 2017 Goal 

1/1/2017– 12/31/2017 

2017 Progress:   

 

Number of customers 

over the age of 65. 

All Quarterly 

Demographics 

Directors of 

Services 

12 customers served who are 

over the age of 65. 

 

Percent of youth 

receiving services 

All Quarterly 

Demographics 

Directors of 

Services 

15% of customers are 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. 

 

Satisfaction      

Percentage of customers  

reporting that they 

would refer others to 

LIFEDesigns 

All Annual Survey Services Team Maintain percentage of 

customers reporting they would 

refer others to LIFEDesigns’ 

services at 90% or above. 

 

Overall customer 

satisfaction 

All Annual Survey Services Team Maintain satisfaction rating of 

90% or above. 

 

Stakeholder satisfaction All Annual Survey Services 

Team/Executive 

Director 

Maintain satisfaction rating of 

90% or above. 

 

Percentage of 

stakeholders reporting 

that they would refer 

others to LIFEDesigns. 

All Annual Survey Services 

Team/Executive 

Director 

Maintain percentage of 

customers reporting they would 

refer others to LIFEDesigns’ 

services at 90% or above. 

 

 

 

 

 

 

 

  



 

 

Attachment B: Accessibility Assessment and Plan  
 

Barrier 2016 Goal Progress 2017 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 
 
Some homes are 

not totally accessible 
and need upgrades or 
replacement 

Make changes to accessible housing 
indicated by assessments. Work out plans 
to replace homes that are not accessible. 

 
Responsible: Housing and Solutions 
Team. 
 
 

The following are changes we made in in 2016:  
 Making sure door handles are easily 

opened with closed fist 
 Ensuring our parking policy includes 

enforcement for accessible parking 
spaces and added a space 

 Restriped the lot to make accessible 
spaces more visible 

 Placing tactile signs on restrooms, where 
needed. 

 Making sure that common areas do not 
have major obstructions. 

 
We have 7 group homes with 4 that are accessible 
and 3 that are not totally accessible. We began 
construction on a new home in Columbus to 
replace one of them. It will be totally accessible 
and a new build. We transitioned one home to 
supported living because it was more accessible 
and appropriate for the older individuals moving 
there.  
 
We did receive any suggestions from customers or 
staff for improvements. 

Make a decision on replacement of 
Fairlawn and Winslow homes in the 
coming year. 
 
Responsible: Housing and Solutions 
Team 

Environmental None noted None noted again this year None 



 

 

Barrier 2016 Goal Progress 2017 Goals 

Financial Continue focus on housing and 
technology as a way to diversify income. 
Work with the state to consider how to 
promote technology supports to 
customers and families. 
 
Responsible: Executive and Operations 
Teams 

Housing programs are doing well. We received 
funding for two projects in 2016. Both are 
currently under construction. This should give us 
the scale needed for the housing service to be 
profitable. 
 
Our technology support program is profitable but 
small. We need help from the state to help families 
understand its effectiveness.   

Continue focus on housing and 
technology as a way to diversify income. 
Develop better marketing for tech 
support to families and customers. 
 
Responsible: Executive and Operations 
Teams 

Employment 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. 
 
Train customers on person-centered 
planning. 
 
Develop capacity to support self-
employment. 
 
Responsible: Services Team 

The percent of people with jobs increased to 32%.  
The employment program has had some turnover 
and the number of placements decreased.  We 
received several grants in 2016 to focus on 
employment.  
 
Training was held for customers in person 
centered planning and part of the emphasis will 
be on setting career goals. In addition, we have 
applied for a grant to have a person to focus on 
holistic supports and self-employment. 
 
Staff have been trained in both PCP and Self 
Employment. We are continuing to focus on these 
and changing staff structure and systems to do. 
 

Implement person centered planning 
process outlined with a focus on 
employment.  
 
Work with Crawford project to expand 
employment support to those living there 
to get employment. 
 
Monitor progress of teams in the areas of 
PCP implementation and self-
employment. 
 
Responsible: Services Team  

Transportation Maintain ability to provide accessible 
transportation. 

 
 
Responsible: Executive Team 

We added a new accessible van in 2016 receiving 
grants from several entities for the $47K vehicle. 
We determined to keep one of the older lift 
equipped vehicles and determine replacement 
vehicles in 2017. Capacity is good and we have 
been able to increase ridership by 25%. 

Maintain ability to provide accessible 
transportation. Consider purchase of one 
more new van in 2017. 

 
Responsible: Executive Team 



 

 

Barrier 2016 Goal Progress 2017 Goals 

Communication Make sure that the customer record is 
accessible to all and kept up to date. 
 
Add mechanism for customers and staff 
to provide more immediate feedback to 
management. 
 
 
Responsible: Services and Operations 
teams. 

Over the past year we have added a couple of 
communication tools. We are making much more 
use of our Accel/Provide system. I 
 
We moved from providing staff stipends for cell 
phones to providing agency phones. This was less 
expensive and gave us greater control over the 
use of the phones and data on them. 
 
We evaluated and implemented a suggestion tool 
that allows staff to give anonymous suggestions 
and express concerns. 
 

Implement web-based forms and 
documents, moving frontline supervisors 
into a more mobile environment. 
 
Move to web based Provide system 
 
Responsible: Services and Operations 
teams. 

Other Continue supervisor training and make 
regularly available. 
 
Survey families to find out what services 
they would like to see offered instead of 
respite. 

 
Responsible: Services Team 

LIFEDesigns and Stone Belt collaborated on a 
supervisor training program. It is an 8 week 
program that we hope to continue and provides 
current supervisors and those aspiring to be 
supervisors with education in soft skills needed 
for managing staff.  It has now been provided to 
two classes and will be the basis of our frontline 
supervisor certification. 
 
Family respite hours were down again this year, 
drastically. Availability of staff for those hours is 
likely the reason and not whether families choose 
to use the hours.   

Implement the front line supervisor 
certification to incentivize supervisors to 
complete training. 
 
Improve recruitment and retention to 
ensure staff are available for all services, 
including respite. 
 
Responsible: Services and Operations 
teams. 

 
 

 

 
 


