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Introduction 
 
Each year, Arc of Vigo County sets goals in a number of different areas to help assure a high 
quality service that meets the needs of the people served. Data is gathered and analyzed. When 
needed, plans for correction are developed. Each program has specific outcome goals and 
objectives. In addition, we collect data regarding recipient rights, complaints, critical incidents, 
staff turnover, stakeholder satisfaction and other indicators of program quality. 

 

Demographic Data 
 

Community Work Services 
In 2014, there were a total of 33 consumers seved by the Arc’s CWS Program. By the end of 2014, 
25 consumers were still being served in the program: 8 consumers funded through Vocational Re-
habilitation (VR); 6 consumers funded by Medicaid Waiver; and 11 consumers funded through 
Bureau of Developmental Disabilities Services (BDDS).  There were a total of 10 intakes and 9 
exits.  The CWS Program Demographics are as follows: 
 
Gender Male:    23   Disability Autism:  9 
  Female: 10     MiMH:  12 
         MoMH:  3 
Race  Caucasian:  33      CP:  0 
  African American:  0     Down Syndrome:  0 
  Other:  0      TBI:  0 
         Other:  9 
Age  18-25 yrs:  15 
  26-40 yrs:  12    Living   With family:  23 
  41-60 yrs: 6            Arrangement Independently:  10 
  60+ yrs:  0      Group Home:  0 
 
 
Community Support Services 
At the end of 2014, there were 51 consumers served by the Arc’s CSS Program.  All 51 were 
funded by a Medicaid Waiver.  There were 3 intakes and 4 exits.  The CSS Demographics are as 
follows: 
 
Gender Male:  28    Disability Autism:  17 
  Female:  23      MiMH:  6 
         MoMH:  11 
Race  Caucasian:  49      CP:  6 
  African American:  2     Down Syndrome:  2 
  Other:  0      TBI:  1 
         Other:  8 
Age  0-5 yrs:  0 
  6-15 yrs:  2    Living   With family:  44 

16-25 yrs:  15           Arrangement Independently:  4 
26-40 yrs:  26               Waiver Home:  3 

  41-60 yrs:  6       
  60 + yrs:  2         
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Program Outcomes 
 
Community Work Services Program 
Throughout the year data is collected and analyzed for the Community Work Services (CWS) Pro-
gram.  This data is used to help track progress towards several organizational goals.  The ARC has 
prioritized its objectives into several measurable categories; effectiveness, efficiency, satisfaction 
and service access.   
 
In order to measure the effectiveness of the 
program, we look to rate the number of job 
losses that occur throughout the year for the 
consumers that receive long term support.  The 
ARC determined that three job losses or less 
within a year would indicate an increasingly 
effective program.  In 2014 the CWS limited 
these job losses to only two; this result ex-
ceeded the ARC’s expectations and indicates 
that the program is effective.  A second meas-
ure of the program’s effectiveness is deter-
mined by measuring the number of consumers who receive wages in excess of $7.35/hr.  ARC‘s 
goal for 2014 was to have 50% of its consumers earning rates above this income threshold.  In 
2014, the consumers of the CWS program were able to meet this standard; 75% of its consumers 

were able to attain wages in excess of $7.35/hr. 
 
In order to rate the efficiency of the CWS pro-
gram, the ARC has determined that SEFA billing 
is a key performance indicator.  ARC’s set goal 
for this program is to maintain or increase the 
amount SEFA funds billed in 2014 as compared to 
the previous year.  In 2013 the CWS earned 
$24,318 towards SEFA funding. In 2014, the 
CWS earned a total of $28,636 towards SEFA 
funding (17.76% increase over 2013).  This result 

indicates a substantial increase in the program’s efficiency over 2013’s results.     
   
The CWS program has also established satisfaction objectives for both the consumers of the pro-

gram as well as the employers who utilize the 
CWS services.  The ARC determined that a 
90% satisfaction rate from these two groups 
would be an adequate result that would imply 
overall program satisfaction.  In 2014, the 
CWS disbursed satisfaction surveys to all con-
sumers and employers of the program.  Using 
the data collected from these surveys the CWS 
program received a 100% satisfaction rate 
from both the consumers and the employers.   
 

 
 

 
 
 

Table 1: Effectiveness of CWS program 

 
 
 
 
 
 
 
 
 
 
 

Table 2: CWS effectiveness (measured wages) 
 

 
 
 
 
 
 
 
 
 
 
 
 

Table 3: CWS Program efficiency  
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The last objective, service access, expresses as a 
percentage how many new qualifying referrals get 
accepted into the program.  The ARC set a goal 
that 90% of all eligible referrals should be ac-
cepted into the CWS program.  In 2014, the CWS 
received 11 qualified referrals of which 10 were 
accepted into the program (91%).  The applicant 
that was denied for this program was referred from 
vocational rehabilitation. This individual did meet 
the requirements needed to be deemed a qualified 
referral; however, the ARC chose to refer this in-
dividual elsewhere on account of this individual’s 

criminal history.   
 
 
Community Support Services Program 
 
Throughout the year data is also collected and ana-
lyzed for the Community Supports Services (CSS) 
Program.  This data is used to help track progress 
towards several organizational goals.  The ARC has 
prioritized its objectives into several measurable 
categories; effectiveness, efficiency, satisfaction 
and service access.   

  
In order to measure the effectiveness of the program the CSS sets and evaluates three separate 
types of goals; achievement of community, personal management and domestic goals.  The CSS 
program aims to have its consumers successfully 
complete 75% of the goals that are established.  In 
2014, the consumers of the CSS program com-
pleted 96% of their achievement of community 
goals, 88% of their personal management goals and 
82% of their domestic goals.     
 
In order to measure the efficiency of the program 
the CSS tracks (as a percentage) the number of ser-
vice requests that are met.  The CSS has estab-
lished that 90% of service requests need to be met.  
In 2014 the CSS was able to meet this goal; 99% of 
all service requests were met.   
 
In the CSS department, satisfaction refers to num-
ber of consumers that are satisfied with the services 
that the program provides.  The CSS has deter-
mined that 90% of its consumers need to be satis-
fied in order to constitute program success.  In 
2014, the CSS sent out satisfaction surveys to all of 
its consumers; the data from these surveys con-
cluded an overall 100% satisfaction rate.   
 
 

Table 4: Consumer Satisfaction 

Table 5: Service Access 

 
 
 
 
 
 
 
 
 
 
 
 

Table 6: CSS Program Effectiveness 

Table 7: Efficiency 

0%

100%

Consumers not satisfied with 

services (0%)

Consumers satisfied with 

services (100%)

91%

90%

0% 20% 40% 60% 80% 100%

% of refferals admitted access into 

program (91%)
Agency Goal

Agency Outcome

75% 75% 75%

96%

88%

82%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Community Goals 

Achieved (96%)

Personal Management 

Goals Achieved (88%)

Domestic Goals 

Achieved (82%)

Agency Goal

Agency Outcome

85% 90% 95% 100%

% of sits filled that were canceled by 

the provider (99%)
99%

90%

Agency Goal

Agency Outcome



 2300.01  5 

 

The last objective, service access, is a measure of time used to move a consumer from the intake 
stage until the first day of service.  The CSS has set a goal of 30 days needed to take its consumers 
through this process.  In 2014, the CSS department did meet this goal; the average time required to 
complete the intake process was 7 days.    

 

 

Summary 
The Arc of Vigo County’s CWS and CCS departments have established and measure their own 
success based on twelve objectives.  These objectives are put in place to help the organization de-
termine its own strengths, weaknesses and opportunities.  In 2014 all of the measurable objectives 
were met or exceeded.     

 
Strategic Planning – Organizational Goals 

 
Under direction of the Board of Directors, The Arc worked to achieve the goals outlined in the 
2013 Strategic Plan. The major areas of the plan called for improvements in the following areas: 
Increasing the visibility of The Arc, improving the central office and improving the quality of life 
for our consumers. In each of the goal areas the goals met or partially met exceeded the goals 
which were not met. Major and over-arching goals were addressed, while smaller goals were not 
always met. 

 

Critical Incidents, Recipient Rights Concerns, Grievances and Complaints 
 

There were no consumer grievances or complaints in 2014. There was no waiting list for services. 
There was only one denial through CWS, which resulted in a 91% rate for service access (the goal 
is 90%). There were no denials through CSS.  

 
Human Resources 

 
The Arc had one turnover in full-time office staff this year. This was due to employment reloca-
tion of family member. The Arc does see some consistent turnover in direct care staff. The cause is 
due to, limited full time positions and utilizing the local Universities and colleges to recruit quali-
fied staff. Students make excellent direct care staff; however students do have challenging sched-
ules and usually move after graduation. The Arc will continue to hire from the local colleges, due 
to their expertise in the areas of special education, speech pathology, nursing, rehabilitation and 
social services. All staff have participated in mandatory trainings, including CPR, First Aid, Uni-
versal Precautions, Recipient Rights, Blood Borne pathogens. There were no employee grievances 
in the past year. The Arc has made known to all employees the right to reasonable accommoda-
tions. The Arc has not had to purchase or change anything in the office to accommodate; however,  

Table 8: Consumer Satisfaction Table 9: Service Access 
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and usually move after graduation. The Arc will continue to hire from the local colleges, due to 
their expertise in the areas of special education, speech pathology, nursing, rehabilitation and so-
cial services. All staff have participated in mandatory trainings, including CPR, First Aid, Univer-
sal Precautions, Recipient Rights, Blood Borne pathogens. There were no employee grievances in 
the past year. The Arc has made known to all employees the right to reasonable accommodations. 
The Arc has not had to purchase or change anything in the office to accommodate; however, when 
matching employees to persons served we have considered lifting restrictions, allergies to pets or 
smoke, and the availability of time to work. These accommodations are of no expense and work 
out nicely. 

 
External Reviews 

 
There were no negative external reviews from the state quality assurance division in 2014.  
 

Action Plan 
 

The Arc Board continues to seek out expert speakers to educate our consumer base and the general 
public on issues important to those with disabilities. The Arc Board and Executive Director are 
working together to find new and innovate ways to proactively advocate for the disabled popula-
tion and are working on programs to educate aging caregivers of those with disabilities on how to 
support their loved ones after they are no longer able.  
 

Conclusion 
 

The agency is financially sound and committed to ongoing internal and external evaluation and 
improvements. The Arc’s services are meaningful and meet the needs of the consumers served. 
Consumer, stakeholder and funding sources satisfaction is very high and the agency had no nega-
tive external reviews in 2014. 


