DBS Standards Manual Chapter 5: Services
Revised 01/2012

5.1.5 Performance Measures
DBS considers the following questions in measuring provider performance:
· Did the provider meet the consumer's assistive technology evaluation needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to Consumer Procurement  and Client Services Contracting (CPCSC) before the new employee provided services to DBS consumers? 

· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· During the contract period, did the provider maintain the required minimum inventory of assistive technology equipment and software? 

· During the contract period, did the provider obtain the new models, upgrades, and/or versions of equipment and software within 45 calendar days of notice that the new product was available? 

· Within 30 calendar days of each new contract award, did the provider submit an updated inventory list to DBS? 

· Were all evaluations conducted with a staff-to-consumer ratio of one to one? 

· Did evaluators conduct each evaluation using a minimum of two competing products? 

· Were DBS consumers shown only products and equipment included on the most current DBS list of approved products? 

· Did evaluators follow DBS-required procedures during each evaluation? 

· Did evaluators avoid "leading" the consumer to a particular type of equipment or product? 

· Has the provider submitted all required consumer statistics worksheets to CPCSC (a) in accordance with the DBS-required schedule and (b) using the electronic format provided by DBS? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices no later than 30 calendar days following service completion? 

. . .
5.2.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet required training objectives for each consumer including 

· minimal keyboarding speed and accuracy levels; and 

· technology-related skills allowing each consumer to independently perform each task? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to CPCSC before the new employee provided services to DBS consumers? 

· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· Were standard staff-to-consumer ratios observed during the performance of all training services? 

· Were all training services performed using the DBS-established training curriculum? 

· If the curriculum was varied to accommodate the specific needs of an individual consumer, did the trainer contact the consumer's counselor for approval before the training was conducted? 

· If a problem was discovered with a consumer's equipment or hardware, did the trainer immediately contact (a) the consumer's counselor or case manager and/or (b) the EAS who conducted the consumer's consultation report? 

· Were consumers provided with a compact disc (CD) containing copies of any changes or additions to the consumer's batch, keyboard, script, set, or other configuration files at the end of their final training session? 

· Did the trainer make any recommendations or discuss recommendations regarding additional training time, equipment, or software upgrades with the consumer or in the presence of the consumer? 

· Did the trainer install any program or piece of equipment to the consumer's system without prior written approval from the consumer's counselor or case manager? 

· If consumer training continued beyond one 30-calendar-day period, did the trainer submit the required interim training reports to (a) the consumer's counselor or case manager and (b) the EAS who conducted the consumer's consultation report? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices (including required attachments such as travel logs if applicable) no later than 30 calendar days following service completion? 

. . .
5.4.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet the consumer's vocational evaluation needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to CPCSC before the new employee provided services to DBS consumers? 

· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· Were all evaluations conducted with a staff-to-consumer ratio of no more than one to three? 

· Did the provider schedule and provide the evaluation in a timely manner after receipt of the referral? 

· Were the appropriate evaluation tests and instruments used to complete each consumer's vocational evaluation? 

· Was a written vocational evaluation report (a) signed by the direct service provider and (b) submitted within 15 working days after completion of the evaluation? 

· Does each written report include the evaluator's (a) cumulative findings and (b) outcome-oriented recommendation? 

· Was a post-staffing accomplished and documented for each consumer? 

· Has the provider submitted all required consumer statistics worksheets to CPCSC (a) in accordance with the DBS-required schedule and (b) using the electronic format provided by DBS? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices (including required attachments such as travel logs if applicable) no later than 35 calendar days following service completion? 

. . .
5.5.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet the consumer's vocational adjustment training needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to CPCSC before the new employee provided services to DBS consumers? 

· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· Were each of the desired minimum outcomes (a) demonstrated by the consumer after completing vocational adjustment training and (b) supported by written documentation in the consumer case file? 

· Was all vocational adjustment training conducted with a staff-to-consumer ratio of no more than one-to-six? 

· Were all training records and activity sheets for each consumer completed and signed by the direct service provider (the trainer who actually provided the training)? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices no later than 35 calendar days following service completion? 

. . .
5.6.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet the consumer's work adjustment training needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to CPCSC before the new employee provided services to DBS consumers? 

· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· Was all work adjustment training conducted with a staff-to-consumer ratio of no more than one to six? 

· Were all training records and activity sheets for each consumer completed and signed by the direct service provider (the trainer who actually provided the training)? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices (including required attachments such as travel logs if applicable) within 35 calendar days following service completion? 
. . .

5.7.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet the consumer's job readiness training needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet toCPCSC before the new employee provided services to DBS consumers?
· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· For consumers participating in job application training: 

1. Was a data sheet developed for the consumer? 

2. Upon completion of training, was the consumer able to demonstrate the ability to use the data sheet and other prompts as needed to complete a job application? 

· For consumers participating in interviewing skills training: 

1. Were three mock interviews conducted and discussed with the consumer? 

2. Was a copy of a video or audio recording of the consumer's three mock interviews made available to the consumer upon completion of training? 

3. Upon completion of training, was the consumer able to demonstrate the skills needed to complete a successful interview? 

· For consumers participating in job-seeking skills training: 

1. Was a list of people and resources developed for the consumer to aid in his or her job search? 

2. Upon completion of training, was the consumer able to demonstrate the ability to research and develop leads? 

· For consumers participating in résumé development skills training: 

1. Was a complete and effective résumé developed for the consumer? 

2. Was the consumer provided with both a hard copy and an electronic copy of his or her résumé? 

· For consumers participating in preemployment training, 
· was the provider available to assist the consumer during the consumer's orientation to the job site? 

· For consumers participating in job retention skills training: 

1. Were appropriate job retention skills and techniques identified with the consumer? 

2. Were each of the job retention skills and techniques discussed and reviewed with the consumer? 

3. Did the provider address problems identified during the consumer's training? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices (including required attachments such as travel logs if applicable) no later than 35 days following service completion? 

. . .
5.8.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet the consumer's job placement needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to CPCSC before the new employee provided services to DBS consumers? 

· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day? 

· Did the provider make suitable employer contacts (contacts that could result in acceptable employment opportunities for DBS consumers)? 

· Did the provider notify the consumer's counselor or case manager in a timely manner when consumers (a) were scheduled for an employment interview or (b) accepted a job offer? 

· After 90 days of employment, did the provider submit a written statement to the consumer's counselor or case manager in a timely manner to verify job placement and provide all required information? 

· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices (including required attachments such as travel logs if applicable) no later than 35 calendar days following service completion? 

. . .
5.9.4 Performance Measures
DBS considers the following questions in measuring provider performance:

· Did the provider meet the consumer's diabetes education needs as requisitioned by the consumer's counselor or case manager? 

· Has the provider met DBS contract specifications? 

· Has the provider performed all contractual services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provides contract services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet toCPCSC before the new employee provided services to DBS consumers?
· If a staff member who provides contract services to DBS consumers resigned during the contract period, did the provider inform CPCSC of the staff member's resignation no later than the employee's last day?
· Has the provider adhered to DBS confidentiality standards? 

· Has the provider submitted all required reports in accordance with DBS specifications or standards? 

· Has the provider submitted fully completed invoices (including required attachments such as travel logs if applicable) no later than 35 calendar days following service completion? 

. . .

5.11.4 Performance Measures

DBS considers the following questions when measuring an O&M provider's performance:

· Did the provider meet the consumer's orientation and mobility skills training needs as described by the consumer's counselor or case manager? 

· Has the provider met all contract specifications? 

· Has the provider provided all services in a professional manner in accordance with the requirements detailed in this manual? 

· If a staff member who provided services to DBS consumers was hired during the contract period, did the provider submit a staff information sheet to CPCSC before the new employee provided services to DBS consumers? 

· If a staff member who provided services to DBS consumers resigned during the contract period, did the provider notify CPCSC no later than the employee's last day? 

· Has the provider followed DBS confidentiality standards? 

· Has the provider submitted all reports required by DBS specifications and standards? 

· Has the provider submitted complete invoices (including required attachments such as travel logs, if applicable) no later than 35 days after service completion? 

