QUALITY REVIEW

Comparison 2003/04 and 2004/05


Fayette County Community Action embraces continual improvement in all aspects and the Agency Quality Review is no exception.


Generally, the methodology for determining scores was based on the percentage each department achieved for each standard.  For example:




90 – 100%


5




80 – 89%


4




70 – 79%


3




60 – 69%


2




< 60%



1


The following is a compilation of their overall findings for the Agency as derived by averaging the results of each department’s rating.

PROJECTS





 





2004

2005
Standard 1








3.68

4.05

100% Goal Attainment 

Standard 2








3.96

3.92

100% - 6 month Goal Attainment  

Standard 3








4.29

3.63

Clients have input into programs 


Standard 4








4.52

4.05

Evidence of excellence from funders 

Standard 5








4.01

3.97

10 project files complete




Standard 6








3.54

3.80

Documentation of Interactions with other agencies




Standard 7








3.75

4.34

Follow-ups indicate positive outcomes 




2004

2005
Standard 8








4.48

4.75

Clients feel services are good  




Standard 9








4.31

4.24

Funders are pleased 

Standard 10








3.94

4.5

High productivity 









PROPERTY MANAGEMENT










         2004
           2005
Standard 11








5

   5

Work spaces clean and comfortable

Standard 12








5

4.75

Smoke and drug free work sites are maintained

Standard 13








4.88

4.88

Sites are handicapped accessible 

Standard 14








3.6

3.58

Equipment and facilities are adequate 
Standard 15








5

4.5

Location of facilities 

Standard 16








4.53

4.46

Parking is not a problem 
Standard 17








4.6

4.89

Waiting rooms and restroom are clean and comfortable 

Standard 18








4.67

4.93

Community Action is safe and free of violence 











2004

2005
Standard 19








  5

--

Supply inventories are in order 

Tenants are pleased with maintenance requests & security


 --

4.48
Standard 20








  5

--

Storage areas are organized 

FAMS Users are pleased with support hours and staff ability to



3.06

To rectify problems









   --

CUSTOMER SERVICE










       2004
           2005
Standard 21








5

  1

Customer enrollment up 5% 
Standard 22







          4.64

4.81

Telephone contact is friendly and helpful  
Standard 23







          4.66

4.87

Clients are received suitably 
Standard 24







          4.82

4.77

Clients did not wait long for service or help





Standard 25







          4.72

4.78

Staff are courteous and considerate to customers 
Standard 26








5

  5

Complaints are handled promptly and satisfactorily

Standard 27







         4.72

4.79

Clients feel good about coming to Community Action 
Standard 28







         4.69

4.86

Information is kept confidential 













           2004

2005
Standard 29








4.64

4.82

Accurate and clear information is dispensed to clients
Standard 30








4.25

4.25

Project Managers rate customer service support as good




DEVELOPMENT











2004

2005
Standard 31








  5

   1

Contract revenue up 15% 






 Standard 32








  1

   5

Fundraising revenue increased by 5%

Standard 33








  4

3.7

Clients have input into development process 

Standard 34








  5

   5

New programs and contracts increased by 10% 
Standard 35








  4

4.13

 Staff have input into the development process 

Standard 36








4.24

3.76

Project Managers feel development support is good

Standard 37








4.27

4.17

Project Managers feel public relations support is good 

Standard 38








4.35

3.96

Funders feel information is good 

Standard 39








4.65

4.75

Clients feel informational material on programs is good 











2004

2005
Standard 40

Funders are pleased with the quality of our proposals


--

4.13

FINANCE











2004

2005
Standard 41








  5

4.5

Evidence of excellence by funders of accounting system



Standard 42








  4

3.39

Project and Process Managers have necessary information

Standard 43








  5

4.17

Financial records are in order 

 Standard 44








4.3

3.82

Funders feel accounting systems are good 

Standard 45








4.5

3.82

Funders feel reports are timely 
Standard 46








5

   5

Evidence of cost containment 
CENTERS OF EXCELLENCE










          2004

2005
Standard 47

Staffing at 0% turnover 


Community Service






4

   3

Family Development






4

   4

 







                      2004
         2005
Standard 48

Staffing at 100% 

Community Service
         





4

5


Family Development






4

5

Standard 49

Staff participation at training is high 


Community Service






5

5

Family Development





           
5

5
Standard 50

0 Sick Leave  (Occurrence during year per employee)

      
Community Service






5

5


Family Development






5

5

Standard 51

Accidents at “0” incidents 

Community Service






3

0

Family Development






3

0

Standard 52








4.67

4.83

Clients feel staff are knowledgeable in job




Standard 53








4.6

4.56

Funders feel staff are knowledgeable in jobs
Standard 54










Staff meetings at least monthly 


Community Service






5

5


Family Development






5

5

Standard 55








5

5

Dress of employees is good


Standard 56








4.1

4

Project Managers feel staff is good 



Process Summaries











2004
           2005

Property Management






4.73

4.45


Customer Service






4.69

4.40


Development







4.05

3.96


Finance







4.6

4.12

Centers of Excellence


Community Service






4.44

4.13


Family Development






4.44

4.23

1
2

