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Input from Persons served

Standard:

The Northeast Arc Day Service Division affirms the importance of achieving input from individuals served in order to access the quality of services, assist with planning and maximize satisfaction. The Day Service Division strives to assure that each participant is provided with the necessary opportunities, supports and adaptations such that input is solicited, documented and reviewed as well as the basis for improvement.

Procedure for obtaining input:

· The Day Service Division adheres to the regulations and standards as set forth by government agencies, including, but not limited to, Department of Medical Assistance, Department of Mental Retardation, Department of Mental Health, Massachusetts Rehabilitation Commission and local school districts relating to individual input into the development of their service plan.

· Day Service staff  meet with individuals on a regular basis and as the need arises.  This may include any number of personnel throughout the division.  

· Satisfaction Surveys are conducted on an annual basis to both the individuals supported, their families, and various stakeholders such as funding source, service coordinators, employers, therapist and residential providers.

· Responses to satisfaction surveys are documented and used as a basis for improvement.

· The outcomes of each program’s Satisfaction Survey will be reviewed by the QA committee. Any area that has resulted with a 10% or more decrease in satisfaction from the previous year will require an action plan to increase satisfaction. This action plan will include support staff and individuals served.  

· Individuals, family members and guardians are included in planning meetings and other forums relative to Day Service Division activities.

· Other forums for additional input are obtained via any of the following regularly scheduled meetings conducted: Worker’s Management, Suggestion & Fire Safety Committees, Suggestion Committee, Office Hours and/or 1:1 meetings with Case managers as requested by any individual served.

· Grievances can be filed per Standard DSHS-13.
· When it is deemed an effective form of soliciting input and sharing information, team meetings will be held on a monthly basis.

· Assistive communication supports, e.g. interpreters are used to augment communication.

· For some individuals, input is achieved through direct observation of responses along with behavioral measures indicative of satisfaction or dissatisfaction.
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