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EXECUTIVE SUMMARY

The Department of Rehabilitation (DOR) developed the Vocational Rehabilitation Services Delivery (VRSD) model to address four significant business needs: (1) VR service delivery inefficiencies, (2) staff recruitment and retention concerns, (3) federal compliance concerns, and (4) challenges in meeting Rehabilitation Services Administration (RSA) employment outcome goals.  

In order to measure the success of the VRSD project and evaluate the performance of the VR teams, DOR established the Evaluation and Assessment (E&A) workgroup. The workgroup’s focus was on the evaluation and ongoing quality assurance of the new statewide VRSD model and its service delivery structure and its success in meeting the VRSD project’s established goals. The E&A workgroup’s primary focus was to identify the following: 

1. Best practices and provide recommendations to generate continuous improvement in the VRSD model;
2. Any potential unanticipated consequences relating to the statewide implementation of the VRSD model; and 
3. Determine whether the VRSD model structure re-design will 
a. Support the DOR’s mission and goals; and 
b. Meet established VRSD model goals and objectives.
	
To complete the evaluation, the E&A workgroup’s activities involved a wide variety of participants, including internal and external stakeholders in the planning, decision-making, issue resolution, implementation, tracking, and reporting processes related to project activities. 
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Observations and Recommendations

The VRSD model met most of its predetermined goals and objectives.

Specifically, after year one:  
· The E&A Workgroup found that the VRSD model has cultivated a team environment that supports the recruitment and retention of qualified staff.
· The majority of DOR staff is satisfied with how the team model is working.
· The VRSD model has standardized practices to provide timely, cost effective, and quality services to consumers. And finally,
· The E&A Workgroup found that during and subsequent to VRSD Team Model implementation, the DOR saw an increase in the number of outcomes. 
Presently, only one goal was not fully met:
· Although employment outcomes have increased, wages at closure have not increased. However, it was noted that promising practices have been identified, shared and put into place that may result in higher paying positions for consumers.  

Recommendations:
The E&A workgroup identified the following opportunities for improvement and recommendations for change: 

· Training – provide ongoing, recurring training for new staff on roles and responsibilities and team formation for team members. 
· Staffing – ensure consistency and clarity in team roles. Periodically conduct desk audits for team positions and revise the duty statements as needed.
· Position Allocations - Increase allocation of team positions as needed for specific impacted classifications. Consider the current allocation of Employment Coordinator (EC) positions (one per team is recommended), especially in areas where employment services and resources are scarce. 
· Succession Planning - Team Managers (TM’s) have been provided desk manuals for various positions they are tasked with supervising to assist them with staff training. 
· The skill set required for the EC position is complex, consider creating a lead EC position to maintain consistency and to implement best practices for all the district EC’s.  This would assist the DOR to support business engagement required by WIOA.
· Complete DOR Team desk audits to determine DOS team functioning, appropriateness of classifications, and need for enhanced training of DOS staff. 
· AWARE – business process changes require training and impact team functions. Streamline AWARE and provide tools to enable field staff to effectively monitor work. 
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