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1.4 Centers for Independent Living (CIL)

(Revised 02/11)

Applicable Standards

1-0120

DARS DRS awards grants to centers for independent living to provide independent living services within an established geographic area. To receive DARS DRS funding, the center must be in compliance with its DARS CIL contract; the standards in Chapter 7: Program and Grant Standards for Centers for Independent Living; and the following sections of this chapter:
· 1.6 Monitoring Process 

· 1.9 Consumers 

· Allegations or Incidents of Abuse, Exploitation, or Neglect of Persons with Disabilities, 

· DARS DRS Service Number; 

· 1.12 Environmental Standards 

· Accessibility, 

· Safety Program Description. 

…

1.13 Program Evaluation
(Revised 02/11)

This section applies to all CRP providers.

Evaluation Method

1-0650

Each provider must have an ongoing self-evaluation system designed to assess the effectiveness of services provided to consumers. The system should measure outcomes against pre-established goals. Because of the variety of services provided by providers, the method of evaluation is left to the discretion of the provider but must, at a minimum, include the following.

Program Goals

Statements of whom the program serves, what services it offers, and what the program is designed to accomplish.

Service Objectives

Service objectives are the objectives for each service, stated in terms of measurable outcomes and consistent with the program goals.

Outcomes

Outcomes refer to the extent to which each service objective is achieved, including the criteria against which actual performance is measured.

Measures

Measures are stated in general terms and explain how outcomes are to be achieved.

Consumer Satisfaction

(Revised 09/11)

Consumer satisfaction measures input from consumers about benefits received from services.

Each CRP may develop its own survey instrument and procedure. However, at a minimum, the survey instrument must include the following prompt:

Using the Likert scale in the table below, rate the following statements:

A. I was treated in a friendly, caring, and respectful manner by the staff of [insert provider name]. 

B. Services were provided in a timely manner. 

C. The services met my needs. 

D. I was satisfied with the services provided. 

	Likert Scale

	1
	Strongly disagree

	2
	Disagree

	3
	Neither agree nor disagree

	4
	Agree

	5
	Strongly agree


All consumers, both successful and unsuccessful, must be given the opportunity to respond.

The provider must calculate an average consumer rating on the Likert Scale for each of the four required questions.

CRPs must provide the results of the consumer satisfaction portion of the self-evaluation to the CRP liaison counselor by December 31 each year, beginning December 31, 2012.

CILs must provide the results of the consumer satisfaction portion of the self-evaluation to the DARS grant manager no later than 30 days after the end of the grant period, beginning with the grant period ending August 31, 2012. 

System Review

The system review is an organized procedure for regularly monitoring the evaluation system's effectiveness. It enables the provider to review, update, and/or improve the effectiveness of services.


