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I.  Introduction 
 
Community Interface Services (CIS) is a private, non-profit agency providing services to 
children and adults with intellectual/developmental disabilities throughout San Diego County. 
All services are based upon the premise that persons with disabilities are in the best position to 
describe their own capabilities and needs and to determine the appropriate framework of their 
individual support networks. In order to achieve optimum independence and community 
inclusion, individuals must have control over their lives and make informed choices about the 
services they receive. Individuals, regardless of the nature or severity of their disabilities, benefit 
from person-centered services in natural community environments. The agency’s services are 
driven by the following mission statement: In order to assist people with developmental 
disabilities in reaching their individual potential for community participation and independence, 
the mission of Community Interface Services is to provide quality, individualized, community-
based support and training in employment, housing, community living and other related services. 
 
Community Interface’s Supported Employment (SE) service supports adults with 
intellectual/developmental disabilities in creating a person-centered plan, identifying desired 
outcomes, overcoming employment barriers, and attaining productive, meaningful, and 
rewarding work. Community Interface provides an array of individualized, person-centered SE 
services related to job/career development, placement, maintenance and advancement to assist 
participants to reach their desired employment outcomes. Realistic goal setting through career 
exploration, preferred employment outcome analysis, and identification of local job market 
opportunities are key components of job development. Individual support is provided to develop 
resumes, complete various application processes, and prepare for and attend job interviews. Job 
seeker skills are assessed and specific job requirements are analyzed to appropriately identify job 
matches and needed accommodations or modifications. Community Interface facilitates the 
agreement between the employer and client to ensure that wages, benefits, and schedules are 
comparable to and competitive with those the employer provides for all employees.   
 
Based on recommendations and guidelines from the Commission for Accreditation of 
Rehabilitation Facilities (CARF), Department of Rehabilitation (DR), and San Diego Regional 
Center (SDRC), Community Interface provides on-the-job coaching and work-related training 
for clients in individual placement (IP) and group placement (GP) settings. IP participants 
receive one-to-one support, which decreases as the individual’s independence and natural 
supports on the job increases; staff members are able to advocate for additional funding if extra 
support is needed after job coaching has faded. Job coaching consists of on-the-job and off-the-
job support for the clients to ensure long-term successful relationships with their employers. A 
GP consists of three to eight individuals working at the same location who receive 100% on-
going job coach intervention. Job coaching consists of on-the-job support for the clients to 
facilitate long-term successful relationships with their employers.  
 
Job coaching supports were provided by 101 experienced and well-trained staff members with 
diverse backgrounds during FY 2016-2017. Education levels of staff members ranged from 12-
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19 years, with an average of 13.22 years; social experience levels ranged from 0-20 years with an 
average of 3.11 years.  
 
SE-IP job coaching services were provided at a variety of employers throughout San Diego 
County during the fiscal year, including the following: Accent Care, Albertsons, American 
Diner, AMN Healthcare, Café Stoked, Calavera Hills Elementary School, Camp Pendleton Golf 
Course, Care Ambulance, Carlsbad Library, Carlsbad Senior Center, Carlton Hills Lutheran 
Church, Chuck E Cheese, Community Interface Services, Coronado Brewing Co., Costco, CVS, 
Digital Destinations, Dollar Tree, Emmanuel Faith Church, Food 4 Less, Gelson’s, Home Depot, 
Home Goods, In-Home Supportive Services, Job Options (Camp Pendleton Mess Halls and 
Balboa Naval Hospital), La Costa Glen, LaCosta Resort & Spa, Legoland, Lindberg-Schweitzer 
Elementary School, Magnolia Elementary School, Marriott, Meadow Brook Retirement 
Community, North County Health Services, On the Border, Panera Bread, Powerblaster Printing, 
Ralph’s, Rite Aid, Rubios, San Diego Regional Center, San Diego Safari Park, Sprouts, Stater 
Brothers, Target, TJMaxx, United Methodist Church, Vons, and Walmart. Additionally, 
Community Interface provided SE-GP services to six groups during the fiscal year: two at 
different Walmart locations in North San Diego County (Oceanside and Vista) and four at Mess 
Halls on Camp Pendleton at different meal times.   

 
In FY 2016-2017, 153 people were served in Supported Employment via job development or job 
coaching services. During the year, 120 people received IP job coaching, 15 received GP job 
coaching, and 18 people received only job development for IP services. Additionally, of the 153 
people served, 30 people received both job development and job coaching services as they 
started jobs during the year. All people working were hired directly by their employer, earned at 
least minimum wage, and were eligible for all benefits available from their employer. 
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II. Performance Measurement & Management System 
 
In order to ensure that Community Interface’s SE services help individuals meet their desired 
employment outcomes, the agency has developed a Performance Measurement & Management 
System as part of an annual performance evaluation and analysis program. Community Interface 
Services’ Performance Measurement & Management System meets internal agency Standards of 
Excellence and Service Design criteria, as well as standards and guidelines from DR, CARF, and 
SDRC. Performance evaluation is considered one of the agency’s core values that promote 
quality and excellence and monitors on-going customer-driven, quality improvement efforts.  
 
The results of the Performance Measurement & Management System are used regularly to guide 
administrative decision making related to strategic planning, scope of services, resource 
allocation, modification of service delivery, staff training, marketing, and other areas as needed. 
The results are compared to previously set goals to assess performance and used to set new goals 
for future improvement. Program evaluation results are communicated in an understandable 
manner to clients, family members, the governance authority, staff members, management, 
funders, and regulatory agencies; with careful consideration given to format, content, timeliness, 
and accuracy.  

 
To maintain focus on excellent service provision, accurate and relevant outcome information is 
collected, aggregated, and analyzed at least annually. Data is collected and analyzed separately 
for GP and IP participants when feasible and appropriate. All data collected for this report is kept 
for a minimum of three years from the date of the report. A Director or Supervisor, 
knowledgeable about Supported Employment services, is responsible for overseeing the 
collection, aggregation, and analysis of data and for ascertaining the accuracy, completeness, 
reliability, validity, and timeliness of the data used in the report.  
 
For FY 2016-2017, the agency’s Supported Employment Services were reviewed and found to 
further the implementation of the mission and core values of the organization. Services were 
funded by DR and SDRC, reflect internal standards of excellence, and are provided in 
accordance with respective service designs, CARF standards, and funder 
guidelines/recommendations. Supported Employment goals naturally align with the Competitive 
Integrated Employment (CIE) outcome of “Real Work for Real Pay in the Real World” and 
efforts will be continued to use an individualized, tailored, and person-centered approach to 
support clients to reach CIE goals. Supports will include interest/ability assessments, resume 
development, skill level analysis, and job search assistance. Once secured, job placements will 
be assessed at 30 day, 6 month, and 12 month points to determine CIE incentive eligibility. 
Further, Community Interface determined that Supported Employment services support the 
federal and state Employment First policies, the Workforce Innovation and Opportunity rules, as 
well as the federal Home and Community-Based Services Waiver recommendations for 
community based services.  
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III. Characteristics/Demographics of Persons Served 
 

Community Interface strives to reach the diverse population of individuals with intellectual/ 
developmental disabilities in San Diego County. Characteristics of persons served and 
demographic information is gathered upon intake for each client. Data was obtained from client, 
family member, service coordinator/funder interviews; file reviews; and/or observation. 

 
Demographics 

 
 

14-15 
IP 

 

15-16 
IP 

 16-17 
IP 

14-15 
GP 

15-16 
GP 

16-17 
GP 

Individuals 135 127 138 16 17 15 
Sex    

 
   

Male 67% 66% 63% 37% 59% 60% 
Female 33% 34% 37% 63% 41% 40% 
Age       
18-24 24% 24% 25% 13% 12% 9% 
25-39 61% 60% 56% 56% 59% 60% 
40-54 14% 15% 18% 31% 29% 31% 
over 55 1% 1% 1% 0% 0% 0% 
Ethnicity       
African-American 4% 5% 6% 6% 16% 7% 
Caucasian 75% 73% 72% 43% 41% 47% 
Asian 1% 2% 2% 13% 12% 13% 
Hispanic 18% 18% 19% 38% 41% 33% 
“Other” national origin 2% 2% 1% 0% 0% 0% 
Geographic Location       
North County Coastal 42% 41% 42% 75% 76% 80% 
North County Inland 44% 47% 47% 25% 24% 20% 
San Diego 14% 12% 11% 0% 0% 0% 
Highest Level of Education       
Didn’t graduate high school 4% 5% 4% 6% 6% 20% 
High school graduation/completion 78% 78% 76% 93% 88% 80% 
Attended some college 10% 8% 11% 1% 6% 0% 
College degree 8% 9% 5% 0% 0% 0% 
Abilities/Disabilities (may be multiple diagnoses)       
Ambulatory 96% 94% 94% 100% 100% 100% 
Intellectual disability (Mental retardation) 93% 92% 91% 100% 100% 100% 
Seizure disorder 5% 6% 7% 9% 12% 0% 
Cerebral palsy 3% 4% 7% 9% 6% 0% 
Autism 16% 19% 24% 0% 0% 0% 
Mental illness 6% 8% 9% 0% 0% 0% 
Functional Capabilities       
Mobility - independently accesses transportation   92% 95% 92% 94% 88% 47% 
Vocational - works 3 hours without direct support 99% 98% 95% 0% 0% 0% 
Behavioral - meets employer behavior expectations 94% 92% 91% 63% 59% 47% 
Communication - communicates wants/needs 96% 93% 93% 69% 65% 47% 
Personal Care - independently meets hygiene needs 100% 100% 100% 100% 100% 100% 
Academic - reads signs, employee policies, lists 94% 93% 92% 56% 53% 47% 
Social- interacts appropriately with others  96% 97% 94% 81% 76% 80% 
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IV. Comparison of Results to Goals 

A. Stakeholder, Client, and Employer Satisfaction 
 
Community Interface provides ample opportunities for clients and other stakeholders to give 
direct and open-ended input on services. Community Interface regularly seeks feedback 
regarding all aspects of service delivery at the Advisory, Safety & Wellness Committee 
meetings. During this fiscal year, clients agency-wide were active participants in the Committee. 
Community Interface formally gathers input through satisfaction surveys made available to 
persons served, employers, family members, service providers, funders, SDRC, DR, and other 
stakeholders. Staff members distribute the surveys throughout the year especially around the 
time of clients’ semi-annual reviews, planning team meetings, and on request. Comments are 
responded to on an individual basis. The surveys are also available for access anytime on the 
agency website. Satisfaction information is collected without distinction between IP and GP, so 
results are inclusive of both programs. Input regarding the content of the satisfaction survey tools 
is also solicited and feedback evaluated to determine whether the questions target areas that are 
relevant to client and stakeholder desires. During the year, focus groups of clients and 
administrative and direct service staff analyzed the current surveys and recommended future 
improvements to be included on future surveys.    
 
General Stakeholder Survey Results 
 
Customer Satisfaction Surveys were completed by 107 of Community Interface’s agency-wide 
stakeholders, yielding the following results: 

• 100% felt Community Interface’s clients are satisfied with supports/services 
• 99% felt that CIS provides quality employment related services 
• 99% have had positive interactions with Community Interface’s supervisory and 

administrative staff 
• 100% overall felt Community Interface’s direct service staff do a good job of providing 

supports and service 
• 98% indicated that Community Interface’s services, meetings, offices etc. were 

accessible to customers and clients 
• 90% noted there was nothing they would like to see changed about services. (For the 10% 

who indicated they would like to see some changes in services, desired changes related to 
the location of the CIS office, the type of training provided to staff, the amount of input 
families had into day-today scheduling, and an increased focus on social activities. These 
areas will be explored as related to SE.) 

 
Some of the comments were: 
 “Service provided has been excellent.” 
 “Love this agency!” 
 “We are impressed with their dedication to the responsibilities they have.” 
 “Very responsive.” 

“Well trained and kind to the clients.” 
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Client Survey Results 
 
A variety of surveys were distributed to clients during this fiscal year in order to solicit as much 
feedback as possible. Based on input from clients, the client survey was previously separated into 
two surveys: one for participants in job development or in their first year on the job, and the 
second for participants after their first year on the job. Satisfaction surveys were completed by 57 
clients regarding their SE-IP or GP service. 
 
Of the 17 responses from participants in job development or at their job for less than one year:  

• 93% indicated that they were satisfied with their job search  

• 100% said their staff person encouraged them to be a part of their job search 

• 100% said they can commute to work in a reasonable amount of time 

• 100% knew how to contact someone other than their staff person for assistance  

• 73% said they felt included in their employer's activities  
Of the 40 participants at their job more than one year who responded: 

• 100% said they are happy with their Community Interface support team 

• 92% said they are satisfied with their job 

• 87% said they had received a wage increase over the last year 

• 76% said they felt included in their employer's activities  
During the last few fiscal years, significant emphasis has been placed on the job development 
process; staffing was increased, training provided regarding person-centered job searches as well 
as general job development, and efforts were made to keep in close communication with clients 
and families during the job development process about the potential time frame to secure a job as 
well as the variables that are within the agency’s control and outside of the client or the agency’s 
control when looking for a job. Efforts were also continued to ensure that clients actively 
participate in their job search and are made aware of options of alternatives to Community 
Interface’s Supported Employment Services. Based on the survey results, clients seem to feel 
included in their job search and are satisfied overall. 
The percentage of people who felt included in their employer’s activities is significantly lower 
than in recent years for both participants new to their jobs and those who have been on the job 
over a year. It is unknown whether there were a limited number of activities happening at 
worksites during the fiscal year, or if there are activities occurring where the clients are not 
included. Support will be provided over the next year to explore the available activities at each 
person’s worksite and efforts will be made to facilitate their inclusion in those activities that 
occur.  

Community Interface strives to match clients with staff members who can provide quality 
services in a manner that is comfortable for them. When asked what qualities clients value in a 
staff person, responses often include helpful, nice, patient, a good listener, and friendly. 
Community Interface Services considers this feedback for recruitment and staffing purposes so 
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that appropriate and successful supports are maintained. Desired qualities are shared with 
applicants to Community Interface Services so that they can determine whether or not they 
possess the attributes that the clients want in those providing support.   
 
Employer Satisfaction Survey Results 
  
Of the 17 employers who responded to the satisfaction survey, the results were as follows: 

 
• 100% said that Community Interface provided them with qualified applicants 

• 100% said Community Interface educated them about job seekers and services  

• 100% indicated that the clients developed positive relationships with other employees 

• 100% noted positive interactions with Community Interface’s supervisory staff 

• 100% said they had productive interactions with job coaches 

• 100% said job coaches follow the workplace practices 

• 100% said that supports and services were provided at convenient times 

• 89% said that they had received all the information needed about on-site job analysis and 
disability awareness  

Some of the comments about what was liked best about job coaching services were: 

“A wonderful program.” 
“Keep doing what you are doing.” 
“How well the staff communicate with us.”  
 
Based on feedback from results of a previous CARF survey, a formal site review checklist was 
developed and has been refined that, among other things, guides Supported Employment 
supervisory staff to solicit feedback directly from employers during site visits. This feedback is 
reviewed in addition to the results of these satisfaction surveys by the administrative team with 
direct follow up as appropriate. Overall, the feedback received at site visits is positive. Job 
developers and job coaches will be provided additional training on how to conduct a job site 
analysis with an employer, and how to provide information to employers on disability awareness.   

 
Overall Satisfaction Survey Results 

 
Survey Respondents 

 
Goal Overall Satisfaction  

2014-2015 
Overall Satisfaction  

2015-2016 
Overall Satisfaction  

2016-2017 
 

General stakeholders 
 

90% 98% MET 98% MET 98% MET 
 

Clients 
 

90% 90% MET 95% MET 90% MET 
 

Employers 
 

90% 97% MET 99% MET 98% MET 
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B.  Effectiveness of Supported Employment   

Effectiveness refers to the extent to which services produce the intended or expected results. The  
measure of effectiveness is one critical component to the Performance Measurement & Management 
System that guides Community Interface’s commitment to a continuous improvement philosophy. 
The intent to continually improve services is reflected in the many ways that results are measured.  
 
 

Objective 
  

 
Goal 

 
2014-2015 

Results (IP) 
2015-2016 

Results (IP) 
2016-2017 

Results (IP) 

 
2014-2015 

Results (GP) 
2015-2016 

Results (GP) 
2016-2017 

Results (GP) 

Maximize the 
percentage of 
people working 
compared to the 
total number of 
participants. 
  

75% 
 
 
 
 
 
 

MET 
79% 
                      

MET 
86% 
                      

MET 
88% 
                      

MET 
100% 
                      

MET 
100% 
                      

MET 
100% 
            

Maximize the 
percentage of 
ISP goals 
achieved for all 
participants. 
 
 
 
 

80% 
 
 
 
 
 

MET 
91% 
 
 

MET 
82% 

MET* 
86% 

MET 
90% 
 

MET 
100% 

MET* 
86% 

Maximize the 
length of time an 
individual stays 
on the job for all 
participants. 

Avg of 12 
mths or 
more 

MET 
Avg of 
59 mths 
 

MET 
Avg of 
57 mths 

MET 
Avg of 
56 mths 

MET 
Avg of 
97 mths 
 

MET 
Avg of 
102 mths 

MET 
Avg of 
115 mths 
 
 

Ensure # of 
hours worked 
conforms with 
the choice of 
client and funder 
guidelines for 
participants. 

Up to 40 
hours a 
week per 
desires 

 

MET 
Avg of  
17 hours 

MET 
Avg of  
22 hours 

MET 
Avg of  
22 hours 

MET 
Avg of  
20 hours 

 

MET 
Avg of  
19 hours 

MET 
Avg of  
23 hours 

 

Maximize the 
wage a client 
earns for all 
participants. 

Min. 
wage or 
more 

MET 
Avg of  
$10.64/hr 

MET 
Avg of  
$10.81/hr 

MET 
Avg of  
$11.31/hr 

MET 
Avg of  
$10.48/hr 

MET 
Avg of  
$11.01/hr 

MET 
Avg of  
$12.11/hr 

Locate quality 
jobs**. 

100% MET  
100% 

MET 
100% 

MET 
100% 

MET  
100% 

MET 
100% 

MET 
100% 

*Results for IP and GP were aggregated together for the 2016-2017 fiscal year.  
**Quality indicators are noted on the “Employment Quality Analysis” form.  
 
ISP goals were reviewed during the fiscal year and staff training was provided so that direct 
service staff work closely with clients to establish achievable goals and use a variety of creative 
methods to support clients to meet their goals. Efforts will continue to focus on writing 
achievable goals and supporting clients to meet those goals.  
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C.  Efficiency of Supported Employment 
    
The measure of efficiency, the relationship between resources used and results achieved, is 
another critical component of Community Interface’s Performance Measurement & Management 
System. Efficiency of Supported Employment Services is reflected by Community Interface’s 
ability to minimize time to stabilization, time it takes to complete billing while ensuring 
accuracy, and cost per unit of service. 
 

Objective 
 

 
Goal 

 
2014-2015 

(IP) 
2015-2016 

(IP) 
2016-2017 

(IP) 

 
2014-2015 

(GP) 
2015-2016 

(GP) 
2016-2017 

(GP) 
Minimize the 
time to when a 
case transfers 
to a long-term 
funding 
source.  

1 year or 
less 

MET  
9.1 months 

MET 
8.4 months 
 

MET  
7.91 months 

MET 
3 months 

MET 
3 months 

 

MET 
4 months 

Minimize the 
time it takes to 
complete the 
billing 
processes 
while ensuring 
accuracy on a 
monthly basis. 

Billing is 
accurate, 
errors are 
found in a 
timely 
manner; 
time to 
complete 
process is 
minimal to 
ensure 
accuracy. 

MET 
Bills are 
submitted on 
time; audits 
of process 
show high 
levels of 
accuracy.  

MET 
Bills are 
submitted on 
time; audits 
of process 
show high 
levels of 
accuracy.  

MET 
Bills are 
submitted on 
time; audits 
of process 
show high 
levels of 
accuracy. 

MET 
Bills are 
submitted on 
time; audits 
of process 
show high 
levels of 
accuracy.  

MET 
Bills are 
submitted on 
time; audits 
of process 
show high 
levels of 
accuracy.  

MET 
Bills are 
submitted on 
time; audits 
of process 
show high 
levels of 
accuracy. 

Minimize the 
cost per unit 
of service 
compared to 
funding. 

Break even 
 

MET 
Broke even 

MET  
Broke even 

MET  
Broke even 

MET 
Broke even 

MET  
Broke even 

MET  
Broke even 
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D.  Access to Services 

Time to access services is a valuable measurement of agency performance. 
 

 
Objective 

 

 
Goal 2014-2015 

(IP) 
2015-2016 

(IP) 
2016-2017 

(IP) 
2014-2015 

(GP) 
2015-2016 

(GP) 
2016-2017 

(GP) 

Minimize the 
time to find a 
job 

Avg of 
approx. 3 
mths  
Amendment 
FY 2016-2017 
-Avg of 
approx.4 mths 
for IP, 9 mths 
for GP 
Amendment 
FY 2017-2018 
-75% of 
clients within 
6 mths  

MET 
3.9 mths 

NOT MET 
5.6 mths 

NOT MET 
6.1 mths 

NOT MET 
5 mths 

MET 
0 mths 

MET 
0 mths 

Minimize time 
to access 
services. 

Average of 
approx. 1 mth 

MET 
1.45 mth 

MET 
1.60 mth 

MET* 
.62 mth 

n/a** 
 

MET 
0 mth 
 

MET 
0 mth 
 

*Previously time to access services was generally calculated from DR intake to JD start date. In recent years, DR has decoupled 
the DR intake and authorization dates so now it is generally calculated from authorization date to JD start date. 
**No clients entered GP services during the 2014-15 FY, data was not available to measure this objective.  
 
Based on prior FY results, job development supports were increased during the 2016-2017 FY so 
that clients participated in all aspects of job development and communicated regularly with their 
job developers. Survey results indicated increased satisfaction in related areas, and a noteworthy 
30 people started jobs during the FY.  
 
While the number of job placements has increased over the last several years, the amount of time 
to find jobs has also increased. The goal of minimizing time to find a job was amended for the 
2016-17 fiscal year, increasing it from 3 months to 4 months for individual placements. The 
amended goal was not met during the 2016-2017 FY although 16 of the 30 clients (54%) who 
found jobs during the year did meet the goal. An additional 7 clients (23%) found jobs between 
approximately 3 months and one year, and 7 clients (23%) worked through a variety of barriers 
to employment with agency support and searched for over a year before finding jobs, which 
significantly increased the overall average. Barriers included physical and mobility limitations, 
health conditions, and extremely limited work availability. Community Interface recognizes that 
securing quality, well-matched jobs in as short a time as possible is important; however, the 
longer than usual time to find a job is considered time well spent by the clients, the agency, and 
funders as the clients eventually found quality jobs. These 7 clients continued to feel supported 
enough to stay with Community Interface during their long job search. Based on these results as 
well as the expected outcomes of current legislation focused on increasing job opportunities for 
people with significant disabilities, the goal of minimizing time to find a job will be amended to 
75% of clients finding a job within 6 months. 
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V.  Post-Service Follow-Up Information 

Supported Employment services seek to help individuals become as independent as possible.  
Ideally, the benefits and positive results of the service should remain in place as paid supports 
decrease or discontinue altogether. The reasons that people leave services are analyzed for trends 
and improvements to services made based upon results. Thirty-seven individuals exited SE-IP or 
SE-GP services during FY 2016-2017. The reasons for exiting were as follows: 
 

• nineteen individuals transferred to other services with CIS: eighteen to DYW, 1 to CIT;  

• seven individuals resigned from their jobs and did not pursue further SE services, 
deciding instead to independently pursue work, volunteering, school, training, or 
retirement;  

• four individuals moved out of the service area; 

• two maintained their jobs but felt they no longer needed supports to be employed; 

• two decided they were not interested in employment and pursued school instead; 

• one transitioned to similar services with another agency; 

• one transitioned to more intensive services with another agency; and 

• one decided to stop the job search to focus on health. 
In order to determine the lasting effects of services, information regarding individuals who have 
exited SE is obtained by contact with the individual, his/her family members, or his/her case 
manager/service coordinator within approximately one year after discontinuing their services. 
Contacts are made either by phone or in person and documented on “Post-Service Follow-up 
Survey” forms. At the end of the fiscal year, the information gathered is reviewed and analyzed.   
 
At the time of this program evaluation, post-service information regarding twenty-six of those 
who had exited during the FY was gathered and aggregated. Information from those who 
responded yielded the following results:   
  

• 96% felt they had benefitted from Community Interface’s services. 

• 78% were receiving services at the time of contact; of those who were not receiving 
services, four felt support was not needed, one was taking classes, and one was out of the 
country. All knew to contact Community Interface if needed for future services.  

• 8% felt that something could have been done to better serve the client who exited; 
specifically securing a job. 

Of those who exited, almost half left because they transitioned to DYW services as they wanted 
to maintain their employment supports but also pursue community activities such as school with 
additional supports. Continued efforts will be made to provide quality job development services. 

 



Performance Measurement & Management System Report SE FY 2016-2017  
Vendor # HQ0390 & Vendor # HQ0412  

 13 
 

VI. Future Program Goals 

Categories of  
Measure 

Outcome  
Objectives 

Applied To  Type of  
Measure 

Goal 

Satisfaction     
General Stakeholders Maximize satisfaction. Stakeholders % 90% Satisfaction 
Clients Maximize satisfaction. SE clients % 90% Satisfaction 
Employers Maximize satisfaction. SE Employers  % 90% Satisfaction 
Effectiveness 
Placement Maximize the % of people  

working compared to the  
total # of participants. 

All clients who  
worked during  
FY 

% working 
compared to  
total served 

75% 

Individual  
Outcomes 

Maximize the % of  
ISP goals met.  

All clients with  
goals ending in FY 

% of goals 
achieved 

80% 

Job Retention Maximize length of time 
an individual is employed. 

All clients who  
worked in FY 

Avg # of mths  
on the job 

Avg of 12 
mths or more 

Hours Worked # of hours worked 
conforms with choice 
of client/funder guidelines. 

All clients who  
worked during 
FY 

Avg # of hrs Avg of  
12-40 hrs 

Earnings  Maximize the wage 
a client earns. 

All clients who  
worked in FY 

Avg wage  
per hour 

Minimum 
wage/more 

Quality  Locate quality jobs. All jobs found  
during FY 

SE Quality  
Analysis Chart 

100% 

Efficiency     
Time to  
Stabilization 

Minimize the time to  
transfer cases to long-term 
funding source. 

All clients who  
moved to HAB 
Services in FY 

Avg # of mths 
to transfer  
funding 

One year 
or less 

Efficiency of  
business functions 

Minimize completion  
time while ensuring  
accuracy. 

All clients who 
were billed  
during FY 

Avg billing  
completion  
time/accuracy 

Timely/ 
accurate  
bills  

Cost per unit of  
Service 

Minimize cost/unit of  
service compared to  
funding. 

All clients 
billed in FY 

Financial  
Statements 

Program  
breaks even 

Access to Services     
Time to access   
Services 

Minimize the time to  
start services. 

All clients who  
start job  
development in FY 

Approx. avg # 
of mths from 
service  
authorization  
to service start 

Avg of approx. 
1 mth 

Time to placement Minimize the time to  
find a job. 

75% of clients  
who found 
jobs in FY; all 
clients who found  
jobs in FY 

# of mths 
from start of 
search to job 

Within 6 mths 
for 75% of  
clients 
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VII. Conclusion and Plans for Improvement 

 
Overall, the results of the Performance Measurement & Management System Report indicate 
that Supported Employment Services are being successfully provided. Stakeholder satisfaction is 
maximized, and service provision is efficient, effective, and accessible. All areas noted in the 
previous section as Goals will be a focus as Community Interface is committed to continual 
improvement. Particular attention will be placed on a few previously noted areas.  
 
The number of people who found jobs, the high percentage of people working during the year 
compared to those served, and the high levels of satisfaction from clients, customers, and 
employers was noteworthy again this year. The time to find a job has been steadily increasing in 
recent years, and it is expected that with the new federal and state legislation, clients with 
significant barriers to employment will be able to receive funding to find jobs and that the time 
to find quality jobs that are good matches for those clients will be longer than in the past. 
Community Interface remains committed to providing a person-centered approach to job 
development for clients of all ability levels and plans to implement a formal review of each 
person’s situation at regular intervals during job development to evaluate the person’s 
employability and the planning team’s level of comfort with the amount of time job development 
is taking for that person. Efficient and effective job development as well as maintaining a high 
level of satisfaction with all stakeholders including employers will continue to be a primary 
focus. The average wage and length of job retention also continues to be noteworthy, and efforts 
will be made to support clients in maintaining their jobs and working toward potential wage 
increases, and promotions. Supports will be provided to facilitate inclusion in employer related 
activities.  
 
Community Interface looks forward to the projected increase in the number and quality of 
employment opportunities that will be available to people with developmental disabilities in the 
upcoming years due to the implementation of federal and state Employment First policies, the 
Workforce Innovation and Opportunity Rules, and Competitive Integrated Employment 
incentives, as well as the federal Home and Community-Based Services Waiver 
recommendations for community based services. 
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