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Introduction 
 

The Office of Developmental Programs (ODP) launched the Quality Assessment and Improvement 

(QA&I) process for the Consolidated and Person/Family Directed Services (P/FDS) Waivers on July 1, 

2017.  The QA&I process is designed to conduct a comprehensive quality management review of county 

programs, Administrative Entities (AE), Supports Coordination Organizations (SCO) and Providers who 

deliver services and supports to individuals with intellectual disabilities and autism spectrum disorders.  

While compliance with requirements is a part of the QA&I process, the main focus is to emphasize 

quality and quality improvement.  ODP’s ultimate goal in developing the QA&I process is to foster a 

statewide movement toward focusing attention and efforts on quality improvement and the experience 

of individuals, building collaborative partnerships toward that end, and engaging in technical assistance 

and shared learning. 

 

This report provides a summary and evaluation of self-assessments conducted by AEs, SCOs, and 

Providers in July and August 2017. This is the first phase of the QA&I process. All AEs, SCOs and 

Providers are expected to, annually, complete a self-assessment of their performance on the provision 

of services and supports based on key quality metrics and implementation of the “Everyday Lives: Values 

in Action.”  The self-assessment phase is an important part of the process because it promotes self-

reflection by each entity in preparation for on-site review and encourages the entity to make corrections 

where necessary.  ODP does not validate each entity’s self-assessment, but each entity is expected to 

use the self-assessment results to inform and build quality improvement activities and monitor their 

performance. ODP and AEs, as appropriate, should refer back to the entities’ self-assessment during the 

on-site portion of the quality process. 

 

This report presents an analysis of the statewide results by entity type, sorted by geographic region, and 

includes data on three areas selected by ODP in alignment with the Information Sharing and Advisory 

Committee (ISAC) recommendations for improvements of support provided to individuals with 

intellectual disabilities and autism spectrum disorders.  The focus areas for the QA&I 2017 report are 

quality, employment, and communication.  The report identifies statewide themes and plans for process 

improvement for 2018. 
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Statewide Self-Assessment Results 
 

The 2017 QA&I self-assessment was completed by 47 AEs, 61 SCOs, and 339 Providers prior to the 

August 31, 2017 deadline.  713 providers submitted at least partial assessments. After cleaning data to 

ensure only valid responses were included in this report, 339 provider self-assessments remained.  

Administrative Entities completed a total of 68 questions; SCOs completed 90 questions; and Providers 

completed 48 questions.  AEs submitted self-assessment answers through the online AE Oversight 

Monitoring (AEOM) Database.  Providers and SCOs utilized the QuestionPro internet-based tool to 

submit self-assessment answers. 

 

There are two important considerations when reviewing the statewide results.  First, ODP calculated the 

results using data submitted by the August 31, 2017 deadline.  Secondly, ODP did not include self-

assessment results from 100% of the participating entities due to data errors in the online submissions. 

 

The results are presented using the three focus areas – quality, employment and communication. Each 

measure denotes the corresponding question answered by each entity type. 

 

FOCUS AREA #1 - QUALITY 
 

Quality Management (QM) Plan Reflects ODP’s 

Mission, Vision and Values 

[AEs 03.0A.00 | SCOs Q7 | Providers Q6] 

Overall, entities report that the QM Plans 

accurately reflect the mission, vision and values of 

ODP.  One hundred percent of AEs (47 reporting 

statewide) and SCOs (56 reporting statewide) 

found this to be true, while 99% of 339 Providers 

rated themselves as having done so.  Providers in 

the Northeast (N=34) and Southeast (N=98) 

Regions rated themselves as having QM Plans 

reflecting ODP mission, vision, values, while a 

small portion of Providers in the Central (N=79) and Western (N=128) Regions indicate the need to improve.  

Graph 1 demonstrates the statewide and regional breakdown of performance for Providers. 

 

 

 

96.0%

98.0%

100.0%

Graph 1.1: The Provider has a 
Quality Management (QM) Plan 

that reflects ODP’s Mission, Vision 
and Values.

Statewide - 99.1 Central - 97.5 Northeast - 100.0

Southeast - 100.0 Western - 99.2
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Entities Review and Evaluate Performance Data in Selecting Priorities for the QM Plans 

 [AEs 03.0B.00 | SCOs Q8 | Providers Q7] 

100% of AEs and SCOs (36 and 61 reporting statewide, respectively) self-evaluated regular use of 

performance data in selecting QM Plan priorities.  Providers showed a high level of performance – 99%.  

Regionally, Providers in the Southeast and Western indicated some need to improve in this area. Table 1.1 

demonstrates the Providers’ performance statewide and regionally. Overall, the self-reported performance 

statewide is high for providers as well. 

 

Analysis and Revision of the QM Plan At Least Every Two 

Years 

[AEs 03.0E.00 | SCOs Q9 | Providers Q8] 

All AEs and SCOs statewide analyzed and revise QM Plans at 

least every two years.  Providers also demonstrated a high 

level of performance, with regional and statewide results 

depicted in Graph 1.2.  Of the 278 Providers reporting 

statewide, 65 Providers reported in Central Region, 32 

Providers reported in Northeast, 83 Providers reported in 

Southeast and 98 Providers reported in the Western Region. 

 

 

Administrative Entity Measurement of Progress 

Toward Achieving Identified QMP Goals and 

Objectives 

[AEs 03.0C.00 | SCOs N/A | Providers N/A] 

Routine measurement of progress is key to 

successful quality improvement. AE statewide 

performance in carrying out this activity, 

depicted in Graph 1.3, was 89.4% overall (N=47).  

Table 1.1 - Entities Review and Evaluate Performance Data in Selecting Priorities for the QM Plan 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

AEs 100% 12 100% 6 100% 5 100% 13 100% 36 

SCOs 100% 14 100% 9 100% 13 100% 25 100% 61 

Providers 100% 68 100% 32 98.9% 87 98.1% 108 99.0% 295 

94.0%

96.0%

98.0%

100.0%

Graph 1.2: The Provider analyzes 
and revises the QM Plan every 2 

years.

Statewide - 98.8 Central - 96.9

Northeast - 100.0 Southeast - 98.8

Western - 99.0

60.00%

80.00%

100.00%

Graph 1.3: The AE measures 
progress toward achieving 

identified QM Plan goals and 
objectives.

Statewide - 89.36 Central - 92.31
Northeast - 90.00 Southeast - 100.0
Western - 84.21
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The data indicate the need for improvement activities, notably in the Central, Northwest and Western 

Regions (13, 10 and 19 reporting, respectively).  Five AEs in the Southeast report 100% performance on 

this measure. 

 

Use of the Self-Assessment Results to Improve Quality Annually 

[AEs 34.0A.00 | SCOs Q6 | Providers N/A] 

Another measure essential for all entity types in subsequent reporting years is to use the Self-

Assessment results for improvement annually. AEs reporting on this element (47 statewide) indicate 

100% performance on implementing improvement plans as a result of prior quality monitoring, while 61 

SCOs indicate a 98% performance.  All results, including regional breakdown, are illustrated in Table 1.3. 

Table 1.3: Use of the Self-Assessment Results to Improve Quality Annually 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

AEs 100% 13 100% 10 100% 5 100% 19 100% 47 

SCOs 100% 14 100% 9  92.3% 13 100% 25 98.1% 61 

Providers N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A 

 

Quality Focus Area Recommendation 

While overall performance in the quality area was good, entities are encouraged to use the self-assessment 

results to identify opportunities for improvement.  AEs, SCOs and Providers can evaluate performance areas 

where results are less than 100% and revise processes to achieve improvement.  In instances where results 

are below 86%, entities should evaluate the need for systemic improvement and prioritize these areas in QM 

Plans, as appropriate. 
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FOCUS AREA #2 – EMPLOYMENT 
 

Promoting Employment  

[AE 03.0D.00] 

While ODP expects all entities to promote Employment First in Pennsylvania, QA&I monitoring results are 

only available for Administrative Entities in 2017.  Of the 47 reporting AEs, 100% self-evaluated as promoting 

employment as a priority for individuals with developmental disabilities.   

 

Employment Leads 

[AEs 23.0D.00] 

Because Pennsylvania is designated as an Employment First state, ODP expects all entity types to promote 

employment for individuals.  All Administrative Entities are expected to designate an Employment Lead to 

promote Employment First activities and the self-assessment results indicate this is in place at 100% of the 

AEs statewide. 

 

Individual is Supported in Exploring Employment Opportunities through Job Development and Assessment 

[Providers Q25] 

All Providers are expected to promote Employment First in Pennsylvania by supporting individuals to explore 

employment opportunities through job development and assessment.  Statewide and regional results are 

depicted in Table 2.1. Providers in the Northeast Region self-evaluated at 100% performance.  The Central 

and Western Regions show a need for minor improvement; the Southeast Region results point to the need 

for significant improvement. 

Table 2.1: Individual is Supported in Exploring Employment Opportunities through Job Development and 
Assessment 
 

 Central 
 

Northeast Southeast Western Statewide 
 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 93.5% 22 100% 10 77.4% 29 96.3% 26 89.7% 87 
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Employment Providers Support the Individual in Obtaining Employment through Job Interviewing 

[Providers Q26] 

This measure is pertinent only for 

Providers that specialize in employment 

services for individuals in the 

Consolidated and P/FDS Waivers.  Overall, 

statewide performance for these 

Employment Providers is 92.7% (N=75) for 

supporting individuals in job interviewing, 

indicating a need for some improvement 

overall.  The data depicted in Graph 2.1 

indicate the need for QM Plan focus for 

Employment Providers in the Southeast 

Region (N=25).  Providers in the remaining 

regions (Central=21; Northeast=7; 

Western=22) self-evaluated at 92% or better for this employment measure. 

 

Employment Providers Support the Individual in Maintaining Employment through Job Support and 

Follow-along Services 

[Providers Q27] 

This is another measure focusing on those 

Providers of employment services only, 

specifically providers that help individuals 

maintain employment through job supports 

and follow-along services.  Regionally, 

Providers are performing at 91.1% (N=88) 

overall.  Performance in the Central (N=22), 

Western (N=30) and Southeast (N=27) 

Regions point to the need for some level of 

improvement.  The Northeast Region (N=9) 

Providers self-evaluated at 100% for this 

QA&I measure.  Statewide and regional 

performance is illustrated in Graph 2.2. 

 

 

 

 

75.0%

80.0%

85.0%

90.0%

95.0%

100.0%

105.0%

Graph 2.1: The Employment Provider 
supports the individual in obtaining 

employment through job interviewing.

Statewide - 92.7 Central - 92.0 Northeast - 100.0

Southeast - 84.8 Western - 100.0

80.0%

90.0%

100.0%

110.0%

Graph 2.2: The Employment Provider 
supports the individual in 

maintaining employment through 
job support and follow-along 

services.

Statewide - 91.1 Central - 89.2 Northeast - 100.0

Southeast - 88.1 Western - 92.6
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Residential Providers Support the Individual to Maintain Employment by Facilitating Transportation 

[Providers Q28] 

Transportation to and from work is an essential component to maintain employment for people served 

through the Consolidated and P/FDS Waivers.  This particular QA&I question focuses on the role of 

Residential Providers to support individuals to obtain the necessary transportation to get and keep a job.  

Statewide, Residential Providers (N=91) self-evaluated at 92.3% performance on this measure.  The 

remaining results broken down by region are depicted in Table 2.2. 

Table 2.2: Residential Providers Support the Individual to Maintain Employment by Facilitating Transportation 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 85.7% 21 100% 12 91.6% 24 94.1% 34 92.3% 91 

 

Employment Recommendations 

ODP found that overall self-assessment results in the Employment Focus Area were positive.  ODP 

recommends the following improvement opportunities related to employment services:  

• Employment Providers can achieve better results in job development and assessment, job 

interviewing, and follow-along services by partnering with stakeholders to develop QM Plans for 

these specific areas. 

• Employment Providers in the Southeast Region are strongly encouraged to engage in QM Planning 

focused on improvement in job development, assessment, and improvement. 

• Central Region Residential Providers are strongly encouraged to engage in QM Planning focused on 

improvement related to transportation for employment. 
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FOCUS AREA #3 – COMMUNICATION 
 

Payment of Communication Assistance as Required  

[AEs 26.0A.00] 

Individuals who receive the appropriate support to communicate according to ability and preference is an 

important quality focus area for this first year of the QA&I review cycle.  AEs are expected to ensure that 

communication assistance is financially covered, as appropriate.  AEs reporting on this measure self-assessed 

at 100%.  The results for each region are depicted in Table 3.1.   

Table 3.1: Payment of Communication Assistance as Required 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

AEs 100% 10 100% 6 100% 5 100% 12 100% 33 

 

Payment of Communication Assistance for the Performance of Support Coordination Services  

[AEs 26.0B.00] 

This particular measure within the Communication Focus Area is pertinent only to AEs.  AEs are expected to 

pay for communication assistance when an individual requires this type of support in order to interact with 

their Supports Coordinator.  Twenty-nine AEs reported statewide demonstrating 100% performance with 

payment of communication assistance for the performance of support coordination services. 

 

Individuals and Families are Provided Information in Understandable Language 

[AEs 15.0B.00] 

It is essential that individuals and families are provided information about services and supports in a language 

that is understandable to them.  AEs completed self-assessments on this particular measure, indicating 

statewide that information is provided in language understandable to the individual and families 99.2% of the 

time.  The results by region are found in Table 3.2. 

Table 3.2 Individuals and Families are Provided Information in Understandable Language 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

AEs 100% 10 100% 6 100% 4 100% 12 100% 32 
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Training on the Person’s Communication Plan and/or Formal Communication System  

[Providers Q29] 

Providers of Consolidated and P/FDS Waiver services are expected to undergo training in each individual’s 

communication plan and/or formal communication system. Statewide and regional results are shown in 

Table 3.3. Of 162 Providers responding to the self-assessment, 82.1% report staff were trained on 

communication plans and/or formal communication systems.  Providers in the Northeast Region (N=22) 

demonstrated performance above 90%. Providers in the remaining regions showed performance at or below 

84.2%.  This is an area that required improvement activities for providers statewide. 

SCOs answer a self-assessment question about communication plan training specific to individuals who are 

deaf or hard of hearing. However, the data collected during this self-assessment are unusable due to a data 

collection programming error.  Data collection process for SCOs will be modified in subsequent years to 

capture numerical results rather than text fields. 

Table 3.3: Training on the Person’s Communication Plan and/or Formal Communication System 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 84.2% 38 90.9% 22 82.9% 41 77.0% 61 82.1% 162 

 

Providers Deliver Communication Assistance as Indicated in the Individual Support Plan (ISP) 

[Providers Q30] 

Providers must ensure individuals receive all communication assistance designated in the ISP.  For this 

measure, 94% of 149 Providers reported communication assistance is delivered. The results by region are 

provided in Table 3.4.  Regional results indicate a fairly high percentage of performance. Providers in the 

Western Region report performance in this category for improvement opportunities. 

Table 3.4: Providers Deliver Communication Assistance as Indicated in the Individual Support Plan (ISP) 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 93.8% 32 95.7% 23 100% 36 89.7% 58 94.0% 149 

 

 

Individual’s Progress Related to Communication Outcomes is Entered into Progress Notes  

[Providers Q31] 

Progress related to individual’s improvement or progress with communication outcomes is documented in 

daily progress notes maintained by Providers.  Table 3.5 shows that Providers statewide (N=136) performed 

at 94.1% overall.  Regionally, Providers responded to this self-assessment question at 90.0% or better. 
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Table 3.5: Individual’s Progress Related to Communication Outcomes is Entered into Progress Notes 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 90.0% 30 100% 21 92.3% 52 90.4% 52 94.1% 136 

 

Provider Administrative Staff View ODP Webinar on Communication 

[Providers Q33]  

ODP offers a training webinar on communication supports for individuals receiving services through the 

Consolidated and P/FDS Waivers.  All administrative staff from Provider organizations are expected to review 

this training webinar.  ODP received self-assessment results from 171 Providers on this particular question, 

demonstrating 87.1% performance statewide.  From the results depicted in Table 3.6, Providers in the Central 

(N=39), Northeast (N=20) and Southeast (N=52) Regions are performing above 89% for this communication 

question.  Performance for Providers in the Western Region (N=60) was 78.3%, reflecting improvement 

opportunities are needed within those Provider organizations. 

Table 3.6: Provider Administrative Staff View ODP Webinar 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 89.7% 39 95.0% 20 92.3% 52 78.3% 60 87.1% 171 

 

Provider Staff Serving Participants who are Deaf Have Viewed ODP Webinar on Communication  

[Providers Q34] 

 

ODP offers a communication focused webinar that Providers supporting individuals who are deaf are 

expected to view.  Statewide and regional results for this question are found in Table 3.7.  This is an area that 

requires substantial improvement activities.  Overall performance across Pennsylvania shows that only 62.1% 

of providers (N=85) completed this required training.  Regionally, Providers responded to this self-assessment 

question at 75% or below. 

Table 3.7: Provider Staff Serving Participants who are Deaf Have Viewed ODP Webinar 
 Central 

 
Northeast Southeast Western Statewide 

 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 
Results 

# 
Reporting 

Results 
# 

Reporting 

Providers 75.0% 16 62.5% 8 61.5% 26 54.3% 35 61.2% 85 

 

Communication Focus Area Recommendations 

Self-assessment results in the Communication Focus Area indicate a need for improvement in all Regions.  

Specifically, work needs to be done on ensuring that appropriate training is completed so that Providers and 
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their staff are able to deliver the appropriate and necessary supports to individuals and meet their 

communication needs.  

• Providers in the Central, Southeast and Western Regions are strongly encouraged to engage in QM 

Planning focused on improvement related to training in each individual’s communication plan and/or 

formal communication system. 

• Providers in Western Region are strongly encouraged to engage in QM Planning focused on 

improvement related to administrative staff training on communication. 

• Providers statewide who serve people who are deaf are strongly encouraged to engage in QM 

Planning focused on improvement related to training for supporting individuals who are deaf. 

Conclusion 
 

This was the first year of the newly established QA&I process for all entities.  Overall, performance by 

AEs, SCOs, and Providers was positive in the selected focus areas and there was valuable learning by 

ODP for future process improvement. 

The results from the three Focus Areas indicate improvement opportunities, most notably in the area of 

Employment and Communication.  Providers delivering employment supports should evaluate the need 

for QM Plans to target job development, assessment and interviewing. All entities should undertake 

improvement activity so that individuals have their communication needs known and met. 

In general, all entities are encouraged to evaluate performance areas where results achieved are less than 

100% and there are opportunities to develop or revise or enhance processes to achieve overall improvement.  

In instances where results are below 86%, entities should evaluate the need for systemic improvement and 

prioritize these areas in QM Plans, as appropriate. 

ODP will address two clear instances of learning from the self-assessment process for the July 2018 

cycle.  The first is implementation of training for entities prior to the QA&I self-assessment process in 

order to improve comprehension of the self-assessment process and accurate completion of the 

assessment tool and data entry to inform statewide analysis. The second is improving data collection 

including capturing the numerator and denominator in data entry for all entities.  To accomplish this, a 

modification to the online tools for entities to indicate the total number of records reviewed for each 

question, as well as the number of records that were compliant with the question. 

This first exercise of developing a statewide self-assessment report pointed to limits in ODP’s ability to 

compare performance across entity types.  It may be beneficial in the future to either establish similar 

questions for AEs, SCOs and Providers or select focus areas where the commonality across entities offers 

more opportunity to compare and contrast performance. 

 


