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2. Mission Efficiency

Chart5.2-1
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| mReferrals = Applicants = Eligibility Determinations

A. SCCB'’s actual performance levels for mission efficiency are reflected in the number of
referrals, applicants and eligibility determinations for SCCB services.  Each
performance measure is listed in a single chart to reflect the relationship of each
measure as consumer participation progresses.

SCCB does not use referrals, applicants and eligibility determination results
from any other agency or government entity as a performance
goal/benchmark. Other than for the purpose of a comparison of its rank to
other vocational rehabilitation agencies for the blind and visually, comparative
data from other vocational rehabilitation agencies does not have any
substantive impact on the SCCB business process.

SCCB uses referrals, applicants and eligibility determinations to track the rate
of growth for its consumer base.

SCCB considers the State Liaisons of the Rehabilitation Services Administration
(RSA) as experts on the most efficient process of obtaining referrals, applicants
and rendering eligibility determinations. The contact information for SCCB’s
State Liaison within RSA is as follows:

Joseph Doney
Joseph.Doney@ed.gov
(202) 245-7526
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B. The senior leaders who review the referrals, applicants and eligibility determination
performance measurements are as follows:

Senior Leader Job Title Monitoring Frequency

Felisa Massey Interim Director of Vocational Quarterly
Rehabilitation

Rhonda Thompson | Director of Older Blind and Quarterly
Children’s Services Programs

Shana Robinson Director of Quality Assurance Quarterly

B. Trends in all performance measures are analyzed with data which is collected from
the SCCB AWARE case management system. Analysis of the results include referral
count by county as well as the rate of conversion from referral to applicant to
eligibility/ineligibility determination. Since FY 2012, the total number of referrals,
applicants and eligibility determinations have been declining. A 64% counselor
turnover rate in the Vocational Rehabilitation Program was a significant factor which
contributed to the reduction in each of these performance measures.

D. While SCCB has direct control over its efforts to promote public awareness of programs

and services, an individual’s referral and participation in the application and eligibility
determination process is strictly voluntary.

3. Quality (Customer Satisfaction)

Chart5. Consumer Satisfaction Survey Results
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A. SCCB uses Consumer Satisfaction Surveys to measure the quality of and satisfaction
with SCCB services. Other than counselor observation and a consumer’s self report,
SCCB does not currently use any other tool or process to measure consumer
satisfaction.
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i. SCCB does not use consumer satisfaction results from any other agency or
government entity as a performance goal/benchmark.

ii. The results of the consumer satisfaction surveys — which includes
recommendations for improvement - are used to monitor timeliness and
quality of service delivery as well as staff responsiveness. As a part of
continuous quality improvement, consumer satisfaction survey results are also
used to make changes to strategic objectives and action plans.

iii. SCCB considers the State Liaisons of the Rehabilitation Services Administration
(RSA) as experts on the process of measuring consumer satisfaction. The
contact information for SCCB'’s State Liaison within RSA is as follows:

Joseph Doney
Joseph.Doney@ed.gov
(202) 245-7526

B. The senior leaders who review the consumer satisfaction survey results are as follows:

Senior Leader Job Title Monitoring Frequency
Felisa Massey Interim Director of Vocational Semi-Annually
Rehabilitation
Rhonda Thompson | Director of Older Blind and Semi-Annually
Children’s Services Programs
Shana Robinson Director of Quality Assurance Semi-Annually

C. Vacancies on several counselor caseloads have adversely affected timeliness of
service delivery and staff responsiveness, the result of which has been a decline in
consumer satisfaction in all programs. Analysis of the data trend is based on
consumer response to consumer satisfaction surveys.

D. Regarding consumer satisfaction, SCCB’s role is to ensure that products and services
are delivered in an efficient and timely manner in order for consumers to obtain,
maintain or regain competitive employment and/or independence. In instances of
dissatisfaction with SCCB services, consumers are informed of the availability of the
Client Assistance Program to resolve disputes.
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4. Workforce Engagement

SCCB’s workforce engagement involves strategic planning to keep employees
committed to our mission, vision and values. In order to do that, the agency has to
first recruit and employ individuals whose backgrounds are as diverse as the
population. SCCB has established goals to achieve a diverse workforce and lessen
the impact of underutilized backgrounds.

A. SCCB is seeking to obtain at least 70% in specific categories of individuals identified
from the South Carolina Labor Pool. This is done by implementing new recruiting
techniques and tapping into new talent sources.

i. The agencies considered overall to be the best are: Arts Commission,
Department of Commerce, Commission on Higher Education, Lieutenant
Governor’s Office, and Santee Cooper. Each of these agencies has reached
the highest level of diversity in the state.

ii. SCCB tracks Equal Employment Opportunity performance measure to

monitor compliance with maintaining a diversified workforce.

iii. Dan Koon and staff members at the Human Affairs Commission are
considered experts in this process. The address is 1026 Sumter Street 101,
Columbia, South Carolina 29201.

B.  Staff diversity is reviewed by the following senior leaders:

Senior Leader Position Title Monitoring
Frequency

James Kirby Commissioner Semi-Annually

Juan Sims Director of Finance and Accounting Semi-Annually

James Swindler

Director of IT

Semi-Annually

Shana Robinson

Director of Quality Assurance

Semi-Annually

Ed Bible

Director of Training and Employment

Semi-Annually

Wanda Miller

Director of Human Resources

Semi-Annually

Otis Stevenson

Director of Business Enterprise Program

Semi-Annually

Felisa Massey

Interim Director of Vocational Rehabilitation

Semi-Annually

Rhonda Thompson

Director of Older Blind and Children’s
Services

Semi-Annually
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Trends in diversity are based on agency employment and separation. Senior
Managers analyze changes to diversity at least semi-annually. The data on
employment selection is collected by the Human Resources Division and then sent
to the Human Affairs Commission on a yearly basis.

The agency has reasonable control over the results.

[—

Chart 5.4-1 Staff Developing Training Opportunities
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A. The purpose of staff development training is to ensure that staff are provided with
the knowledge and skills necessary to successfully perform their job duties.

i. SCCBdoes not use a staff development training process from any other agency
or government entity as a performance goal/benchmark.

ii. Staff development training benchmarks are used to assess the progress of
training initiatives and its impact on the improvement of employee skills, job
performance and the SCCB business process. Staff training needs are directly
linked to the achievement of the agency’s mission. As staff become more
knowledgeable and skillful in performing their jobs, successful achievement of
strategic objectives, action plans and performance measures is assured. The
result is typically improvement in all aspects of the SCCB service delivery
process.

iii. SCCB does not know of one individual not currently employed by SCCB who is
considered to be an expert in the process of staff development training.
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B. The progress of staff development training is reviewed by the following senior

leaders:
Senior Leader Position Title Monitoring
Frequency
Juan Sims Director of Finance and Accounting Semi-Annually
James Swindler Director of IT Semi-Annually
Shana Robinson Director of Quality Assurance Semi-Annually
Ed Bible Director of Training and Employment Semi-Annually
Wanda Miller Director of Human Resources Semi-Annually
Otis Stevenson Director of Business Enterprise Program Semi-Annually
Felisa Massey Interim Director of Vocational Rehabilitation | Semi-Annually
Rhonda Thompson | Director of Older Blind and Children’s Semi-Annually
Services

C. There has been a slight decline in the overall number of staff development training
opportunities since FY 2012. All data pertaining to staff development training are
maintained by the SCCB Training Coordinator and senior management.

D. SCCB has reasonable control over the staff development training opportunities which
are provided to staff.
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5. Operational/Work System Performance

Chart 5.5-1 VOCATIONAL REHABILITATION
60 Day Eligibility Compliance Percentage
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A. Unless there are extenuating circumstances, eligibility for vocational rehabilitation
services must be determined within 60 days after an individual has applied for
vocational rehabilitation services.

i. SCCB does not use eligibility determination results from any other agency or
government entity as a performance goal/benchmark. Other than for the
purpose of a comparison of its rank to other vocational rehabilitation agencies
for the blind and visually impaired, comparative data from other vocational
rehabilitation agencies does not have any substantive impact on the SCCB
business process.

ii. Eligibility determinations are used as a benchmark to determine compliance
with the federal statute for timelines of determination of eligibility or
ineligibility.

iii. SCCB considers the State Liaisons of the Rehabilitation Services Administration
(RSA) as experts on eligibility determination for individuals with disabilities.
The contact information for SCCB’s State Liaison within RSA is as follows:

Joseph Doney
Joseph.Doney@ed.gov
(202) 245-7526
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B.

The senior leaders who review the timeliness of eligibility determination in the
Vocational Rehabilitation (VR) Program are as follows:

Senior Leader Job Title Monitoring Frequency
Felisa Massey Interim Director of VR Quarterly
Melissa Young Interim Region | VR Director Quarterly
Jerry Francis Region Il VR Director Quarterly
Shana Robinson Director of Quality Assurance Quarterly

Vacancies on several counselor caseloads have adversely affected staff
responsiveness. As a consequence, there has been a considerable decrease in the 60
day eligibility determination compliance rate in the Vocational Rehabilitation
Program. Trend analysis of the eligibility determination compliance rate is obtained
from the SCCB AWARE case management system.

. SCCB has reasonable control over the eligibility determination process. This is

primarily accomplished through the purchase of the necessary medical services on
behalf of consumers to facilitate and expedite eligibility determination.

Chart 5.5-2
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SCCB’s actual performance levels for mission efficiency is also reflected in the number
of applicants who are determined eligible for SCCB services.
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i. SCCB does not use applicant and eligibility determination results from any
other agency or government entity as a performance goal/benchmark. Other
than for the purpose of a comparison of its rank to other vocational
rehabilitation agencies for the blind and visually impaired, comparative data
from other vocational rehabilitation agencies does not have any substantive
impact on the SCCB business process.

ii. SCCB uses applicants and eligibility determinations to track the number of
consumers who can be potentially served.

iii. SCCB considers the State Liaisons of the Rehabilitation Services Administration
(RSA) as experts on eligibility determination for individuals with disabilities.
The contact information for SCCB'’s State Liaison within RSA is as follows:

Joseph Doney
Joseph.Doney@ed.gov
(202) 245-7526

B. The senior leaders who review the applicant and eligibility determination
performance measurements are as follows:

Senior Leader Job Title Monitoring Frequency

Felisa Massey Interim Director of Vocational Quarterly
Rehabilitation

Rhonda Thompson | Director of Older Blind and Quarterly
Children’s Services Programs

Shana Robinson Director of Quality Assurance Quarterly

C. The actual performance measures for applicants and eligibility determinations are
obtained from the SCCB’s case management system. Analysis of the results include
the frequency and timeliness of eligibility/ineligibility determinations.

D. While SCCB has direct control over its efforts to promote public awareness of

programs and services, an individual’s participation in the application and eligibility
determination process is strictly voluntary.
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RESTRUCTURING REPORT

V. Key Performance Measurement Processes (cont.)

B. Most Critical Performance Measures

1. Of the key performance measurement processes listed in Subsection A., which are the
three most critical to achieving the overall mission of the agency?

SCCB Response: The three most critical performance measurements to achieving the
overall mission of the SCCB are referrals, successful closures and total served.

C. Databases/Document Management

1. List all electronic databases/document management/business intelligence systems or
programs utilized by the agency, including, but not limited to all relational database
management systems.

SCCB uses the following electronic databases and programs:

1. AWARE Case Management System - (Accessible Web-based Activity and Reporting
Environment for Vocational Rehabilitation) for all SCCB consumer service programs

2. SCEIS (South Carolina Enterprise Information System) for the purchase of goods and
services

3. LIBERA Report Management System to track vendor operations

4. SharePoint for document management and sharing among SCCB staff

D. Recommended Restructuring

1. Yes or No, based on the information obtained and analysis performed during the
Process, does the agency have any recommendations for restructuring (either that it
could do internally or that would need the assistance of revised or new legislation)
that would merge or eliminate duplicative or unnecessary divisions, programs, or
personnel within each department of the agency to provide a more efficient
administration of government services? ‘

a. Ifyes, please provide the agency’s suggestions.

SCCB does not have any recommendations for restructuring.
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SEVEN-YEAR PLAN

VI. Seven-Year Plan

A. General

1. Yes or No, does the agency have a plan that provides initiatives and/or planned actions
the agency will take during the next seven fiscal years that implement cost savings and
increased efficiencies of services and responsibilities in order to continually improve its
ability to respond to the needs of the state’s citizens?

If yes, go to Current/Recommended Actions Section.
If no, skip Current/Recommended Actions Section and go to Additional Questions.

SCCB does not have a plan that provides for any additional initiatives and/or planned
actions that will be taken during the next seven fiscal years. The cost savings actions
that are currently in place and will continue to be executed are as follows:

1. Three (3) of the nine (9) SCCB District Offices are in colocations which has resulted
in savings on operating lease expenditures.

2. Case Managers in all consumer service programs are proactive in the use of
comparable benefits as it relates to purchased services. Comparable benefits
include — but are not limited to — insurance, Medicaid, Medicare and social
security.

3. Staff development training expenditures are reduced with the utilization of the
Train-the-Trainer technique.

4. Staff proactively seek vendors who can provide quality independent living
products, assistive technology products and services and office supplies for staff
at the lowest possible cost.

B. Current/Recommended Actions

1. Describe all of the actions the agency is currently taking and plans it has for initiatives and
actions during the next seven fiscal years to work to achieve greater efficiency in its
operations in order to continually improve its ability to respond to the needs of the state’s
citizens? In this description, provide the names of all personnel who are responsible for
overseeing the actions and plans.

2. What are the anticipated cost savings and/or efficiencies that would be achieved by each
action?
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3. s legislative action required to allow the department/agency to implement the current
or recommended actions?

4. If legislative action is required, please explain the constitutional, statutory or regulatory
changes needed.

5. Describe the agency actions that will be implemented to generate the desired outcomes
for each recommendation.

6. What is the timeline for implementation of the change and realization of the anticipated
benefits for each recommended action/change?

Now go to Additional Questions.
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SEVEN-YEAR PLAN

VI. Seven-Year Plan (cont.)

C. Additional Questions

1. What top three strategic objectives of the agency will have the biggest impact on the
agency’s effectiveness in accomplishing its mission?

The top three strategic objectives which will have the biggest impact on the SCCB’s
effectiveness in accomplishing its mission are as follows:

1.1.1 - Expand outreach services to the unserved and underserved rural counties
1.1.8 — Increase the number of successful closures by 10% in FY 2015

1.1.9 - Maintain 80% of competitive employment placements at or above minimum
wage

2. What are the fundamentals required to accomplish the objectives?

Adequate funding and staff are required to accomplish the top three strategic
objectives.

3. What links on the agency website, if any, would the agency like listed in the report so the
public can find more information about the agency?

Information about SCCB programs and services can be found on the following website:

http://www.sccb.state.sc.us

4. s there any additional information the agency would like to provide the Committee or
public?

Since 1966, the South Carolina Commission for the Blind has proudly served a distinct
group of individuals with service needs requiring expertise in training blind and visually
impaired consumers to become productive, independent, and gainfully employed
citizens of the state. While the main focus of the SCCB service delivery process is on
training and assisting with obtaining, maintaining or regaining competitive
employment, we also specialize in rehabilitation services for children and seniors.
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Service delivery would be significantly compromised if the unique services for the blind
and visually impaired were merged into an agency which addresses multiple
disabilities. SCCB currently coordinates resources with other human service agencies,
as well as a variety of organizations when necessary for meeting consumers’
needs. However, the primary focus (adjustment to blindness) could not be
meaningfully integrated with another agency. Furthermore, when services for the blind
and visually impaired are placed within a larger department of state government, this
diverts the talents of administrators and human service specialists whose training,
experience, and primary professional concerns should be strictly focused on services for
the blind and visually impaired. Those who administer rehabilitation and other services
for the blind and visually impaired have the knowledge and skills to achieve the best
results. Moreover, the characteristics and distinctive needs of the blind and visually
impaired become lost amid much larger issues and varied disabled populations, as
specialized services are overshadowed by diverse, unrelated goals.

5. Consider the process taken to review the agency’s divisions, programs and personnel to
obtain the information contained in response to all the previous questions in the
Restructuring Report and Seven-Year Plan (“Process”). State the total amount of time
taken to do the following:

a. Complete the Process (Seven-Year Plan) — N/A. SCCB does not have a seven year
plan for additional cost savings other than what is currently being implemented
(see current cost savings initiatives in section VI. Seven-Year Plan, part A.
General)

b. Complete this Report — It took approximately four weeks to complete this
Restructuring Report.

6. See Personnel Involved Excel Chart
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CHARTS APPENDIX

VIl. Excel Charts

Please send an electronic copy of the entire Excel Workbook and print hard copies of each of the
Charts to attach here. Please print the charts in a format so that all the columns fit on one page.
Please insert the page number each chart begins on below.

Similar Information Requested Chart 22
Historical Perspective Chart 23
Purpose, Mission Chart 24
Key Performance Measures Chart 25
Key Deliverables Chart 26
Key Customer Chart 27
Key Stakeholders Chart 28
Key Partner Agency Chart 29
Performance Improvement Systems Chart 30
Organizational Flow Chart 31
Overseeing Body Chart (General and Individual Member) 32-33
Major Program Areas Chart 34
Legal Standards Chart 35
Agency Reporting Requirements Chart 36
Internal Audits Chart 37
Personnel Involved Chart 38
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EXECUTIVE SUMMARY

I. Executive Summary

A. Historical Perspective
1. See Historical Perspective Excel Chart

B. Purpose, Mission and Vision
1. See Purpose/Mission/Vision Excel Chart

C. Key Performance Measure Results
1. See Key Performance Measure Results Excel Chart

ORGANIZATIONAL PROFILE

Il. Organizational Profile
This section asks for a fact based description of the agency. Please provide information in the
stated Excel template. If an Excel template is not referenced, provide the information in bullet
style.

1. See Key Deliverables Excel Chart

2. See Key Customers Excel Chart

3. See Key Stakeholders Excel Chart

4. See Key Partner Agency Excel Chart

5. See Key Performance Improvement System(s) Excel Chart

6. See Organizational Structure Flow Chart Excel Chart

7. See Overseeing Body Excel Chart

8. See Major Program Areas Excel Chart

9. Please identify any emerging issues the agency anticipates may have an impact on its
operations in the upcoming five years.

1|Page

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,
there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar
Info Requested.”
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ORGANIZATIONAL PROFILE

Ill. Laws (Statutes, Regulations, Provisos)
This section asks for state and federal statutes, regulations and provisos (“Laws”) which apply to
the agency.

1. See Legal Standards Excel Chart

IV. Reports and Reviews
This section asks for information about reports the agency is required to submit to a legislative
entity and the agency’s internal review process.

1. See Agency Reporting Requirements Excel Chart

2. See Internal Audit Excel Chart

2|Page

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,
there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar
Info Requested.”
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V. Key Performance Measurement Processes

A. Results of Agency’s Key Performance Measurements

1. Mission Effectiveness

Chart 5.1-1
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A. Successful closures is the first of two benchmarks that is used by SCCB to determine
mission effectiveness.

SCCB does not use successful closure results from any other agency or
government entity as a performance goal/benchmark. Other than for the
purpose of a comparison of its rank to other vocational rehabilitation agencies
for the blind and visually impaired, comparative data from other vocational
rehabilitation agencies does not have any substantive impact on the SCCB
business process.

Successful closures is the benchmark which represents the overall goal of the
SCCB Mission.

SCCB considers the State Liaisons of the Rehabilitation Services Administration
(RSA) as experts on the process of successfully rehabilitating individuals with
disabilities. The contact information for SCCB’s State Liaison within RSA is as
follows:

Joseph Doney
Joseph.Doney@ed.gov
(202) 245-7526

3|Page

Info Requested.”

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,
there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar





image4.jpg
B. The senior leaders who review the successful closure performance measurement are

as follows:
Senior Leader Job Title Monitoring Frequency
Felisa Masse Interim Director of Vocational Monthly
v Rehabilitation
Director of Older Blind and Monthly

Rhonda Thompson Children’s Services

Shana Robinson Director of Quality Assurance Monthly

C. Trends in performance measures are analyzed with data which is collected from the
SCCB AWARE case management system. Since FY 2012, the total number of successful
closures has been declining. A 64% counselor turnover rate in the Vocational
Rehabilitation Program was a significant factor which contributed to the reduction of
successful closures. Despite proactive recruiting efforts, several counselor caseloads
remained vacant for extended periods of time.

D. Although an individual’s participation in any SCCB program is strictly voluntary, SCCB
does have reasonable control over the service delivery process which is expected to
produce the results which will ultimately determine its mission effectiveness. Once
an individual has a plan for services, SCCB has direct control over the service delivery
process as it relates to allocation of resources such as staff availability, office
accessibility and timeliness of service delivery.

4|Page

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,
there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar
Info Requested.”
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Chart 5.1-2
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A. The total number of consumers served is the second of two benchmarks that is used
by SCCB to determine mission effectiveness.

iii.

SCCB does not use results from any other agency or government entity as a
performance goal/benchmark for total number of consumers served. Other
than for the purpose of a comparison of its rank to other vocational
rehabilitation agencies for the blind and visually, comparative data from other
vocational rehabilitation agencies does not have any substantive impact on
the SCCB business process.

The benchmark of total number of consumers served reflects SCCB’s progress
in reaching as many blind and visually impaired individuals as possible. The
number of consumers served is also reflective of overall consumer
expenditures.

SCCB considers the State Liaisons of the Rehabilitation Services Administration
(RSA) as experts on the process of serving all individuals with disabilities. The
contact information for SCCB'’s State Liaison within RSA is as follows:

Joseph Doney
Joseph.Doney@ed.gov
(202) 245-7526
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there is a template for the
Info Requested.”

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,

agency to complete for any questions which ask for the same information under the tab labeled, “Similar
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B. The senior leaders who review the performance measurement for consumer served
are as follows:

Senior Leader Job Title Monitoring Frequency
Felisa Massey Interim Director of Vocational Monthly
Rehabilitation

Rhonda Thompson | Director of Older Blind and Monthly
Children’s Services Programs

Shana Robinson Director of Quality Assurance Monthly

C. Trends in all performance measures are analyzed with data which is collected from
the SCCB’s AWARE case management system. Since FY 2012, the total number of
consumers served has been declining. A 64% counselor turnover rate in the
Vocational Rehabilitation Program was a significant factor which contributed to the

reduction in total served.

D. Although an individual’s participation in any SCCB program is strictly voluntary, SCCB
has reasonable control over the service delivery process which is expected to produce
the results which will ultimately determine its mission effectiveness. Once an
individual applies for services, SCCB has direct control over the service delivery process
as it relates to allocation of resources such as staff availability, office accessibility and

timeliness of service delivery.
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Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,
there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar

Info Requested.”





