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2014 Executive Summary
By Lori Ramirez, Executive Director of the Arc of Fresno and Madera Counties
The incorporation of the Madera-based Heartland system into The Arc Fresno was completed at the end of
2013 and left us with a new name, a new set of challenges, and a vast new region to serve. Fulfilling the
daily requirements of tracking and achieving routine goals, while training staff new to The Arc Fresno
policies, procedures and philosophies, proved to be particularly challenging. Most affected were the workbased programs centered at the Madera Production Center and the community recycling centers in Madera.
Incorporating The Arc’s standards of service quality, as well as the expectations for financial performance,
meant bringing in new expertise and doubling our efforts to instill the “Shift Happens” client-centered
philosophy in every location where work and employment services are provided. Some of the resulting
outcome measures are a direct reflection of the transition from “The Arc Fresno” to “The Arc
Fresno/Madera Counties”. Incompatible tracking systems between the two counties made consistent data
retrieval, collection and compilation quite challenging at times.
Despite these daunting obstacles, The Arc of Fresno and Madera Counties continued to receive very
favorable outcomes in most areas, complimentary feedback from our stakeholders, and a vote of confidence
from service recipients themselves as evidenced by a ten percent increase in enrollment, most of that in
Madera. We are pleased to acknowledge the trust placed in us by the communities we serve and we pledge
to exceed their expectations in the months and years to come.
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Descri ptors and Demographic Data as of December 31, 2014

Descriptor

Race,/Ethnicity
African Am./ Black
Asian
White
Native American
Hispanic/ Lati no
Native Hawaiian /Pacific
Other
Gender
Female
Male
Unknown Gender
Age
0-5 [children)
6-17 [adolescent)
18-40 (adult)
41-65 (adult)
66-85 [adult)
86+ [adult)
Other Age Group
Unknown Age Grou p

Employment
Plus

Fresno
Production
Center

2013

2014

2013

2014

9

8

0
23

0
16

15
0

14
0

0
17
0
0

0
19
0
0

44
0
36

47
0
45

0
4

0
4

12
37
0

8
35
0

40
59

42
68

0

0
0
28
21
0
0
0
0

0
0
31
12
0
0
0
0

Madera
Production
& Recycling
2013

Totals

2014

2013

2014

3

6

27

28

0
19
1
27
0

0
28
0
32
0

0

0

86
1
80

91
0
96

0

1

0
4

0
5

21
46
0

73
125

71
149

0

21
29
0

0

0

0

0

0

0

0
48

0
49

0
0
116

55
6
0
0
0

0
36
31
0

0
0
102

53
4
0
0
0

0
26
22
2
0
0
0

0
0
0

96
6
0
0
0

98
6
0
0
0

Primary Language
English

N/A

43

N/A

102

N/A

59

N/A

204

Spanish

N/A

0

N/A

5

N/A

8

N/A

13

Tagalog

N/A

0

N/A

0

N/A

0

N/A

0

Hmong

N/A

0

N/A

0

N/A

0

N/A

0

French

N/A

0

N/A

0

N/A

0

N/A

0

Russian

N/A

0

N/A

0

N/A

0

N/A

0

Punjabi

N/A

0

N/A

2

N/A

0

N/A

2

Other (ASL)

N/A

0

N/A

1

N/A

0

N/A

1
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Commentary-Demographic Data and Descriptors 2014
With regard to race and ethnicity, the number of service recipients who identify as African American
remained constant and was generally concentrated at the Fresno Production Center. The crucial trend was
the slight decline in the number of Caucasian program participants accompanied by the continued increase
in Hispanic/Latino referrals, which now makes this ethnic subset the largest single client group. The trend
reflects the dramatic change in the general population over the past two generations, as whole sections of
downtown Madera and many neighborhoods in Fresno have been given over to signage in Spanish and
retail outlets specifically targeting the Mexican and Central American immigrant families that live nearby.
Men continue to outnumber women by a factor of two to one. In fact, the percentage of women as a portion
of the overall service population dropped from 37% to 33% between 2013 and 2014. The reasons for this
shift are not clear; however, virtually all of the increase took place at the two production centers.
Again, as we noted last year, the common belief that center-based commensurate wage work programs have
diminished in their appeal to younger workers with developmental disabilities is simply not borne out by
the facts. In all three programs, especially at the production shops, the number of younger participants
increased significantly.
Finally, we looked at languages for the first time this year with an eye toward identifying the number of
individuals who either have a significant individual language barrier or for whom the primary language in
the home is other than English. It was not unexpected that thirteen clients used Spanish primarily or
exclusively for communication; however, the presence of Punjabi as a significant “other language” in our
region was something of a surprise.
TRENDS and IMPLICATIONS
Because of the ambient population profile within the San Joaquin Valley, the Arc of Fresno and Madera
Counties has been able to add to its staff many individuals who are both fluent in at least a conversational
capacity in Spanish and culturally competent to interact with the Hispanic families that surround many of
our trainees. At the same time, we see our role as not just one of accommodating whatever cultural patterns
our clients bring with them, from whatever ethnic or racial group, but also assisting in the full integration
and assimilation of the individuals we serve in to the larger world of work and vocational achievement. This
approach is heartily endorsed by virtually all of the stakeholders and families that we serve.
The fact that younger adults are continuing to enter center-based programs in large numbers places a special
obligation on our agency to assure that we offer as many features as possible that are modern, youthrelevant, and focused on a pathway of transition to community-integrated work at maximum earnings.
Implications for planning could include articulation with job placement services, frequent availability of job
exploration and situational assessment services, and direct referrals to the Arc’s Employment Connection
program. Beyond vocational concerns, we might consider more opportunities to sign up for local and
regional enrichment and community exposure outings sponsored by the Arc or by other agencies within
our service region.
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Strategic Visioni ng Plan
2014 Review of Key Goals & Objectives
Accomplished

Goal 1: Develop and Empower Staff
Objectives Accomplished in 2014






Lead staff meetings began February 2014
All staff surveyed for training topics April 2014
Wage levels adjusted July 2014
Benefits survey completed September 2014
New employee competencies standardized

Goal 2: Strengthen and Develop Infrastructure
Objectives Accomplished in 2014
Staff interview process revised
Program status report revised
Senior Case Manager position staffed
Case Magic software implemented
Strengthened and unified client productivity measurement
and commensurate wage system
 Unified Blythe Training Center and Community Integration
Programs
 Agency Website/extreme makeover completed
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Goal 3: Enhance and Expand Services
Objectives Accomplished in 2014
 Expanded talent show program
 Initiated “I Can Bike” program
 $1.8 million construction completed on Loewen Achievement
Center
 Modern facility acquired and developed in Kerman
 Commenced services of Behavior Specialist

Goal 4: Develop Comprehensive Resources
Objectives Accomplished in 2014
 Four major in-service training events held
 Explored and refined curricula; retained specialist
 Selected and assigned two client representatives to the Board of
Directors
 Collaborated with several non-profits to share and expand local
resources
 Developed staff expertise in person-centered residential
programs

Goal 5: Enhance and Expand Employment Opportunities
Objectives Accomplished in 2014





Work-related website initiated May 2014
New brochure published for secure document shred service
Reactivated Employment Connection Program
“Shift Happens” program approach extended to Heartland
Training Center and Madera Production Center
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The Arc Fresno and Madera Counties Fina ncia l Profile for Fisca l Yea r 201 4

Revenues:

Contract and Recycling Sales

$1,766,687

16.2%

Attendance and Transportation

$7,812,933

71.7%

School District ADA.

$250,000

2.3%

Donations and Contributions

$876,850

8.1%

Other

$189,194

1.7%

$10,895,664

100%

Total

Expenses:
Personnel Costs
Contract Supplies and Equipment
Client Wages and Benefits
Occupancy
General Equipment and Supplies
Vehicle
Administrative

Total

$5,647,357
$493,762
$821,865
$739,078
$418,181
$725,554
$357,527

61.4%
5.4%
8.9%
8.1%
4.5%
7.9%
3.8%

$9,203,324

100%
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Financial Update and Issues
Comparative Analysis-2014
1. The fundamental factor with regard to understanding and analyzing changes and trends between fiscal years
2013 and 2014 is the acquisition by The Arc F/M of the Heartland system in Madera County. Virtually
every critical metric was affected, such that, the agency must now envision fresh benchmarks and a “New
Normal” for all financial goals and objectives.
2. Contract sales grew from approximately 14% of revenues to 16.2%, spiked by the addition of a large wine
labeling operation, hardware packaging, and massive volumes of recycled containers from the Madera
production sites. At the same time, while program fees grew tremendously, their proportion of overall
support dropped because of the relatively larger growth from other income sources.
3. Of particular interest is the huge $800,000-plus figure for donations and contributions, which contributed
greatly to the unusually large margin of revenues over expenses. This notably high level of prosperity would
have been difficult to produce without the very significant spike caused by the incorporation of Heartland
assets totaling over $750,000. This one-time-only augmentation to our balance sheet will not replicate in
2015; therefore, margins of surplus revenue can be expected to return to much more modest levels during
the year just begun.
4. Because of continuing tightness in school funding formulas, the total contribution from Kings Unified
School District dropped by 22%. This unpleasant situation was further compounded in late 2014 when the
support disappeared entirely. Unfortunately, because of an ongoing and interminable rate freeze on the part
of the State Department of Developmental Services, our past ability to receive a DDS rate adjustment
based on loss of subsidies was not available to us.
5. The efficiency realized from consolidation into a larger organization meant that staff personnel costs as a
percent of operating costs dropped slightly, while administrative costs were reduced dramatically, falling
from over 6% of expenses to less than 4%. These efficiencies were realized despite the Arc’s need to face a
mandated increase in the minimum wage and its desire to continue to make progress on staff wages and
benefits.
6. Client wages and other production costs rose proportionally as the two systems merged. However, because
of the huge amount of cash flow (in and out) generated by the recycling operations in Madera, the total
dollars involved showed profound increase. This high cost situation will persist to some extent in to 2015,
although at a reduced level because of the closure of the less-lucrative redemption stations.
7. Vehicle expenses rose both in dollars and as a percentage of expenses; now totaling over $700,000 per year.
As in years past, the agency continues to review its current and long-term strategy for handling staff mileage
claims, vehicle maintenance, and several other related costs. Current relatively lower levels of fuel prices
should benefit both staff and The Arc in the short run.
8. Because of several factors, including a much more generous staff pay augmentation system and other rising
costs against fixed or reduced and obsolete service fees, the margin of revenue over expense will not be as
favorable in fiscal year 2015 as it has been in recent years. However, careful monitoring and management
is expected to result in margins that are still positive; although more typical and usual for agencies of our
type.
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2014 Employment Plus
Outcomes Report Analysis
Efficiency Employment Plus was able to bill virtually every hour it scheduled for group job coaching.
The problem appears to be that the length of the work day, with resulting billable hours for job
coaching, may be well below optimum. This matter requires close examination prior to the next budget
cycle. The ratio of contract revenue dollars to labor dollars did not meet the target of $1.75 to $1.00,
but was close at $1.54 to $1.00. Since bids appear to be submitted in as lucrative a fashion as possible
in a competitive marketplace, further progress will have to come from better execution and fewer
minutes per day of unproductive paid time.
Effectiveness Employment Plus was on-target, or very close, with regard to both the ratio of client
goals that were met and improvements to client productivity. As the future unfolds, however, these
targets will need to be carefully scrutinized. If we are successful at encouraging more capable
individuals to seek placement in integrated community employment at competitive wages, leaving
behind recipients with less sophisticated skill sets, we may have to revise these targets to a more modest
levels.
Customer/Client Satisfaction The number of call backs exceeded our goal, reflecting the fact that the
Program Manager spent a disproportionate percentage of his time substituting for absences or vacant
positions and was therefore not available to rotate through contract sites performing quality checks.
This situation was corrected in late 2013. Client satisfaction remained strong, as endeared by the 14
individuals, or 42 percent of total enrollment, who managed to be present at least 240 days out of the
250 possible.
Access The Arc F/M’s Employment Plus program showed remarkable progress in the total number
of days between intake and start date. This was the result of tightly coordinated effort between the EP
Case Manager, EP Program Manager, and the Arc’s Intake Specialist.

Highlights of Individual Placement Program
as of December, 2014
Total number of clients in program
Average hours worked per month
Average hourly wage
Total job coaching hours per month

15
72.25
$9.63
46.75
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The Arc of Fresno and Madera
Counties
Employment Plus
Outcome Measurements Objectives
2014 Cycle
Program
Objectives

Measures

To Whom
Applied

Maintain full
hours of client
service to max.
hours billed.

Numbers of billable
hours divided by
hours possible.

Persons
receiving
EP
services

Increase ratio
of client goals
met to goals
set.

Total number of goals
met, divided by
goals set.

Persons
receiving
EP
services

Improve ratio of
contact revenue
to contract labor.

Net contract revenue
divided by goals set.

EP
contract
operations

Reduce or
eliminate
rework and
call backs.

Total number of
contract call back
dates.

All
customers
receiving
EP
contract
services

Reduce length
of time between
app. and start
date.

Average number of
days between
inquiry and start
date.

All persons
applying for
EP services

Client
Satisfaction

Increase the number
of clients who
achieve excellent
attendance.

Number of clients
who attend 240 days
per year or more.

All customers
receiving EP
services

Effectiveness

Increase average
client productivity
by at least 5
percent.

Goal

Efficiency

Effectiveness

Efficiency

Consumer
Satisfaction
& Quality

Access

Number of clients
who increase their
productivity

All persons in
group
supported
employment.

Goal

Previous
Year’s
Outcome

100%

85%

98%

Case
Manager

59%

60%

67%

Program
Manager

1.54 to 1

1.75 to
1.0

Program
Manager

14

10 or
Fewer

N/A

21
calendar
days

40
calendar
days

51 calendar
days

14 Clients
or 42%

50%

Time of
Measure

Data Source

Obtained
By

Monthly

Staff/Clien
t
attendance
records.

Program
Manager

Annually

Database

Annually

Financial
Reports

Annually

Customer
Records

Annually

Individual
client files

Annually

Annually

Case
Manager

Client
attendanc
e records.

Case
Manager

Payroll
Records

Director
of
Finance

Current

66.9%

67.4%

N/A

N/A

62.4%
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2014 Fresno Production Center
Outcomes Report Analysis

Efficiency In both of the areas which measure efficiency; attendance and percentages of paid
work, the Fresno Production Center produced disappointing outcomes for 2014. A more
accurate system of measuring productivity, along with a continued shift of demographics toward
more severely impacted individuals, contributed to these declines. Meanwhile, reductions in
orders from existing customers were not replaced apace with new accounts. Additional emphasis
on our customer recruitment, currently under way, should help to reverse these trends.
Effectiveness Again the evolving set of circumstances resulted in a drop in average client
productivity coupled with an actual increase in the number of individuals whose average earnings
per hour was less than $2.00. Fresno Production Center sets no arbitrary lower limit on client
productivity; indeed, this work activity center was designed specifically to serve those individuals
who cannot compete in the general and for-profit economic environment. Nevertheless, we are
concerned that we have not been able to counter these trends. As noted above, increases in the
volume and sizes of orders received would go a long way toward helping out clients to increase
their rates of output.
With regard to effectiveness of the vocational rehabilitation program, we are satisfied to report that
nearly three out of every four client’s goals set was reached/met during 2014.
Consumer/Customer S atisfaction Just two batches of finished work were returned during the entire
year; well below target. Additionally, stakeholders offered a 100% approval vote for the quality and
appropriateness of our services. Unfortunately, as a result of regrettable levels of staff turnover, the
client satisfaction materials were misplaced. However, during the entire twelve month period we lost
just one service recipient to a competing agency; and, at the same time, showed a net increase of eleven
persons served. This demonstrates quite a vote of confidence by the referral community as well as by
potential clients themselves.
Access Unfortunately, in-house and external bureaucratic delays caused the average number of
calendar days from application to start date to lengthen. A closer relationship between new case
managers, CVRC service coordinators and the Arc’s Intake Specialist should help to expedite
this process.
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The Arc of Fresno/Madera Counties
Fresno Production Center
Outcome Measurement Objectives
2014 Cycle
Time of

Data

Measure

Source

Obtained
By

Current

Case Manager

85%

Goal

Programs
Objectives

Measures

To Whom
Applied

Efficiency

Maintain client
attendance.

Avg. percent of
attendance

All persons
receiving FPC
services

Monthly

Goals met divided by
goals set

All persons
receiving FPC
services

Annually

Data Base

Case Manager

Effectiveness

Increase ratio of
client goals met to
goals set.

Attendanc
e Records

72%

Previous
Year's
Outcome

Goal

88%

85%

90%

80%

Client Self
Advocacy

Increase number of
clients who participate
in People First
activities.

Number of clients
who participate.

All persons
receiving FPC
services

Annually

Program
Records

Case Manager

9 Clients

20 Clients

N/A

Client
Satisfaction

Increase the number
of clients who
indicate that they are
very pleased with the
program.

Percent of persons
surveyed who
indicate high levels of
satisfaction.

All persons
receiving FPC
services

Annually

Satisfactio
n Survey

Case Manager

N/A

80%

N/A

Key
Stakeholders

Annually

Satisfactio
n Survey

Senior Case
Manager

100%

90%

N/A

All customers of
FPC

Annually

Rework
Log

Program
Manager

2

All persons
receiving FPC
services

Annually

Client
Files

All persons
receiving FPC
services

Annually

Payroll
Records

All persons
receiving FPC
services

Annually

Payroll
Records

All persons
receiving FPC
services

Annually

Payroll
Records

Stakeholder
Satisfaction
Customer
Satisfaction
Access

Efficiency

Effectiveness

Effectiveness

Maintain or increase
Stakeholder
satisfaction
Reduce or eliminate
rework.
Reduce length of time to
start date

Increase percent of
paid work hours

Reduce number of low
wage clients

Increase clients
productivity

Percent of
respondents who
indicate “Good”
or “Very Good”
Total
number of
reworked
orders.
Avg. number of
days between
application and
start date
Paid work
hours as
percentage of
total program
hours.
Total number of
clients with
hourly wage
below $2.25
Average
percent
productivity
increase

10 or
Fewer

N/A

14
Calendar
Days

15
Calendar
Days

14
Calenda
r Days

Director of
Finance

35.1%

50%

44%

Director of
Finance

23

15 Clients or
Fewer

16 Clients

40.5%

55%

49%

Case
Manager

Director of
Finance
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2014 Madera Production Center (MPC)
Outcomes Report Analysis
Efficiency Client attendance came in at levels that are rather typical for work activity centers, despite attempts to
provide behavioral incentives for good attendance. The decline in paid work, related to a change in business practices
by our major wine relabeling customer, undoubtedly contributed to the attendance level being less than optimal.
Massive organizational changes and a nearly 100 percent turnover in staffing led to less management time being
available for business development. This situation is expected to reverse in calendar year 2015.
Effectiveness Unfortunately, because of coverage gaps caused by difficulty in finding and training a permanent case
manager for this program, and related problems helping clients to set realistic goals for themselves, only about one
out of every two objectives were achieved. However, as this is written, we seem to have achieved a greater level of
staff stability. In the counseling position as well as in the general floor staff. Therefore, in the year just commencing,
we anticipate better performance in both setting realistic goals and supporting clients to achieve those goals.
Client Satisfaction and Self-Advocacy Nearly 100 percent of program participants reported being satisfied with the
MPC program, despite a drop in workload and a more structured program. It appears that The Arc’s emphasis on an
adult-appropriate work and training environment actually contributed to greater client satisfaction, judging by
comments made by several veteran service recipients. The massive upswing in enrollment over last year also provides
some evidence of client satisfaction. A recognizable deficiency is the lack of any participation in People First by service
recipients; something that will be addressed in the current year. Another positive plan would be to partner with the
local Kiwanis chapter to develop a sister Aktion Club in Madera.
Customer/Stakeholder Satisfaction We are very happy to report that no shipments were returned to MPC during
the year for poor quality or improper execution. However, of the handful of stakeholders who did respond to the
comprehensive questionnaire, only 33% indicated a “good” or “very good” response to the question regarding general
satisfaction. Based on comments, this particular issue was (once again) related to the lack of both variety and volume
of paid work.
Access: As in the past, the Madera Production Center had no waiting list for services. The number of days needed
to get started, however, was higher than target levels, again related to the difficulties in staffing the case manager
position.”
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The Arc of Fresno/Madera Counties
Madera Production Center
Outcome Measurements Objectives
2014 Cycle

Measures

To
Whom
Applied

Time
of
Measure

Average %
of
attendance

All MPC
clients

Monthly

Goals met divided by
goals set

All MPC
clients

Annually

Number of clients who
participate

All MPC
clients

Annually

Program
Records

Percent of persons
surveyed who indicate
high levels of
satisfaction

All persons
receiving
MPC
services

Annually

Satisfaction
Survey

Stakeholder
Satisfaction

Maintain or
increase
stakeholder
satisfaction

Perfect of
respondents who
indicate “good” or
“very good” on survey
form

Key

Customer
Satisfaction

Reduce or
eliminate rework

Total number of
reworked orders

Reduce length of time
to start date

Avg. number of days
between application
and start date

Goal

Efficiency
Effectiveness
Client Self
Advocacy

Client
Satisfaction

Access

Efficiency

Effectiveness
Effectiveness

Program
Objectives
Maintain client
attendance
Increase ratio
of client goals
met to goals set
Increase number
of clients who
participate in
Peoples First
activities
Increase number
of clients who
indicate that they
are very pleased
with the program

Increase percent
of paid work
hours
Reduce number
of low wage
clients
Increase client
productivity

Paid work hours as
percent of total
program hours

Stakeholders

All
customers of
MPC
All MPC
clients
All MPC
clients

Annually

Date
Source
Attendance
Records

Data Base

Satisfaction
Survey

Annually

Rework
Log

Annually

Client
Files

Annually

Payroll
records

·
Obtained
By
Case
Manager

Current
85%

Goal

88%

Case
Manager

46%

Case Manager

0

10
Clients

Case
Manager

95%

80%

Senior Case
Manager

33%

90%

Program Manager

Case
Manager
Director of
Finance

90%

Previous
Year's
Outcome
85%

N/A

N/A

N/A

0

10 or Fewer

31
Calendar
Days

15
Calendar
Days

21 Calendar
Days

42.6%

50%

50%

10 Clients or
Fewer

14 Clients

Total number of clients
with wage below $2.25
per hr.

All MPC
clients

Annually

Payroll
records

Director of
Finance

22 Clients

Average percent of
productivity increase

All MPC
clients

Annually

Payroll
records

Director of
Finance

28%

40%

N/A

34%
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Madera Recycling Group Program- Summary Report for 2014

The Arc of Fresno and Madera Counties inherited four recycling/redemption centers when it acquired the Heartland
Opportunity Center system in mid-2013. In order to bring financial stability to the Madera County operations so that
we could continue to offer work opportunities to our clients, we chose to close the Oakhurst, Olive Avenue, and
Howard Avenue sites, and to consolidate all public services to the Country Club and Falcon MPC facilities. Toward
the end of 2014, it still was not clear whether even these operations would be healthy enough to survive. However,
stronger management as well as a more refined analysis and allocation of overhead distribution ultimately yielded
better dollar outcomes for recycling. Unfortunately, as a result of the related uncertainties, program outcome goals
were not established and measured for this program. This situation will be rectified in calendar year 2015.
Many difficulties in holding down labor costs at recycling centers exist when the group supported employment model
is used in conjunction with a government-regulated commensurate wage system. Because of group supported
employment regulations implemented by the Department of Rehabilitation and Department of Developmental
Services, there is no option for unpaid “downtime” at any time during the day, no matter how infrequently customers
arrive who need help with their containers. Similarly, group size is mandated such that no fewer than three workers,
plus the supervisor, must be on hand at all times. Finally, the numbers of quantifiable tasks on which the client can
be assessed are few and can usually be done very quickly by every member of the crew. Therefore, the labor cost per
hour to staff the recycling site is frequently at least double what our non-disabled competitors must bear.
Despite all of the drawbacks noted above, the recycling centers provide worthwhile community-integrated paid work
for our more physically capable program participants. Therefore, we feel some optimism that we can keep this lowerprofile version functional and viable in Madera County.
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Integration, Inclusion, and General Access:
A Summary of 2014 Stakeholder Input
This year’s stakeholder survey was conducted between October and December of 2014 and included questionnaires
distributed to counselors, other professionals, parents, families, and others associated with service recipients at the
Fresno and Madera Production Centers and the Employment Plus program. Analysis and commentary regarding
responses is offered as follows:

POSITIVE ASPECTS:
1. Arc Transportation Respondents in general saw the Arc-provided transportation options and other para-transit
providers as adequate and acceptable, if not especially commendable. This response is encouraging, since the
system is not comprehensive nor is it particularly well-funded. Progress and refinements in the years to come,
along with restored and updated rates, could therefore result in an outstanding situation with regard to
specialized transportation.
2. Languages A quick look at demographics shows that, aside from American Sign Language and Punjab, the
only significant language other than English with which our programs must contend is Spanish. Because Arc
has gone to extra measures to assure that an adequate number of Spanish speakers are on staff, stakeholders
provided an average rating between “Good” and “Very Good” on this dimension.
3. Respectful Treatment and Terminology Stakeholders generally agreed that the Arc treats its service recipients
with respect and does not use disrespectful and obsolete terms, although there was indication that (as always)
there is some room for improvement.
4. General Satisfaction 66% of respondents indicated that their level of satisfaction with the Arc’s services was
either “good” or “very good”.

AREAS NEEDING IMPROVEMENT
1. Complaints There was modest concern expressed about the uncertainty regarding how to advise clients who
have complaints and grievances; in other words, the grievance procedures for service recipients needs to be
communicated more clearly to our clients and the people around them. This appeared to be more of an issue
in the Madera work programs. The new uniform and consistent system, to which all service recipients now have access,
will result in better responses and client morale in the years to come.
2. Adult-Appropriate and Normalized Work Environment The Arc has gone to great lengths in the past two
years to assure that its work environments are businesslike and purposeful; replicating to the greatest extent
possible what is typical for workplaces that do not serve individuals with disabilities. Nevertheless, responses
from stakeholders were not uniformly positive in this regard, and the agency takes seriously its responsibility
to address their concerns. Above all else, real progress on raising the volume and percentage of paid work in
the two production shops would go a long way toward addressing any issues with workplace environment
and overall atmosphere.
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3. Public Bus Service As in years past and also rather typical of other regions, public bus service was not
considered to be adequate to meet the needs of local citizens with cognitive and developmental disabilities.
Until general ridership improves, however, the economics of adding more routes and more frequent buses will
be problematic. Fresno, in particular, is a metropolitan area dominated by the private automobile. A change
in public policy that would provide incentives for young people and others to choose public transportation
over proprietary automobiles could have a huge impact on increasing the availability of better bus service for
all, including the people we serve.
INDIVIDUAL PROGRAM PROFILES
1. Madera Production Center MPC scored a very high rating on Arc-provided transportation and availability of
Spanish-speaking staff members for those who needed them. Respondents were less enthusiastic about the
lack of opportunities for community integration in the work center, which could be partially addressed by
opening up more slots in the crews. Stakeholders also encouraged the Arc to assure that both clients and staff
are fully aware of the client grievance procedure; also that it is publicized throughout the agency and referral
community.
2. Fresno Production Center FPC was commended for proprietary and general transportation, movement
toward and participation in community integration, Spanish availability, clients who are free of fiduciary
abuse and manipulation, respectful behavior by staff, employee competency, and clients being well informed
about their rights. Typical comment: “Handling disabled people is a difficult task with many variables. Our
family is very thankful for the excellent service provided”. Respondents would like to see better public
transportation service, better communication from Arc staff, a more purposeful and normalized work
environment; and, as above, more awareness of the client grievance procedure.

3. Employment Plus Stakeholders had a positive view of EP’s staff training program, respectful approach to
service recipients, adult-appropriate work environment, language accommodations, and availability of
transportation options. They had a slightly less favorable view of public transportation, lack of alternatives to
cell phones for those who need such, occasional communication difficulties between clients and staff, and
incomplete information about the client grievance procedure. There was also a suggestion that the agency
review its policies and procedures with regard to client substance abuse, with an eye toward assuring that our
approach be as “real world” as possible, especially for those who could otherwise be good candidates for
integrated competitive employment in the private sector.
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The Arc Information Management and Performance Improvement
Policy-2014
The Arc is committed to continually improve overall service delivery to its service recipients. It is the policy of The Arc to share
and provide our clients and our other stakeholders with information about The Arc’s actual performance as a business entity
and The Arc’s ability to achieve optimal outcomes through its services.
1. The Arc collects data and information on a regular basis from funding sources, customers, employees, families and clients
regarding their outcome expectations and needs through an annual survey. This information includes the reasons individuals
are seeking services, goals they want to achieve, activities they want to participate in, and their desired communities. These
surveys are program specific, as are the surveys for each specific stakeholder group. At each client’s annual meeting questions
also address their needs. An annual survey is conducted and quantified into a numerical score and the results are reported in the
Annual Performance Report and in the Agency Newsletter.
2. The Arc strives to collect data that are reliable, valid, complete and accurate so the agency can make evidence-based
decisions regarding its services.
3. The Arc’s Strategic Plan is updated annually. The agency analyzes the data collected annually from the Performance report,
Financial Report, Accessibility Plan, Resource Allocation, Risk Analysis Report, governance reports (if applicable)), Human
Resource Report, Technology Analysis Report, Environmental Health and Safety Report, and any field trends to insure proactive decision making and an effective service delivery system. For business function improvement, The Arc utilizes data
collected to set and measure goals.
4. The Arc compiles a comprehensive summary report at the end of the calendar year to insure service delivery improvement.
Appropriate personnel are responsible for the collection and summarization of information for service delivery improvement.
The following are included:
a.

A data collection system (database) that reflects the characteristics of Arc’s clients and allows for comparative
analysis.

b.

A collection of information on Arc’s clients at the beginning of services, appropriate intervals, at the end of
services, and at a point in time following services, (Assessments, annual meetings, exit summaries).

c.

Goal outcome results of the clients are identified and collected in the following areas:
1. The effectiveness of services results.
2. The efficiency of services.
3. Service access.
4. Satisfaction with services provided and outcomes, from clients and other stakeholders.

d.

For each indicator used, the following is addressed:
1. To whom the indicator is be applied.
2. How the data are collected.
3. A performance goal based on a benchmark, the organization’s history, or a target the organization has
established.
4. Extenuating/influencing factors that should be considered when conducting a performance analysis.

5 .The Arc’s Annual Performance report includes:
a.

An analysis of performance indicators in relation to performance goals for business functions and service delivery.
Service delivery includes effectiveness of services, efficiency of services, service access, and satisfaction from
stakeholders.

b.

Identification of areas needing improvement, action plans to address the improvements needed to each established
goal, and actions taken or changes made to improve performance.
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6. The Arc uses information collected on the needs of clients, stakeholders, and business needs of the organization to review its
mission and core values, improve the quality of programs and facilitate organizational decision-making and strategic planning.
This information is used to identify and respond to organizational needs.
7. Performance information is shared with our clients, employees, and other stakeholders through the Agency Newsletter, staff
meetings, and client meetings.
8. The Arc has a technology and system plan to support information management and performance improvement activities that
includes hardware, software, security, confidentiality, backup policies, assistive technology, disaster recovery preparedness, and
virus protection.
9. The Arc does not at this time provide services via the Internet.
10. The Arc has two major accredited programs that are included under its information management and performance
improvement policy. They are:
a.

The organizational employment services offered at Fresno Production Center; and,

b. The community employment service offered through the Employment Plus program.
11. Program objectives for all accredited programs include maintaining excellent attendance, achieving individual goals,
achieving high levels of respect for clients, maintaining enthusiasm, assuring stakeholder satisfaction, improving access to
higher level and more integrated settings, increasing the percentage of paid work, and improving client productivity and
earnings.
12. Personnel responsibilities related to performance measurement and management are assigned as follows:
a.

The client service staff assure that all day-to-day implementations of action plans take place.

b. The case managers track frequencies, maintain data, and report on all related demographics and statistics
related to attainment of objectives.
c.

The Director of Finance provides data related to client earnings and productivity, as well as a full financial
profile for the year.

d. The Director of Commercial Services assembles the annual report and provides analysis, commentary, and
for improved outcomes.
e.

plans

The Executive Director assures that the report is published and distributed to all interested stakeholders.
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