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Appendix A. Individual Agency Summaries 

Candeo 
 

Table  5 . 2021 Candeo Performance Summary  

  Performance Score 

  Candeo System Average Candeo System Average 

Level of Support 3.24 3.05 3 2 

Barriers to Employment 4.39 4.2 NA NA 

Engaged Toward Employment  89% 84% 3 2 

Working Toward Self-
Sufficiency 23% 34% 2 3 

Negative Disenrollment 0.00% 0.37% 4 4 

File Review 100% 98% 4 4 

Participant Satisfaction 96% 95% 4 4 

Agency Overall Performance 83% 79% 3 3 

 

Figure 1 . 2021 Candeo Participant Satisfaction by Item Error! Bookmark not defined.  
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Participant Comments (N=15) 

Services Delivered Effectively 

Just good to have a fresh perspective of somebody who knows what kind of jobs are out there 
because I have found in my own experience thatôs one of the biggest hurdles out there because 
these companies out there, they have concerns. So itôs nice to have someone who can be there 
and like [tell them] óI know you have concerns but thatôs what were here forô. 
 
They help and they respond right away. óThey make my job easierô is what I would tell them. 
 
If thereôs an incident at work... they help me with that. Theyôre working on keeping me safe. 
 
Showing me how to print my pay stubs, help me with the tests, and stuff. They read the test if I 
need help and make sure I understand it. 
 
Well, they check up on me to see how Iôm doing, and they talk with my manager.  

 
When I first started, they helped me make a resume and get me started. 
 
Itôs helpful and supportive. Like if Iôm not feeling good, if I need to go to the hospital, theyôre 
there. 
 
They always do a really good job when helping me. Making sure that I do the job right and 
making sure everythingôs okay at work and trying to figure out whatôs best for me. 

 
 

Positive Relationships with Agency or Staff 

[I would say] that they are good to work with, and that they are very helpful, and that they have 
good attitudes when they work with their clients. 
 
Theyôre really nice, friendly, people 
 
Well, they do a very good job. Theyôre nice people and they have good service. I just like that I 
have a nice job at [BUSINESS NAME] and they help me very much and they help me a lot. 
 
They treat me really nice and respect me. Theyôre really sweet. 
 
 
Theyôre friendly on how they approach me and how they react. When they come to [MY PLACE 
OF BUSINESS] they seem to smile and are happy to work with me. They are never upset or 
unhappy. They have a good attitude and are very supportive as well. 
 
Theyôre always conscious of my time. They always make sure that when we meet itôs a good 
time for me. Theyôre just very professional and thatôs the best way to put it, I think. 

 
Positive Impact of Services 
 

[My job coach] has been with Candeo for a long time. [He] helped me with applying and getting 
a job. He helped me take time off when I needed it. My staff helped me last year so I could take 
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time off last December. 
 
They helped me learné learning and being patient with other workers and other guests at the 
same time. Observing and listening and communicating too. 

 

Suggestions for Improvement and Unmet Needs 
 
Maybe the job coach. Not having her be on my [case] so much. Like telling us how to do our job 
when I already know our job. Sometimes she says I want another job when I donôt. 
 
I would want [to] change possibly the people I work with too. I just met the guy.  
They want me to go to the workshop at [BUSINESS NAME], I think. I donôt want to do that. 
Because I donôt get anything out of it, I donôt think. And I donôt really want to be there. 

 
When we were setting up job employment, the meeting [was] quick and they told me what to do. 
Them following through with that is a different story. Iôve been waiting for these job services for 
about two years now and I still am not working. 
 
There are times that I have to just keep reaching out to get things done when they should be 
getting in contact with me. My other job coach went to a different place and I called my site 
manager and I have been waiting on this for literally two years. 
 
We did all the job-shadowing, and they take in consideration my mental [needs] and interests 
but they do drop the ball with communication and following through. 
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EasterSeals 
 

Table 6 . 2021 EasterSeals  Performance Summary  

  Performance Score 

  EasterSeals System Average EasterSeals System Average 

Level of Support 2.77 3.05 2 2 

Barriers to Employment 4.02 4.2 NA NA 

Engaged Toward Employment  83% 84% 2 2 

Working Toward Self-
Sufficiency 45% 34% 4 3 

Negative Disenrollment 0.46% 0.37% 4 4 

File Review 98% 98% 4 4 

Participant Satisfaction 91% 95% 3 4 

Agency Overall Performance 79% 79% 3 3 

 
Figure 2 . 2021 EasterSeals Participant Satisfaction by Item Error! Bookmark not 

defined.  
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Participant Comments (N=15) 

Services Delivered Effectively 

They can easily help you find the proper training for the employment you want and help you 

through the interview, prepare you for work and what to expect on the job.  

I actually sat at a table with them and the boss at Easter Seals. They asked me what I wanted to 

do about my services. They check in with me, like [what] I wanted. And I called and [they did] 

help me with applications.  

They always, always, put their clients first. When it comes to the clients and the jobs they want, 

and if the job isnôt a good fit, they can always go back to square one and look for a new job that 

fits. And they can always go back to looking for a new [job] for a client at a different place.  

When I was looking for a job, they asked me what kind of kitchen jobs I wanted. And I said I 

wanted to work at a [BUSINESS NAME], and he got me an interview at one.  

Positive Relationships with Agency or Staff 

They treat me like an average person. They donôt do anything mean. They respected my 

boundaries and who I am.  

I would say that if youôre having [trouble] funding employment, Easter Seals would be willing to 

help anyone. At least thatôs my view on it. They let you be you. And if ever you need anything 

from anyone, theyôre always there for me when I need it so thereôs no reason they wouldnôt be 

there for anyone else, in my opinion.  

Whenever there is a situation, they listen and they donôt pry into it but they try to help, which I 

really appreciate.  

They always ask me how my dayôs been and how workôs been going and if thereôs any issues 

with work and Iôll just have a talk with them about it. And they [go] off to talk with my boss and 

get us on the right page as far as whatôs been going on.  

Positive Impacts of Services  

It really helps me because in some situations, that can be a bit stressful, they help me find ways 

to manage the stress or find other options. [They] help me realize I can do the important tasks 

first and not worry about everything that needs done.  

Mom and dad enrolled me because they thought it would be a good support group and it 

helped. It was much more than the support group I expected. Help with activities and daily living 

not just being around other people with [disabilities].  

Basically, plan ahead if the weather looks bad or how to handle situations with unruly 

passengers or people who are having a bad day. How to handle stressful situations in a positive 

way.  
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Suggestions for Improvement and Unmet Needs 

They say they will get back to you in 24 hours but make you wait three days. They put us on the 

backburner which is wrong because they work for them not the other way around. We donôt 

work for them.  

Seems like the staff donôt care about the clientsô attitudes, just want us to walk around and act 

all nice, like children.  

We donôt know where to call.  

They were supposed to visit work yesterday but didnôt. I donôt remember their name. 

I would have people check in with me a bit more often. Right now they are strapped for people 

and I havenôt heard from my job coach in a while. Itôd be nice if someone could check in more 

regularly to make sure things that might be bothering me donôt become problems. 

Depends on the situation. If they get treated like I get treated then no, if they get treated with 

respect then maybe. It all depends on the situation. 

They have to schedule social things so they donôt interfere with jobs. 

When a client calls them, the client expects the staff to call back immediately. I always say 

ASAP when I call them. If they call clients when clients call them, clients will be more positive.   
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Goodwill 
Table 7 . 2021 Goodwill Performance Summary  

  Performance Score 

  Goodwill System Average Goodwill System Average 

Level of Support 3.21 3.05 3 2 

Barriers to Employment 4.77 4.2 NA NA 

Engaged Toward Employment  76% 84% 2 2 

Working Toward Self-
Sufficiency 32% 34% 3 3 

Negative Disenrollment 1% 0.37% 3 4 

File Review 96% 98% 4 4 

Participant Satisfaction 93% 95% 3 4 

Agency Overall Performance 75% 79% 3 3 

 

 
Figure 3 . 2021 Goodwill Participant Satisfaction by Item Error! Bookmark not 

defined.  
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Participant Comments (N=15) 

Services Delivered Effectively 

I go to the day program [during the week], and they are good at telling me what the schedule is 

and what is for lunch, letting me know what is going on and what to expect.  

Yeah, we made a plan together: making sure [Iôm] concentrating during work and being 

respectful, professional. I do a pretty good job of that too.  

They gave me advice and they are good about following up with me if I have questions. Or if 

they have time, theyôll answer questions and come help me at work. My goals are making sure I 

get to work on time and look presentable and not call-in last minute if I need work off because 

Iôm sick or canôt make it into work.  

When I worked at [BUSINESS NAME], they helped me when I had to take my classes, and 

stuff, they helped with that. My job now Iôm rolling silverware and they help me when I first get 

there. He helps me clock in and then gets my stuff for me and then when Iôm done rolling they 

help put the silverware into the bucket and when Iôm done working they help clock me out.  

Positive Relationships with Agency or Staff 

They are very helpful. If I need help, they help with my schedule and theyôre willing to work with 

me and help me change my hours, help me put the new hours in. Or if I need to go in early, they 

help me get the hours with my manager.  

Well, theyôre always truthful and honest and they aways call me when theyôre coming in. I think 

theyôre really nice people and they know what theyôre doing with mentally handicapped people, 

people with disabilities.  

When my worker, [Staff], he doesnôt talk too fast, and I understand them really well and theyôre 

really nice. And if I tell them I donôt understand them, theyôll repeat it.  

Well, they respect me, and they treat me like a regular person. And if I do something wrong, 

they tell me what I did wrong and how to do it the right way. Just love and compassion and 

understanding.  

They need to go get a job there and Goodwillôs real nice. Theyôre real nice people to get along 

with. I like working with Goodwill and my job coach.  

Positive Impacts of Services  

If it wasnôt for Goodwill, I wouldnôt have my job. When my job coach is there, we talk and he 

keeps me informed and helps me when I need help.  

I just keep doing what Iôm doing, keep working, keep doing better. The more I do on my own, 

the better. 

Employment needs: do whatôs expected of me, whatever they need me to get done, just do it. 

Do by the rules, like if I want to get time off, two weeksô notice. Following the rules and being 
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treated like everyone else. The boss mentioned since he started that when heôd seen what Iôd 

done that I needed the least assistance and that was another plus.  

Goodwill prepared me for my job by helping me get it and keep it.  

Suggestions for Improvement and Unmet Needs 

[It] would be nice to meet with them. [I] only met with them once in my life and I had my job for a 

year. 

They make you wait, and they donôt respond.  

[The participant worked with Goodwill for four or five years, he thinks. Has a job coach but canôt 

remember his name and said that they donôt contact each other. He said his job coach just 

shows up at his work.] 

They could come by and visit me at work more often. 
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HOPE 

 
Table 8 . 2021 Hope Performance Summary  

  Performance Score 

  HOPE System Average HOPE System Average 

Level of Support 2.77 3.05 2 2 

Barriers to Employment 1.46 4.2 NA NA 

Engaged Toward Employment  83% 84% 2 2 

Working Toward Self-
Sufficiency 43% 34% 4 3 

Negative Disenrollment 0.00% 0.37% 4 4 

File Review 98% 98% 4 4 

Participant Satisfaction 96% 95% 4 4 

Agency Overall Performance 83% 79% 3 3 

 
Figure 4 . 2021 Hope Participant Satisfaction by Item Error! Bookmark not defined.  
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Participant Comments (N=13)1 

Services Delivered Effectively 

[My job coach] is helping me do better now [when starting a new job]. She helped me get 
prepared for interviews and the questions and stuff. I get nervous I'll say something wrong, and 
they won't hire me. 
 
They helped me find a job and they helped me get it. They helped me look for a job and helped 
me apply for it. 
 
I like that I'm able to get done what I need, like my employment, and they're helping me with my 
finances. If I have something that I need that involves insurance and medical, like if ... I need to 
know [if it will be covered], they will help me. 
 
When I had an emergency appointment last year one of my providers went above and beyond 
to get me there and move their schedule around to help me. 
 
They were really good at helping me out. They would call me a lot and were supportive. When I 
first started with them, they would come to my house a lot and recommend jobs and they would 
just help me look for jobs. They've been really great with helping me out at work if I have 
problems basically just been really great with helping me. 

 

Positive Relationships with Agency or Staff 

I like that I can have someone I can talk to about work stuff. [My job coach] helped me get more 
hours because they cut everybody's hours after Christmas.  
 
I spoke with [my job coach] last week. She gets back to me quickly when I have problems. I had 
problems with my ride last week and she helped. 
 
 [My new job coach] is really nice and listens. 
 
There would be nothing I would change. They're very nice people to work with so I wouldn't 
change anything. 
 
They listen to my ideas, listen to my goals. 
 
They're very nice people. They just watch me, watch what I do. And if I have a question about 
[work] then I ask them or my boss. 
 
They're really nice people and they keep you on task and theyôre kind and they help you out. 
They're all nice people as far as I'm concerned. 
 
[My job coach] is very good with if you need something she'll answer the phone because she'll 
talk with you and help [you] calm down. I always call her because she always answers the 
phone. I know sheôs human but sometimes I wonder. She's just a great person.  

 

1 Interviewers were not able to reach the 15 -participant goal for completion, so only 13 interviews were completed for HOPE  
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They're very helpful. Theyôre a really great group of people to work with. 
 
They always give me honest feedback of how they think I'm doing at work. They always treat 
me well and like I'm an adult. 

 
Positive Impact of Services 

 
At the beginning [they helped me] write a resume, decide what areas to work in, find a job, 
practice interviewing. Once [I] got the job, [my job coach] would come once a week and talk to 
the boss. They come less often [now] because Iôm doing good. 

 

Suggestions for Improvement and Unmet Needs  

No comments fit the definition for Suggestions for Improvement and Unmet Needs category   
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Link 

 
Table  9 . 2021 Link Performance Summary  

  Performance Score 

  Link System Average Link System Average 

Level of Support 3.27 3.05 3 2 

Barriers to Employment 5.56 4.2 NA NA 

Engaged Toward Employment  90% 84% 3 2 

Working Toward Self-
Sufficiency 22% 34% 2 3 

Negative Disenrollment 0.00% 0.37% 4 4 

File Review 100% 98% 4 4 

Participant Satisfaction 98% 95% 4 4 

Agency Overall Performance 83% 79% 3 3 

 
Figure 5 . 2021 Link Participant Satisfaction by Item Error! Bookmark not defined.  
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Participant Comments (N=15) 

Services delivered effectively 

[Before my first day of work] they helped address my needs and talked to the resource 
manager. 
 
They helped me to get a job and keep it.  
 
They helped me find a job and they helped me with applications. 
 
We ride the bus. We worked on interviews. With [my job coach] we had to do the computer and 
stack groceries and [learn] what goes in sacks and stuff then I really got trained by cashiers. 

 

Positive Relationships with Agency or Staff 

They have excellent mentors. 
 
Communicationé They're supportive, keep me on track. 
 
They're very helpful. [They] can help you find a job, help you prepare. 
 
I like working with [my job coach] because he helps me look for a job out in the community. 
Other staff help me with other things too. He would tell me like to practice my interviews and 
what to say in interviews about school and stuff. 
 
They help me real good. They see if I can do betterédo stuff by myself every day. 
 
They have great help. And they take care of you excellently. 
 
They listen to me, and they give feedback to me. And if I'm having a good day or bad day, they 
cheer me up if I'm having a bad day. 
 
They like give me space when I need it. They help me when I need it. 
 
They treat us equally like nice and stuff like that. We treat them nice, and they treat us like really 
respectful. 

 

Positive Impact of Services 
 

Nothing. I wouldn't change [anything]. Itôs perfect the way I like it. I love Link. Ever since I came, 
they help me do things on my own. There was no help in [another MHDS Region]. [I found] Link 
about 10 months ago. 
 
My goal was to get a job, which I did, and to keep the job, which I have been. 

 

Suggestions for Improvement and Unmet Needs 
 

Sometimes I want to get mad at them and I have a job coach and I want to talk to them, but I get 
that they're under-staffed. Sometimes I need job coaches and sometimes I need to talk to 
somebody right away and sometimes itôs hard to do that at work.  
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Appendix B: Employment Barriers Definitions  

 

 
 Measure to assess the number and types of barriers to employment  

 Child Care :  requires access to child care in order to participate in training or employment 

program and this child care cannot be provided by the immediate family  

 Criminal Background:  convicted of three or more misdemeanors, a serious misdemeanor or 

any felony.  

 Education :  did not graduate from regular high school  or has a specia l education certificate  

 Financial Disincentive :  recipient of public financial assistance (AFDC, GA, Unemployment 

Comp) or disability benefits (SSI, SSDI, Workerõs Comp, or private insurance) 

 Homelessness/Lack of Stable Housing :  homeless or risk of ho meless is defined as living on 

street, in shelter or living with someone else, but not paying rent {This does not include 

individuals living with family members} or considered a temporary situation.  Lack of stable 

housing is person who has moved more than  twice in a yearõs period.   

 Limited Work History :  has never held a (one) competitive job for at least six months (does not 

include facility - based, enclave, or non - paid employment).  

 Paid Living Assistance :  receives Supported Community Living (SCL) or other residential 

services; support services such as homemaker, meals on wheels (MoW), or CDAC for any 

combination of services for at least 40 hours per month.  Use current hours (for MoW, each 

unit will equal 1 hour) authorized to determine.  If the individual lives with their guardian and 

would require SCL if the guardian was not present, determine the number of hours of support 

& count toward paid living assistance hours.  

 Transportation :  not travel independently and/or reliant on public trans portation.  

 Work Limited :  individuals with a chronic physical condition who are (a) unable to work at 

least 30 hours a week, or (b) regularly require personal care assistance on the job, or (c) 

require adaptations to the job (such as special equipment n ot including aids used outside of 

work)  

Note:  Consumer barriers are identified at program acceptance and not updated.  

Measure:  Average number of consumer barriers  
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Appendix C. File Review form 
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