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Redesignation Activities and Sources of Information 

 
The NH Department of Health and Human Services, Bureau of Developmental Services Regional 
Governance Audit for Community Crossroads – Summer 2016 

 
The NH Department of Health and Human Services, Bureau of Developmental Services Regional 
Governance Audit 2016 Statewide Tally 
 
The NH Department of Health and Human Services, Bureau of Developmental Services Redesignation 
Activities, Findings and Observations, April 2017, including summaries for the following: 
 

 

 Area Agency Financial Condition 
 

 Compliance with Rights Health and Safety Requirements, Complaint Investigations 
 

 Compliance with Program Certification Requirements 
 

 Compliance with In-Home Supports Requirements 
 

 Compliance with Family Centered Early Supports and Services Program Requirements 
 

 Compliance with Medication Administration Requirements 
 

 Developmental Disabilities and Acquired Brain Disorders Waiver Record Review/Service 
Review Audit findings 
 

 Compliance with Employment Supports Requirements 
 

 Comments from the Individuals and Self-Advocates Forum 
 

 Comments from the Family and Guardian Forum 
 

 Comments from the Family and Guardian Redesignation Survey 
 

 Summary of Results of the Redesignation Family and Guardian Survey 
 

 Summary of Results of the Redesignation Provider Survey 
 

 Community Outreach  
 
Attachments, including: 
 

 The NH Department of Health and Human Services, Bureau of Developmental Services 
Developmental Disabilities and Acquired Brain Disorder Waiver Record Review / Service 
Review Audit Findings, Community Crossroads, February 27, 2015 
 

 The NH Department of Health and Human Services, Bureau of Developmental Services AA10 
Audit Response, March 10, 2015 
 

 The NH Department of Health and Human Services, Bureau of Developmental Services, ABD-
DD Audit Update, June 30, 2015 
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 The NH Department of Health and Human Services, Office of Program Support, Compliance 
with DHHS Program Certification Requirements, Calendar Years 2015 & 2016 
 

 The NH Department of Health and Human Services, Bureau of Developmental Services 
Employment Data Trend Reports June 2013, June 2014, June 2015, June 2016 
 

 Developmental Services System Annual Report of Financial Condition for FY2014 with Five-
Year Financial Trend Analysis 
 

 The NH Department of Health and Human Services, Bureau of Developmental Services Family 
and Guardian Survey, October 2016 
 

 The NH Department of Health and Human Services, Bureau of Developmental Services Provider 
Survey, October 2016 
 

 Region 10 – In-Home Support Review 



Community Crossroads
Redesignation April 2017

Indicator Citation Substantially Met Met Needs Improvement Other Recommendations/Best Practices/Comments

Current Board Composition 171A:18; 
He-M 505.03(m) 1

75% consumer membership (8/12). Though an uneven number, the BOD did successfully 
recruit and accept a 13th member several months ago, but she was unable to begin her 
tenure on the board until October 2016.

Executive Director Qualifications 171A:18;  
He-M 505.03(q) 1

Current AA/BOD bylaws He-M 505.03 (h) 1

Current Board polices and procedures He-M-505.03(e) 1

Current Area Plan and any amendments     171A:18; 
He-M 505.03(t)(u) 1 Last year's plan was rated as Substantially Met, and the BOD has approved a new plan as 

of July 1, 2016 which also shows excellent planning and stakeholder involvement.

Last 12 months of BOD minutes 1 Agendas well planned to include review of goals/outcomes of the strategic plan
Human Rights Committee                                                                                                  
a. Committee Members                                                                             
b. Agendas for past 12 months                                                                    
c. Meeting Minutes for Past 12 months                  

RSA 171 A:17 1 The HRC meets 2X year, but a Behavioral Review Committee (BRC) meets regularly to 
perform the ongoing tasks of actually reviewing the behavioral support plans

How does the BOD involve itself in assuring that consumers, the 
regional Family Support Council, the general public residing in 
the area and generic service agencies are involved in the planning 
and provision of and satisfaction with services for individuals 
with developmental disabilities and acquired brain disorders?   
Please describe your process for capturing feedback and input 
from individuals, families and other stakeholders.

171A:18, 
He-M 505.03(u); 
He-M 505.08(f)

1
The AA continues to grow in their quality assurance and improvement capacity, and it is 
clear this occurs also at the Board level. In the past year, the agency also utilized a LEND 
trainee as part of their outreach to stakeholders.

How does the area agency communicate to its provider agencies 
information concerning changes in policy, funding, or statewide 
issues such as quality initiatives, audit results, etc.

He-M 505.03(ac); 
He-M 505.08(e)(6) 1

Level of communication effort remains excellent. LEND trainee received input that 
providers believe in the importance to the quarterly provider meetings, and that there is a 
great and open level of communication.

What are the area agency’s ongoing quality assurance activities, 
especially concerning measuring outcomes relative to the Area 
Plan?

He-M 505.08(e)(5) 1
This is real strength for the agency. Regular meetings addressing QA needs with both 
internal and external QA groups. Director of QA is a management level position, and she 
is involved in all areas of quality assessment and improvement.

What steps has to agency taken to be prepared to ensure that 
people with Limited English Proficiency (LEP) have meaningful 
access to its programs?  

(Contract, Exhibit A, 
Amendment 1: 3.1) 
(Contract Exhibit C, 
Amendment 1: 17.)

1

Follow Up to Governance Desk Audit: Area Plan 171A:18; 
He-M 505.03(t)(u) 1 The agency had met or exceeded expectations in all areas; there was no need for a 

corrective action plan.

Follow Up to Governance Desk Audit: eliciting information about 
satisfaction with services

171A:18, 
He-M 505.03(u); 
He-M 505.08(f)

1 The agency had met or exceeded expectations in all areas; there was no need for a 
corrective action plan.

Follow Up to Governance Desk Audit: Ongoing QA activities, 
especially concerning the Area Plan He-M 505.08(e)(5) 1 The agency had met or exceeded expectations in all areas; there was no need for a 

corrective action plan.

Community Crossroads - Regional Governance Audit: Completed Summer 2016. Findings were as follows: 

Follow-Up to Regional Governance Audit:  Completed Summer 2016

Page 1 of 4
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National Core Indicators [NCI]: The contractor shall timely enter 
information into the Online Data Entry Survey Application 
[ODESA] and work with BDS staff to assist the scheduling of 
interviews for NCI surveys in a timely basis

Contract: Exhibit A, 
Amendment 1: 2.1 1

Family Centered Early Supports and Services [FCESS]: The 
contractor shall collect and enter all required information into the 
FCESS Case Management System

Contract: Exhibit A, 
Amendment 1: 2.2 1

Supports Intensity Scale [SIS]: The contractor shall work with the 
designated SIS interviewers from Community Supports Network, 
Inc. to facilitate the completion of the regional SIS assessments. 
The Contractor shall insure that the regional service coordinators 
use the results of the SIS evaluations in conducting service 
planning meetings and creating Individual Service Agreements.  
The Contractor shall also use the results of the SIS assessments 
for creating individual budget proposals. 

Contract: Exhibit A, 
Amendment 1: 2.3 1

Health Risk Screening Tool [HRST]: The contractor shall ensure 
that the appropriate staff receive the necessary training, obtains 
and enters the required information into the HRST database, and 
uses the results of the screening to assist individuals to access 
needed medical care. 

Contract: Exhibit A, 
Amendment 1: 2.4 1

START: The contractor shall provide financial support for 
regional START Coordinator[s] and insure that the coordinator[s] 
participate in all activities required under the START service 
model. 

Contract: Exhibit A, 
Amendment 1: 2.5 1

Risk Management: The contractor shall establish a local risk 
management Committee [RMC] as recommended by SB 112 
[2009], and adopt policy and practice statements regarding the 
operations of this Committee.  A representative of the local RMC 
shall participate in the meetings of the Statewide Risk 
Management Committee. The local RMC shall seek input from 
the Statewide RMC before finalizing the risk management plans. 

Contract: Exhibit A, 
Amendment 1: 2.6 1

Wait List Registry: The contractor shall obtain and enter the 
required information into the Wait List Registry on a timely basis 
to document the need for funding and services for those who are 
currently waiting for funding and those who will need funds 
during the next five fiscal years. The contractor shall also ensure 
that follow-up information, such as actual start date of services for 
individuals is obtained and entered into the database on a timely 
basis

Contract: Exhibit A, 
Amendment 1: 2.7 1

Redesignation Activities:  Completed between September 2016 and March 2017

Review of Area Agency Contract Requirements
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Employment Data System [EDS]: The contractor shall obtain and 
enter all of the required information into the EDS on a timely 
basis to facilitate the creation of regional and statewide 
employment reports.  In addition, the Contractor shall insure that 
follow up information, such as job-end-date or any changes in 
hours worked or wages earned is obtained and entered into the 
database on a timely basis.  The contractor shall require its 
subcontract agencies for employment or day services to comply 
with these EDS expectations. 

Contract: Exhibit A, 
Amendment 1: 2.8 1

Budget Tracking System [BTS]: The contractor shall obtain and 
enter all required information into the BTS for BDS review and 
obtain the necessary approvals [such as certification or Medicaid 
Waiver prior approvals] before providing services or submitting 
claims/requests for payments. 

Contract: Exhibit A, 
Amendment 1: 2.9 1 BTS utilization and timeliness is an area of significant strength for the area agency.

NHLeads: for an accurate unduplicated count to be generated 
from NHLeads for individuals over the age of three, the 
contractor shall maintain and enter attendance records in the 
Service Capture/Billing section of NHLeads.  For services that are 
non-billable, a single service entry per month shall suffice to show 
that an individual was served during that month.  

Contract: Exhibit A, 
Amendment 1: 2.10 1

Financial Requirement: On a monthly basis, the Contractor shall 
submit to the State the Contractor's Balance Sheet, Summary of 
Revenues and Expenditures and the Agreement's SFY 2016 
approved budget to actual analysis. These documents shall be 
submitted within 30 days of the preceding month's end

Contract: Exhibit B, 
Amendment 1: 3.1.2.1 1

On a Quarterly basis, the Contractor shall submit to the State the 
Contractor's Balance Sheet, Summary of Revenues and 
Expenditures, a statistical report, and program reports as 
prescribed by the State for the preceding quarter. These reports 
shall be submitted within 30 days of the preceding quarter's end. 

Contract: Exhibit B, 
Amendment 1: 3.1.2.2 1

On a Quarterly basis, for entities which are controlled by, under 
common ownership with, or an affiliate of, or a related party to 
the Contractor, the Contractor shall submit to the State a 
Summary of Revenues and Expenditures and a Balance Sheet. 
These reports shall be submitted within 30 days of the preceding 
quarter's end. 

Contract: Exhibit B, 
Amendment 1: 3.1.2.3 1

The Contractor shall submit an annual audit to the Department 
within 60 days after the close of the agency fiscal year.  

Contract: Exhibit C, 
Special Provisions: 9.0 1

Page 3 of 4
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Compliance with Administrative Rules: Rights, Health and Safety He-M 202; He-M 310 1 See Summary of Redesignation Activities, Findings and Observations

Compliance with Administrative Rules: Program Certification He-M 1001; He-M 
507 1 See Summary of Redesignation Activities, Findings and Observations and Attachment: 

Certification Statistics for CY 2014 and 2015.
Compliance with Administrative Rules: Family Centered Early 
Supports and Services He-M 510 1 See Summary of Redesignation Activities, Findings and Observations

Compliance with Administrative Rules: Medication 
Administration He-M 1201 1

See Summary of Redesignation Activities, Findings and Observations. The area agency 
does an exceptional job in their reporting and analysis of medication errors, and follows 
up where needed with specific of general med training.

Developmental Disabilities and Acquired Brain Disorder Waiver 
Record/Service Review Audits

He-M 503
He-M 522 1

Compliance with Administrative Rules: Employment Supports He-M 518 1

Analysis of Area Agency Financial Condition DHHS Audit Unit 1

Redesignation Forum: Individuals and Self Advocates He-M 505.08(f) 1 See Summary of Redesignation Activities, Findings and Observations
Redesignation Forum: Parents and Guardians He-M 505.08(f) 1 See Summary of Redesignation Activities, Findings and Observations

Redesignation Survey: Parents and Guardians He-M 505.08(f) 1 See Summary of Redesignation Activities, Findings and Observations, and Attachment: 
Survey Monkey Results

Redesignation Survey: Provider Agencies He-M 505.08(f) 1 See Summary of Redesignation Activities, Findings and Observations and Attachment: 
Survey Monkey Results

Developmental Disabilities and Acquired Brain Disorder Waiver 
Record/Service Review Audits He-M 503 1

Review of Area Agency Compliance with Administrative Rules

Redesignation Surveys and Forums

Review of Area Agency Financial Condition
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New Hampshire Department of Health and Human Services

Bureau of Developmental Services

Regional Governance Audits 2016 - STATEWIDE TALLY

Question

#
Indicator Rule citation

Substantially 

Met
Met

Needs 

Improvement

1
Current Board Composition 171A:18; 

He-M 505.03(m)
4 5 1

2
Executive Director Qualifications   171A:18;  

He-M 505.03(q)
0 10 0

3 Current AA/BOD bylaws He-M 505.03 (h) 0 10 0

4 Current Board polices and procedures HeM-505.03(e) 0 10 0

5 Current Area Plan and any amendments     
171A:18; 

He-M 505.03(t)(u)
6 3 1

6 Last 12 mos of BOD minutes 1 9 0

7

Human Rights Committee                                                                                                  

a. Committee Members                                                                             

b. Agendas for past 12 months                                                                    

c. Meeting Minutes for Past 12 months                  

RSA 171 A:17 3 7 0

8

How does the BOD involve itself in assuring that consumers, the 

regional Family Support Council, the general public residing in the 

area and generic service agencies are involved in the planning 

and provision of and satisfaction with services for individuals with 

developmental disabilities and acquired brain disorders?   Please 

describe your process for capturing feedback and input from 

individuals, families and other stakeholders.

171A:18, 

He-M 505.03(u); 

He-M 505.08(f)

3 6 1

9

How does the area agency communicate to its provider agencies 

information concerning changes in policy, funding, or statewide 

issues such as quality initiatives, audit results, etc.

He-M 505.03(ac); 

He-M 505.08(e)(6)
3 7 0

10

What are the area agency’s ongoing quality assurance activities, 

especially concerning measuring outcomes relative to the Area 

Plan?

He-M 505.08(e)(5) 2 7 1

11

What steps has to agency taken to be prepared to ensure that 

people with Limited English Proficiency (LEP) have meaningful 

access to its programs?  

(Contract, Exhibit A, 

Amendment 1: 3.1) 

(Contract Exhibit C, 

Amendment 1: 17.)

1 9 0
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Summary of Redesignation Activities, Findings, and Observations 

 
 

 
The NH Department of Health and Human Services 

Bureau of Developmental Services  
Regional Governance Audit for Community Crossroads – Summer 2016 

 
Please refer to The NH Department of Health and Human Services, Bureau of Developmental Services 
Regional Governance Audit for Community Crossroads – Summer 2016, and the NH Department of 
Health and Human Services, Bureau of Developmental Services Regional Governance Audit 2016 
Statewide Tally. 

 
In the annual Governance Audit of Summer 2016, which measures compliance with 11 indicators found 
in RSA 171A and He-M 505, Community Crossroads distinguished themselves by being rated as 
“Substantially Met” in six (6) of the categories, with the other five (5) being “Met.”  This is an 
improvement over 2015 (the first year of the audit) when the agency was rated “Substantially Met” in 
four (4) categories and seven (7) as “Met.”   

 
The agency is consistently rated among the highest in the state (“Substantially Met”) in the areas of: 

 
 Board of Director composition (75% consumer representation);  

 
 An outstanding Area Plan which was developed with a broad range of stakeholder representation; 

 
 Board of Directors’ Meeting minutes which show consistent review of goals and outcomes 

relative to the Area Plan;  
 

 Quality Assurance and Improvement;  
 

 Level of Communication with stakeholders; and  
 

 Ongoing Quality Assurance activities. 
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Area Agency Financial Management 

Five – Year Trend Analysis 
DHHS Audit Unit 

Prepared August 2016 
(With additional information supplied by a DHHS auditor through December 2016) 

 
Please refer to the NH Department of Health and Human Services, Developmental Services System 
Annual Report of Financial Condition for FY 2014 with Five – Year Trend Analysis, August 2015. 
 

 6/30/12 6/30/13 6/30/14 6/30/15 6/30/16 
Current Ratio 1.34:1 1.31:1 1.55:1 1.61:1 1.66:1 

 
The current ratio is an indication of a firm's liquidity.  Liquidity refers to the entity's ability to maintain 
sufficient liquid assets, such as cash and account receivable, to meet its short term obligations.  Although 
current ratios vary from industry to industry, DHHS contract performance standards require the 
Contractor to maintain a minimum current ratio of 1.5:1, with a 10% variance allowed.  
 
The average of Community Crossroads current ratio over the last five years is 1.49:1.  Since June 30, 
2013 the agency’s ratio has been increasing. 
 

 6/30/12 6/30/13 6/30/14 6/30/15 6/30/16 
Days of cash on hand 
based on 365 days 35.4 59.6 51 46 28.7 

 
The days of cash on hand ratio represents the number of days of operating expenses that an entity could 
pay with its current cash available.  A minimum targeted outcome should be 30 days.  Community 
Crossroads has averaged 44 days of cash over the last five years.   
 
The June 30, 2016 ratio has decreased to 28.7.  However, the December 31, 2016 shows that the 
Agency’s cash on hand has increased back up to 43 days.  Although the December 2016 is outside of the 
Redesignation period, this information is offered to inform the agency of the most recent data available. 
 
Community Crossroads is required to submit monthly financial information to BDS.  
 

 The comparative analysis of DDAA Surplus (Deficit) for the past five (5) years indicates the 
agency has operated with a surplus;  

 
 The profit and loss statement for December 31, 2016 submitted by the agency indicated a 

$384,484 deficit.  Although the December 2016 is outside of the Redesignation period, this 
information is offered to inform the agency of the most recent data available.  (The agency 
indicates they are aware of this situation and believe this deficit will decrease by end of the FY). 

 
Generic Supports: Community Crossroads has a long history of fundraising activities to supplement the 
state and federal dollars they receive. Annual revenue from these activities is in excess of $100,000. 
 

 Special events include a Kids Carnival (twentieth year); Silent Auction (fourteenth year); and 
Golf Challenge (twenty-eighth year). These events are coordinated by volunteer committees made 
up primarily of staff and community members. In addition, Community Crossroads benefitted 
from the charitable gaming through Rockingham Park which ended in 2016. 

  

https://en.wikipedia.org/wiki/Accounting_liquidity
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 Proceeds from these efforts are used for grants to individuals and families. In FY16 the 

Fundraising Grant Committee distributed $48,959 for items such as technology/adaptive 
equipment; camperships and gym memberships. In addition, Community Crossroads has a 
scholarship program in which $750 scholarships are awarded to graduating seniors from each of 
the local area high schools who will be pursuing human services related degrees. 

 
 

 
Compliance with Rights, Health and Safety Requirements 

Office of Client and Legal Services 
Complaint Investigation Quality Review 

Compliance with State Administrative Rule He-M 202 and He-M 310 
January 1, 2014 through December 31, 2014 

 
The Bureau of Developmental Services (BDS) and the Office of Client and Legal Services (OCLS), in 
partnership with the 10 Developmental Services area agencies, have responsibility for investigating 
allegations of abuse, neglect, exploitation and treatment violations involving individuals who are 
receiving Home and Community Based Services (HCBS).  In the past complaint investigations were 
reported to and investigated by Area Agency (AA) staff.  In September of 2011, as a result of changes to 
administrative rule He-M 202, the process for reporting and investigating complaints was centralized and 
is now directly managed by BDS and OCLS. 
 
As part of the complaint investigation process, recommendations are offered to agencies to ensure 
continuous quality improvement.  Agencies then offer a response to those recommendations and explain 
the steps they will be taking to implement them.  Statewide reviews are conducted to determine if there 
was documentation of implementation of those recommendations. 
 
Best practices among the Area Agencies that were noted during the statewide visits for the timeframes of 
January 1, 2014 through June 30, 2014 and July 1, 2014 through December 31, 2014 were as follows: 
 

 An agency implemented a Complaint Investigation (CI) follow up process that ensures the agency 
and the vendors are knowledgeable regarding the expectations that each deficiency is addressed.  
They supported the process by providing reminders with timeframes, due dates and ensured that 
corrective actions were documented. 

 
 One agency reviews complaints on a quarterly basis and created an extensive tracking sheet. 

 
 Good follow through when training was needed. 

 
 One agency dedicated an employee to the Quality Assurance process which has helped improve 

the tracking and documenting. 
 

 Making improvements in vendor tracking. 
 

 Individuals are more informed of their rights, and stand up for themselves. 
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Areas in need of improvement as noted by Area Agencies were as follows: 
 

 Documentation of training records needs to be implemented. 
 

 Sometimes area agencies did not receive notification that reports are posted on eStudio. 
 

 Need to be more timely reporting complaints. 
 

 Obtaining documentation from vendors 
 
During the timeframe of January 1, 2014 to June 30, 2014 there were a statewide total of 154 complaints 
received.   Of those 154 complaints 121 reports provided recommendations.  Of the 121 reports that 
provided recommendations there was documentation of follow up for 103 (85%) of those reports. 
 

 During the timeframe listed above, Community Crossroads had a total of 9 reports that included 
recommendations.   Of those 9 reports all (100%) had documentation of implementation of the 
recommendations. 

 
 During the timeframe of July 1, 2014 to December 31, 2014 there was a statewide total of 184 

complaints received.   Of those 184 complaints 150 reports provided recommendations.  Of the 
150 reports that provided recommendations there was documentation of follow up for 137 (91%) 
of those reports. 

 
 During the timeframe listed above, Community Crossroads had a total of 12 reports that included 

recommendations.  Of those 12 reports all (100%) had documentation of implementation of the 
recommendations.   

 
The Quality Review concluded that Community Crossroads does an excellent job collecting, analyzing, 
making improvements and noting trends in complaint data, and their efforts are considered a best practice 
in our system.  This data is routinely shared with vendors at the agency Quality Improvement and 
Safeguards meetings, as well as presented to the agency Board of Directors.   

 
 

Department of Health and Human Services, Office of Program Support 
Compliance with DHHS Program Certification Requirements 

Calendar Years 2015 & 2016 
 
Please refer to the reports entitled:  Certification Statistics Calendar Year 2015 and 2016.  
 
Certification findings for Community Crossroads from January 1, 2015 to December 31, 2016: 
 

 Program Certification Reviews without Deficiencies = 27  
 

 Program Certification Reviews with Deficiencies = 112  
 

 Total Number of Certification Deficiencies = 485 [this number is not the sum of the figures noted 
above because there can be multiple program deficiencies noted within the same program]. 

 
 Average Number of Deficiencies per Review: 3.49.  This compares to the statewide average for 

the two years of 3.09 deficiencies per review. 
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In a two year statewide analysis of residential program certification data, specifically the percent of visits 
without deficiencies, percent of visits with deficiencies, and percent of deficiencies per visit, Community 
Crossroads ranked 10th out of 10 area agencies in the first two categories, and 7th in percent of 
deficiencies per visit, which are negative results. The DHHS Office of Program Support reports the 
agency does work diligently to address any issues that are identified during the program certification 
process and will put systems in place, when necessary, to address problematic trends.   
 
The Director of Quality Improvement at Community Crossroads does an excellent job at categorizing and 
analyzing certification statistics, and this work is considered a statewide best practice. This information is 
shared with all vendors at the agency Quality Improvement and Safeguards meetings, as well as presented 
to the Board of Directors. 
 

 
 

In Home Supports 
Compliance with State Administrative Rule He-M 524 

Fourth Quarter, FY 16 
 
Please refer to the report entitled:  R10 – Community Crossroads In Home Support Review, December 2, 
2016 
 
Community Crossroads does an excellent job in preparing and overseeing In Home Support (IHS) 
programs, and also in preparing for and organizing information for the IHS review; the compilation and 
analysis of the data is considered a best practice across the state. 
 
Twenty one (21) IHS files were reviewed for the time period April 1, 2016 through June 30, 2016.  
Eleven of these used vendor agency staff (Life Visions); 10 utilized Community Crossroads as employer 
of record.  
 
Community Crossroads staff identified both “Successes” and “Areas to Focus On,” and commented to the 
reviewers that the review has been internally helpful and resourceful and that lessons were learned. 
 
Among the Successes: 
 

1. Human Resource documentation for family managed employees and vendor agency staff is in 
good standing. 

 
2. Collaboration with families to develop Individualized Service Agreements (ISA), services and 

goals is evident, as is communication among the team. 
 

3. Level of satisfaction is discussed and documented. 
 

4. Goals are person centered and measurable. 
 

5. One hundred percent of all ISAs, HRSTs, SIS and amendments were found. 
 

6. One hundred percent of all monthly reports were present. 
 

7. Community Crossroads developed an internal tracking system that is beneficial to their own 
departments as well as numerous families.  
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Among the areas of renewed focus: 
 

1. Some of the ISAs (4/21) did not include emergency contact information (Q9). This was corrected 
beginning in September 2016, when all IHS plans began utilizing the HRST ISA template. 

 
2. BDS approval to pay 2 of the 3 families receiving payment was lacking (Q 44). Although staff 

stated they recall these conversations with BDS, there was no documentation found. Both of these 
families have had IHS services for several years. The Area Agency corrected the oversight and 
immediately applied to BDS for approval, so documentation of this approval will be in their 
records in the future. 

 
Post-Payment Review:  In addition to the self-review of the 21 In Home Support programs, a post-
payment audit was done by the Community Crossroads Business Manager. These findings were then 
reviewed by BDS staff. Overall, the findings were favorable: Community Crossroads continues to be 
consistent in billing for provided services, and in documenting adherence to He-M 524 Standards. 
 

 
 

Family Centered Early Supports and Services [FCESS] 
Summary of Compliance with State Administrative Rule He-M 510 

Fiscal Years 2014, 2015 & 2016 
 
Community Crossroads has two FCESS programs; Easter Seals in Salem and The Children’s Pyramid 
with an office in Nashua.  The Area Agency contracts with both programs to provide FCESS services. 
 
According to the BDS Part C Coordinator, Area Agency and program staff are cooperative and 
consistently use feedback from monitoring for program improvement.  Documentation is provided in a 
timely manner. For the three years included in this summary there have been no formal complaints or 
disputes for FCESS programs in this region. 
 
Licensure for both the Easter Seals and The Children’s Pyramid FCESS programs are consistently up to 
date.  Professional development plans for staff are consistent with the standards.  For the past three years 
all required trainings have been completed for all staff working in the Community Crossroads FCESS 
programs. 
 
Several compliance indicators are monitored annually on-site, with on-site and data-system follow up as 
needed.   
 

 Indicator 1 monitors the timely provision of services to children and families.  The Children’s 
Pyramid FCESS program has maintained 100% compliance with this indicator for the 3 years 
summarized in this report.  Easter Seals has consistently needed follow up to correct issues 
related to this indicator.  They have been able to correct noncompliance within the allotted 90 day 
correction period and no findings of noncompliance have been issued against them.  Area Agency 
oversight of the FCESS programs is not in depth, but Area Agency staff is helpful and supportive 
of BDS requests for corrections and information.    

 
 Indicator 2 monitors the provision of services in the child’s natural environment(s).  The 

Children’s Pyramid consistently provides services in the child’s natural environment.  Easter 
Seals has maintained compliance within the parameters allowed for this indicator, for the 3 years 
summarized in this report.     
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 Indicator 7 monitors the 45 day timeline from referral of a child to FCESS through family 

consent to a completed individual family support plan (IFSP).  The Children’s Pyramid has 
achieved 100% compliance for the past three years.  Easter Seals achieved compliance with this 
indicator for the first and third year included in this report.  In year 2 Easter Seals was unable to 
correct a discovery of noncompliance within the allotted 90 day period.  The discovery then 
became a finding of noncompliance which was corrected through a cooperative corrective action 
planning process.  The plan was monitored by BDS staff.    

 
 Indicator 8 monitors the quality and timeliness of transitions for children from the Part C FCESS 

program to their local Part B Preschool Special Education Program. For this indicator there are 3 
subcategories of compliance.  

 
o 8a. Both programs achieved 100% compliance because all children transitioning to 

Preschool Special Education had transition plans completed within the expected 
timeframe 

 
o 8b. 100% of referrals to the local education agency (preschool special education 

programs) were completed according to compliance guidelines for Easter Seals and The 
Children’s Pyramid FCESS programs for all three years. 

 
o 8c. During the three years of this report, The Children’s Pyramid FCESS program was 

100% compliant with requirements to schedule transition conferences, inviting school 
staff.  The Easter Seals program achieved 100% success with timely transition 
conference requirements within 90 day allotted time to correct discoveries of 
noncompliance. 

 
The Area Agency has a staff member dedicated to participating in BDS monitoring of quality and 
compliance regarding the two contracted FCESS programs.  Each year the Area Agency and program 
staff have worked cooperatively with BDS staff to maintain quality and compliance for FCESS programs.  
There have been no formal complaints or disputes for FCESS programs in this region.  Documentation 
and follow up was provided in a timely manner. 
 
Family outcome summaries are used to further assess quality of services for families served by the 
FCESS program.  Community Crossroads has a consistent response rate to the annual Family Outcome 
Survey (FOS).  The Children’s Pyramid has consistently received positive evaluations of services as 
measured by the FOS.  Easter Seals has a consistent response rate and above average evaluation of 
services. Families report that the programs have helped them to understand their rights, communicate 
their child’s needs, and help their child grow and learn.  
 
Community Crossroads provides consistent quality and compliant services for the FCESS system through 
their region’s programs.  The Area Agency and the programs appear to work as a team to effectively 
serve children and families in the region. 
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Medication Administration and Health Care Coordination 

Compliance with State Administrative Rule He-M 1201 
Fiscal Years 2014, 2015 & 2016 

 
It is clear that Community Crossroads believes strongly that nursing plays an essential role in the holistic 
approach to services provided and is essential to provide quality services in the region.  While they 
continue to be a conflict free case management agency that does not provide direct supports they 
recognize that there are times when having a nurse, specifically a nurse trainer, is of benefit. 
 
In response to that recognition the agency hired a part time nurse trainer in October 2015.  The nurse 
trainer had been very familiar with the agency and their values as she had been a LEND trainee in 2015 
through UNH with Community Crossroads as her leadership placement, working in the Quality 
Improvement Department.   
 
The nurse trainer has been involved in many of the 521 and 525 programs that do not have any identified 
nurse trainers (as many do not have a vendor/provider agency) involved and has assisted as a Nurse 
Reviewer through HRST.  She has also performed self-medication assessments for these same programs.  
She spends one afternoon per month at the agency office so that staff can have access to her to assist them 
as service coordinators in understanding specific diagnosis, medications, and so on.   
 
In addition Community Crossroads contracts with Wayne King, RN, to provide He-M 1201 medication 
training 6 times per year (every other month) at the agency office.  The training is open to all provider 
agencies that they work with and is reported by the agency’s Director of Quality Improvement/QI 
director.  They have always been well attended. 
 
The agency Director of Quality Improvement has regular contact with the all provider agency nurse 
trainers typically through email as related to the 1201 report.  On an as needed basis Community 
Crossroads has held trainings which some Nurse Trainers have attended (such as the HRST Q&A training 
with the BDS Nurse trainer in June of 2016).  The Director of QI is also a member of the state Medication 
Committee which assists the region in better understanding ongoing trends related to medication 
administration statewide. 
 
According to the Six Month Area Agency Report to the NH Bureau of Developmental Services 
Medication Committee (for May 2013 – October 2013), there was an 80% reduction of total medication 
errors compared to the previous reporting period.  The majority of reductions were related to Wrong 
Time, Wrong Dose and Omission errors. Although 68 of the 85 programs (80%) reported no error, it was 
noted that providers were continuing to be extremely late in submitting the 1201A and B reports to the 
Area Agency.  Remediation consisted of the Community Crossroads Director of Quality Improvement 
continuing to meet with and review medication errors with three providers reporting the errors. 
Additionally, the Medication Reports continued to be reviewed with the regular provider’s forum which 
meets at the Area Agency. 
 
During SFY 14, the Agency reported that 57 of the 73 programs (78%) reported no errors; however the 16 
(22%) reporting errors showed an increase in overall errors from 106 the previous six months to 249 the 
subsequent six months. The majority of those errors (180 of 249, or 72%) involved one provider agency 
at a single location, which accounted for 174 of the total regional report of 194 documentation errors (The 
provider did not know a medication was changed from a non-controlled as needed to a controlled as 
needed cough medication).   
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 Quality Improvement plans included reviewing and discussing the errors with the providers who 

had errors, discussion of the med report with all providers at the regular Quality Improvement 
Safeguards Provider Forum, and presenting to the Community Crossroads Quality Assurance 
Committee. 

 
During SFY 15, the region again saw an increase in total medication errors, according to the Six Month 
Area Agency Report to the NH Bureau of Developmental Services Medication Committee (for May 2014 
– October 2014).  Of the total 670 errors, 438 (65%) were related to an error with one provider home; the 
errors were related to a provider who failed to complete controlled medication counts. The nurse trainer 
worked directly with this provider and the agency implemented new medication logs to ensure 
compliance. There was an also an increase in Wrong Dosage errors.  
 

 One hundred twenty eight of the errors were attributed to a single provider who had used the 
wrong syringe for medication.  This provider was retrained, counseled and there was an increase 
in nurse visits to the site. In total, nearly 87% of all medication errors were from the two provider 
homes.  However, as with the two previous reporting periods, no medication errors resulted in the 
need for any medical treatment.  

 
 The report also noted that provider agencies were improving in their submission of the 

medication administration reports within the required timeframe. 
 

 Also during this reporting period, the Director of Quality Improvement met with a colleague from 
another Area Agency who also served on the statewide medication committee, to review 1201 
reporting. From that, Community Crossroads instituted a new report procedure as well as an 
electronic tracking system to input all of the medication administration data. The tracking system 
is intended to make it simpler for the Director of Quality Improvement to document trends for 
specific vendors over time in order to identify concerns and address them as quickly as possible. 

 
 The remainder of SFY 15 saw a decrease in medication errors, from 670 the previous reporting 

period, to 335 from November 2014 through April 2015. Most of those 232 (69%) were 
documentation errors. Overall, there were fewer errors reported in multiple categories, including 
Wrong Dose, Wrong Med, Wrong Time, and Documentation.  The Director of Quality 
Improvement had begun to make unannounced visits to homes and the report indicates the 
approach had been successful. The Director of Quality Improvement continued to stress the 
seriousness of medication administration and the implication errors can have on the individuals 
that are supported.   

 
The Six Month Area Agency Report to the NH Bureau of Developmental Services Medication Committee 
(for May 2015 – October 2015) showed a slight increase in the total number of reported errors, with 
documentation errors continuing to make up the majority of errors with 230 out of 366 total errors (63%).    
 

 The report indicates some nurse transitions and vacancies had a significant impact on medication 
errors/medication certification statues for the providers.  

 
 Overall, provider agencies continued to improve in their timely submission of their six month 

reports to Community Crossroads, with 15 out of the 21 provider agencies meeting the deadline, 
5 submitting the following day, and only one excessively late. This is a significant improvement 
over the time period of this redesignation report; much credit is given to the Director of Quality 
Improvement and the organization for its commitment to this and its consistent efforts in 
educating and updating the provider agencies on the importance of accurate administration and 
reporting. 
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The final medication administration report for the period, encompassing November 2015 to April 2016, 
showed a marked decrease in total medication errors, from 366 to 218, and in documentation errors from 
230 to 73. Of the 19 provider agencies that administered medications during this time period, 8 reported 
zero errors; 7 reported less than 10 errors. Two agencies have less than 20, and one agency reported 154 
errors, which is 70% of all errors. The report also indicates this number should actually be 51, as the nurse 
reported the same errors in three categories. Additionally, there were fewer reports this period that 
included concerns of staff or providers being “sloppy” or not taking their roles seriously: this is evident in 
the overall decrease of medication errors. 
 
Besides continuing regular meetings with providers at which medication administration is discussed, and 
regular unannounced visits to homes which include medication book reviews, the Area Agency Director 
of Quality Improvement serves on the statewide Medication Committee. This has been an asset to the 
Area Agency, helping this Director increase understanding related to medication administration and 
reporting expectations, which has in turn also helped assist Nurse Trainers in 1201 submissions. 
 
It should also be noted that the Community Crossroads Director of Quality Improvement spent 
considerable time assisting a North Country provider after its poor certification audit in December 2015; 
much of the concern was involving medication oversight. This assistance included weekly meetings with 
certifiers and DHHS representatives through April 2016. The provider agency made significant 
improvements during this time with medication administration, training, protocols and policies.  BDS 
recognizes these improvements to the intensive treatment services the agency provides, and the Director 
of Quality Improvement involvement in assisting. 
 
Community Crossroads has developed an innovative Oral Health Program funded through agency and 
fundraising dollars. The program addresses two critical challenges to health for individuals they support, 
which includes access and affordability of care.   
 

 In-service training and education is offered to contracting vendors which provides the opportunity 
to increase knowledge on common dental problems seen in this population.  
 

 The Oral Health Program Coordinator is a New Hampshire licensed and registered dental 
hygienist with a Master’s in Public Health degree and has also received her certification as 
public health hygienist from the Board of Dental Examiners. She is also responsible for dental 
case management for over 132 individuals by coordinating and monitoring services with 35 local 
dental practitioners and for delivering quality dental hygiene services under a collaborative 
agreement with a licensed dentist. 

 
Community Crossroads has a unique and collaborative partnership with their local community mental 
health center, Center for Life Management, to improve the continuity of care for those with co-occurring 
intellectual disabilities and mental health needs. Over 100 individuals are currently served jointly by the 
two agencies with over 40 of them now having merged ISA goals. 
 

 This relationship also includes regularly scheduled large multidisciplinary team meetings, 
integrating case presentations and education to strengthen team communication and relationships 
to improve client outcomes and supports.   
 

 Importantly, there have been no psychiatric hospitalizations for individuals who are fully 
integrated into this model since it was first implemented over three and a half years ago. 

 
  



Community Crossroads Redesignation Report 
April 2017 

 

  
Page 11 

 
  

 
Lastly, the nurses in the region are trained in the Health Risk Screening Tool (HRST) for improved health 
care oversight and intervention of the individuals that they serve.  This is an ongoing discussion at 
Provider Safeguard meetings. There is also continued education around communication, consultation and 
intervention by nursing to direct support staff in reporting change of an individual to the nurse trainer as 
the need arises.  
 

 
 

Developmental Disabilities and Acquired Brain Disorder Waiver 
Record Review / Service Review Audit Findings 

Community Crossroads 
February 27, 2015 

 
Service review audits are part of an evolving annual quality review process developed by BDS to monitor 
compliance with New Hampshire’s Home and Community Based Services waiver performance.  A 
review of 15 service records (10 Developmental Disabilities and 5 Acquired Brain Disorder) covering the 
service period April 1, 2013 to June 30, 2013 indicated the following: 
 
Positive Practices: 
 

1. Documentation demonstrated that service agreements addressed participants’ personal goals and 
interests.  

 
2. Service agreements were in substantial compliance with DHHS/BDS state requirements for 

service planning, development and monitoring.  
 

3. Documentation demonstrated that service delivery was in substantial compliance with the goals 
identified in the service agreements.  

 
4. Documentation demonstrated that individuals’ rights and responsibilities were explained. 

 
5. Service agreements and all communication to individuals and guardians reflected a person 

centered planning approach. 
 
Areas Needing Attention and Correction: 
 

1. Insufficient documentation that identified individuals were offered a choice of providers. (Please 
refer to He-M 503.10 and He-M 522.11). 

 
2. Insufficient documentation that demonstrated individuals were provided information about the 

process for reporting incidences of abuse, neglect or exploitation. (Please refer to He-M 503.10 
and He-M 522.11). 

 
Additional Considerations: 
 
The audit tool contained several questions that did not apply to the review period, but will be formally 
reviewed and measured in future audits. These questions relate to administrative rule changes and BDS 
expectations that had been implemented either during or after the review period. They include, but are not 
limited to the following: 
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1. Does the individual have a completed Supports Intensity Scale (SIS), Health Risk Screening Tool 

(HRST), and any other relevant evaluation such as Risk Management Plan? 
 

2. Was information from the SIS, HRST and any other relevant evaluations incorporated into the 
service agreement? 

 
3. If the service agreement was amended, were changes related to a change in need as identified 

through SIS, HRST, Risk management Plan or other evaluation. 
 

4. Was a discussion about employment documented during the service planning process? 
 

5. Are amendments being processed using the “amendments to service agreement” form? 
 
On March 10, 2015, the Area Agency submitted a Corrective Action Plan in response to this audit.  At 
that time, the Area Agency, while confident the two areas of concern were being addressed verbally with 
both individuals and families, agreed that they were not well documented and would be addressed.  As a 
formal follow up, the Area Agency submitted to BDS the Area Agency ABD – DD Audit Update on June 
30, 2015. In that update, they reported that their Service Agreement form had been edited to ensure that 
offering service options and demonstrating that individuals were provided information about rights 
protection and processes are clear.  
 

 
 

Employment Supports for Individuals 
Summary of Compliance with State Administrative Rule He-M 518 

 
Please refer to the reports entitled: NH Developmental Employment Data Trends for FY 2013, 2014, 
2015 and 2016. 
 
Although Community Crossroads does well in assisting individuals who want to work in finding 
meaningful employment, they consistently rank lower than other area agencies in numbers of individuals 
employed.  In the June 2013, June 2014, June 2015, and June 2016 Employment Data Reports 
Community Crossroads ranked (in FY order: 8th, 7th, 7th, and finally 10th for percent of individuals 
employed. In terms of average hours worked and average earnings for those years, Community 
Crossroads averages ranged from 5th to 10th (10th being in 2016). 
 
Community Crossroads is in compliance with contractual requirements for entering employment data in 
the NHLeads database. Some improvement is needed in updating this information on a regular basis: the 
NHLeads data administrator reports the agency is doing quarterly checks/updates on their existing entries 
only about 55% of the time. The data administrator reports Community Crossroads has taken steps 
recently to better manage their vendors in this regard, as it’s their vendors who should be making these 
updates. 
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Individuals and Self – Advocates Forum 

December 15, 2016 
 
There were 5 individuals in attendance who use services of Community Crossroads, and 3 BDS reviewers 
(Ken Lindberg, Jan Skoby and Todd Ringelstein). It was a snowy, difficult-to-drive day, which did 
prevent others who had indicated they were planning on attending from attending.  
 
The 11 questions below were asked; all participated in a round robin fashion. 
 

1. Are you getting the support you need?    (At home, during the day, at work or other places?) 
 

o 5 out of 5 reported yes.  
 

o One person was not clear of the Service Coordinator status, which may be attributed to 
suspected turnover for this person.  

 
2. Do you feel like you are part of your community?  Why or why not? 

 
o All reported yes and provided some of the following examples:  able to work, feels part 

of the home/neighborhood (4 of the 5 live in family home while one person lives 
independently) 

 
3. Does your service coordinator:  Listen to you? 

 
o 5/5 answered Yes 

 
 Get back to you when you call?  

 
o 5/5 answered Yes 

 
 Help you get what you need?  

 
o 5/5 answered Yes 

 
o 4 of 5 said “Yes” they have a Service Coordinator, with one person indicating they were 

“awaiting a new Service Coordinator.” 
 

4. Are you familiar with your service agreement?  Are the goals in it important to you? Are you 
regularly working on those goals?  
 

o All 5 indicated they were aware of goals and that they are important to them. 
Additionally all said they are working on their goals. 

 
5. Are you being supported to stay healthy – making good food choices, exercising, getting health 

checkups, etc.? 
 

o 5/5 answered Yes 
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6. Do you make choices about where you live, who you live with, where you go, where you work, 

who supports you?  
 

o 5/5 answered Yes.  One person chooses to live independently while the other 4 chose to 
reside with family. All are happy where they are and all of the four with family would 
like to someday move out of the family home. 

 
7. Are you helped to have friends?  

 
o All five answered Yes. 

 
8. Are you working? Do you want to? Are you getting help to find work? 

 
o 4 of 5 are employed. One person is volunteering. All indicated they are receiving some 

type of support. 
 

9. Does anyone talk to you about your rights as a citizen, and your rights as someone who receives 
support from an Area Agency?  Do you know whom to call if someone violates your rights? 
 

o 4 of 5 indicated they were notified and aware of rights. The fifth seemed unsure. 
 

o 4 of 5 indicated they were aware of who to call and the number. They were provided the 
number for the BDS complaint process as well. One person reported “no one messes with 
me.”  This person indicated they would go to the Service Coordinator if needed. 

 
10. Do the people who support you treat you well? Do they listen to you? Do they help you get what 

you need?  
 

o 5/5 answered yes without any hesitation. 
 

11. Are you in a self-advocacy group? What kind of support do you get from the Area Agency (for 
ex, a group advisor, rides to meetings, a chance to write in their newsletter or other ways to reach 
out to the community). 
 

o Four people were not aware of the Self Advocacy efforts in the region. They all 
expressed a high interest in learning more about the local and state advocacy efforts. One 
person spoke about “People Power.” 

 
12. Do you have any other comments you’d like to make? 

 
o There was high interest from some members of the group in learning more about 

available social activities. Other group members provided some great ideas and 
suggestions to one another. Things like the Prom, Pajama Party and other Agency 
sponsored activities were shared and noted. 

 
o One person was very concerned about knowing whether or not they had a Service 

Coordinator. This person was asked if it was okay if one of the reviewers could walk with 
him to someone within the agency that day and try to get an answer. As it turned out, two 
Administrators were available and immediately listened to the concern. It appeared that 
this person felt like the answer to the question was being responded to right away. It was 
an impressive response by the Administrators. 
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Family and Guardian Forum 

December 15, 2016 
 
In attendance: 2 family members who use services of Community Crossroads and 3 BDS reviewers, Ken 
Lindberg, Jan Skoby and Todd Ringelstein. 
 
It was snowing the day of the forum, which did prevent others who had indicated they were planning on 
attending from attending.  It was noted that there was an outstanding response by family members who 
completed an identical BDS Redesignation survey online. Interestingly there was one family member who 
overall appeared to be very pleased with Area Agency supports while the other family member shared 
several areas of dissatisfaction but not with the all of the Area Agency supports.  Although only two 
families were represented at the face-to-face forum, and the reviewers recognize this is not a “statistically 
significant” turnout, we do wish to respect the input of these families, and account for their responses. 
 

1. Do you or your family member receive the information that is needed from the Area Agency to 
make decisions about services and resources? 
 

o One person reported that “it is hard to navigate the options.” The other person indicated 
that information flow is inconsistent” “and fears too much info is held back.” 

 
2. Do you get the information you need about:  (If applicable) 

 
o Family Support Services (e.g. respite, Emods, advocacy)  

 
 One reported inconsistent information is provided while the other said that they 

do not receive Family Support services and weren’t sure why. 
 

o Family Support Council 
 

 One said they learned about the Council years ago while the other indicated they 
weren’t aware of the Council. 

 
o Employment Services 

 
 One person was employed and this family’s experience was that employment 

information came from vendor, not the Area Agency. There were no reported 
employment goals in this person’s Service Agreement. 

 
o Waiting Lists 

 
 N/A 

 
o Transition from High School to adult services 

 
 N/A 

 
o Support and information at age 14 and older regarding options available upon graduation 

 
 N/A 
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3. Is the Area Agency staff responsive? For example do they return your calls in a reasonable 

amount of time?  
 

o One reported “good communication for the most part” while the other said “they are 
responsive but they don’t provide action.” 

 
4. Are you, your family member, and other family members and friends encouraged and supported 

to exercise choice and control over: The planning of services; implementation of services; 
managing financial resources? 

 
o One person enthusiastically responded positively to these question and noted Participant 

Directed and Managed Services (PDMS) staff as assisting in the decision making of a 
PDMS. The other expressed concerns about Service Coordinator turnovers and 
challenges of signing off on the Service Agreement. 

 
5. Are you encouraged and supported to get involved in financial decisions regarding your family 

member’s service budget? 
 

o One person said they believed that they could be involved in budget decisions, while the 
other said they had had “no input at all.” 

 
6. Do you feel the Area Agency considers the unique concerns, priorities and resources of your 

family in providing services?  
 

o One responded Yes, the other No. 
 

o An issue was raised that the family member comes well prepared to the Service 
Agreement and tries to put things into it. “Service Agreement updates and progress are 
not shared ever.” 

 
7. Do you think that staff and providers respect your family member’s choices regarding: 

 
o The services they receive?   

 
 2/2 yes 

 
o Who provides the service?    

 
 2/2 yes 

 
o Where the services are provided?  

 
 2/2 yes 

 
o What goals are pursued in the service agreement?   

 
 While one person answered Yes, the other said no, and “that may be due to 

changes of the Service Coordinator.” 
  



Community Crossroads Redesignation Report 
April 2017 

 

  
Page 17 

 
  

 
8. Are you satisfied with the services you and your family member/ward are receiving from the 

Area Agency?  If not, what specific improvements need to be made? 
 

o One was Yes, they are satisfied, while the other indicated satisfaction with the Vendor 
and Day Services; they were not sure about Service Coordination. 

 
o “Improve communications, follow-up and provide consistency with Service 

Agreements,” according to one respondent. 
 

9. Are you satisfied with the health related supports that are provided to your family member by the 
Area Agency? If not, why not?  If yes, what things are going well?  What do you think could be 
done to improve his/her health?  

 
o A HRST was in progress for one person, while the other family was not aware of the 

HRST. There was also uncertainty expressed by the latter family about the role of the 
agency nurse. It was recommended that the family member be in contact with the Service 
Coordinator to better understand this potential resource. 

 
10. Are you satisfied with the safety related supports that are provided to your family member by the 

Area Agency?   If not, why not?  If yes, what things are going well?  What do you think could be 
done to improve his/her health? 
 

o Both answered “Not sure” but potential modifications at a family home (maybe rails in 
the tub) and increase in staffing at the group living setting were mentioned.  

 
11. Do you know whom to call if your family member’s/ward’s rights have been violated or s/he is 

not receiving the services s/he needs? 
 

o Both answered Yes 
 

12. Are you aware of the Area Agency’s complaint process?  
 

o Both expressed a high interest in learning more about the BDS Neglect/Complaint 
process as well as recognizing there is an agency process as well. The reviewers provided 
a brief yet thorough overview of the processes. Some concern was expressed about going 
through the correct chain of command with some fear about retribution.  

 
13. Is your family member/ward supported to form and maintain relationships and become an active 

member of the community, doing work/leisure activities of his/her choice?   
 

o 2/2 yes – “Vendor does a good job.” 
 

14. Does the Area Agency ask you if you are satisfied with the quality of services you receive from 
them?   
 

o Both answered in the negative, “not really” and “not at all.” 
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15. If you made suggestions, did the Area Agency/subcontract agency follow-up?   

 
o One person said Yes “The Family Council has been effective in processing suggestions.”   

 
o The other respondent answered No, “Doesn’t get a response, in particular unresolved 

dental issues.” 
 

16. Would you like to offer any additional comments? 
 

o It was reported that written requests including signatures are sent to a deceased family 
member (Mother and previous guardian), which could be due to frequent turnover of 
Service Coordinators they have experienced. 
 

o There was uncertainty expressed by a family member about the role of the agency nurse. 
It was recommended that the family member be in contacts with the Service Coordinator 
to better understand this potential resource. 
 

o Concern expressed about Cost of Care; Media Reports of “Money left on the table” 
(lapse). It was recommended that Benefit Counselor and/or Business Manager may assist 
in providing a better understanding of the factual financial status of the Area Agency and 
lapse as well as Cost of Care. Also, there might be further follow up on what Medicaid 
and the agency can or cannot do for “Dental Care.” 

 
 

 
Redesignation Family and Guardian Survey: Summary of Results 

 
 
Please refer to the Family and Guardian Redesignation Survey, October 2016; 69 family members 
responded to the survey. 
 
When Families were asked (Q1) if they or their family member receive the information they need from 
the agency to make decisions about services and resources: 
 

 52 said Yes 
 

 12 said Sometimes 
 

 5 said No 
 
When asked if they or their family members were supported to exercise choice and control over various 
aspects of their services (Q4), a vast majority (60/69) replied Yes, although a lower number, 45/69), 
believed they exercised such control over managing financial resources. 
 
Asked if they thought staff and providers respected their family members’ choices (Q7), the large 
majority replied Yes.  Five said they did not think staff and providers respected their family members 
choices regarding the services they receive, and four did not think the respect was accorded their family 
members choices regarding who provided the services of where the services were provided. 
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When families were asked (Q9) if they are satisfied with health related supports provided to their family 
member: 
 

 34 said Yes 
 

 6 said Sometimes 
 

 24 replied N/A.  
 
When asked the same question relative to safety related supports provided to their family member (Q10), 
of the 43 who said the question had application to them: 
 

 35 said Yes, they are satisfied 
 

 2 said Sometimes 
 

 6 said No   
 
When families were asked (Q12) if their family member was supported to form and maintain 
relationships and become an active member of their community: 
 

 53 said Yes 
 

 10 said Sometimes 
 

 5 replied No   
 
 
When asked (Q13) if the Area Agency asks if they are satisfied with the quality of services received: 
 

 53 said Yes 
 

 14 said No 
 
When asked (Q14) if they had made suggestions regarding improving the quality of services, did the Area 
Agency follow-up, out of 55 respondents: 
 

 45 said Yes or Sometimes 
 

 10 said No 
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Community Crossroads Redesignation Family Support Council Survey Results 

October 2016 
 
 

As part of the Redesignation, BDS sends a survey to the Family Support Council, asking the Council to 
meet to answer as a body.  Following is the survey and their answers: 
 

1. What level of involvement do you have in the development of the Area Agency’s Annual 
Plan/Strategic Plan?   
 

o Our Chair represents us on the Board of Directors.  Chair attended and participated in this 
year’s (2016) three-year Agency strategic plan development because of Board 
membership. Staff and Board are invited to participate in this off-site strategic plan 
development. Although inputs from our meetings are brought to Board by the Chair, we 
feel it would be beneficial for the whole Council to be invited to participate in this 
process.   We will work on being a part of the next strategic plan.   We also have our own 
Council strategic plan, goals, and objectives that we do; very much align with the 
Agency’s.   

 
2. How is the Council kept informed of issues and changes pertaining to Family Support or any 

other regional and statewide changes in laws or services?   
 

o We are kept informed by Family Support Council liaison, state council representation and 
dissemination of information, Agency CEO reports and quarterly attendance at our 
monthly meetings, and email communication. 

 
3. Briefly describe any outreach activities of the Council as they relate to informing and assisting 

the community on ways to include individuals with disabilities in full participation in their 
communities.   
 

o Council sponsors and hosts community activities, trainings, workshops, fundraisers, and 
meetings held at different locations. We sponsor, participate, and attend Agency events as 
well as attend and participate at related community events.  We have teamed up with 
Partners In Health to offer more community activities and trainings to families, sharing 
resources to do so.  A few past and current “outreach activities” include:  Community 
Employment Video Night and DVDs were made of the video to share and distribute as a 
community resource for training, education, and promoting awareness (access to this 
video is available on-line as well); funding and participating in the  FSC state-wide 
digital stories to promote disability awareness and training to create future digital stories; 
“Gathering” Support Group evening events to bring families and individuals together 
which includes presentations to share and expand knowledge on current information; and 
teamed up with our Family Support Coordinators to offer a “Pizza Party Night” for 
families, where caregivers had the opportunity to share and discuss needs and individuals 
able to meet, socialize, and enjoy an art activity (evening ended with all coming together 
to share information and make new contacts).  
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4. Does the Area Agency share with you any information (such as survey results) it has compiled 

about quality of services?   
 

o To our knowledge, no survey has been conducted by our Agency over the past four years. 
However, prior to that, they would share survey results they received at our meetings.  
Our Council plans to do an on-line survey to families beginning of 2017.  Surveying our 
families is part of our By-Laws and we feel responsible to do this and important that we 
do it as “volunteers”; making it as easy as possible for families to respond to the 
survey(s).  Our CEO provides us with his quarterly reports, which helps keep us up to 
date. 

 
5. Are you given an opportunity to help improve these services?    

 
o Our CEO attends our Council meetings quarterly, giving us an opportunity to put forward 

concerns and ideas.  And our Chair and FSC Liaison meet with CEO and Executive 
Director which allows opportunity to put forward information we feel can help improve 
services.  We also feel an “open door” policy that we can meet with our CEO anytime 
bring forward ideas to improve services. 

 
6. Do you have an understanding of and input into the overall family support budget and have 

control of the Council allocation?   
 

o We have control of the “Council” discretionary allocation.  However, we do not have 
direct input into the overall family support budget details of it.  We have overall 
understanding of how it is being used.  Details not involved in at this time. However, this 
is something we see would be important for us to be a part of and will pursue with our 
Agency. 

 
7. How would you describe the Council’s relationship with the Area Agency?   (For example, how 

has the Area Agency been supportive in helping the Family Support Council; in what other ways 
could the Area Agency help the Council; is the dispute resolution procedure between the Area 
Agency and the Council as described in the Family Support Plan effective?)   
 

o Very Good. Over the past four years, in particular, our relationship has been growing, and 
we feel our efforts have been well recognized.  We feel our recommendations and input 
are very much valued by our AA.  We feel a “team” relationship with our Agency.   We 
are easily able to bring concerns to our CEO to help resolve and/or meet with CEO, 
Executive Director, and/or Director of Family Support as needed.  Over the past four 
years, we’ve not had need for a “dispute resolution procedure” between our Agency and 
the Council. However, we are adding dispute resolution procedure to our By-Laws that 
will include:  Bringing concerns to CEO, Executive Director, and Director of FS.  If 
unable to resolve, then bring to State Department of Health and Human Services. 
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8. What information/educational opportunities does the Area Agency provide the Council about 

rights and rights protection?  (For example, did you have input into the development of the rights 
manual and its updates; are any Council members involved in rights training as instructors for 
individuals, families or Area Agency/subcontract agency staff?)   
 

o No we have not been asked to participate in any of the rights manual and/or updates.  
However, this would be an excellent opportunity for us to become more involved.  And 
we are not, as yet, involved in rights training as instructors for individuals, families, or 
Area Agency/subcontract agency staff.  However, this too would be valuable for us to 
become a part of.   We will pursue with our Agency.  We are, however, invited to attend 
and participate on Agency committees.       
   

9. What additional information would you like to have on this topic?  
 

o As we think of additional information, we will let you know. 
 

10. Do you feel that the activities and contributions of the Council are valued by the Area Agency? 
Please give evidence as to why you’ve reached this conclusion.   
 

o Yes.  In particularly, over the past four years.  We have been invited to participate in 
many Agency activities and events.  Our CEO goes above and beyond to acknowledge 
everything we do, making us feel very valued by our Agency.  He supports our endeavors 
and encourages us to do as much as we can.  

 
11. Would you like to offer any additional comments?   

 
o Over the past four years, we feel our relationship has grown stronger with our Agency.  

In addition to what we’ve mentioned above, we have teamed up with our Family Support 
Coordinators to offer more opportunities to families.  We feel our Family Support 
Council Liaison has done an excellent job in helping us grow that connection.  As 
Council members, we know our purpose and importance of our volunteer commitment as 
an advisory board to the Agency to support, educate, and empower families.  

 
 

 
Redesignation Provider Survey: Summary of Results 

October 2016 
 
 
Please refer to the Provider Redesignation Survey, October 2016; although, according to the survey 
results, 13 provider agencies began to respond, the questions were actually answered by only 8 agencies.   
 
In general, all answers by provider agencies were positive, with usually only 1 or 2 answering to the 
negative.   
 
When asked to rate the overall effectiveness of communication between their agency and Community 
Crossroads, 6 selected “Excellent,” and 2 selected “Good.” 
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Among the ways that providers found communication positive were regular updates regarding changes to 
policy, funding, performance.  This is done via email (8), regularly scheduled provider meetings (7), 
letters and phone calls (3 each) and special meetings (2).  
 
Overall, eight providers indicated Area Agency staff are easily accessible and phone calls are returned in 
a timely manner.  Five did not answer this question. 
 
When there is an issue with an individual, eight providers answered positively when asked if there are 
timely responses and meetings that meet the level of urgency. 
 
When asked if, overall, service coordinators are responsive to the needs of individuals, seven respondents 
answered Yes.  There were no other answers. 
 

 
 

Community Outreach 
 

Community Crossroads maintains two outreach efforts designed to keep the agency and its families 
informed, a Public Policy Committee and the use of Social Media.   
 

Public Policy Committee: 
 
Community Crossroads Public Policy/Outreach Committee is a standing committee established by the 
board of directors. 
 
The committee functions to monitor state policy, funding, and other areas that impact individuals and 
families served by the agency and initiate response as needed. 
 
Membership of the committee includes representatives from the board of directors; staff from the agency 
including the Director of Community Partnerships; CEO; Executive Director; Oral Health Coordinator; 
and Family Support Assistant; as well as interested family members who have graduated from the 
agency’s Policy Partners Program. 
 

 Example of Activities: 
o Review legislature communications to determine legislation to monitor. 

 
o Organize biennial Community Partnership Event. 

 
o Developed and support annual Policy Partners Program training new advocates. 

 
o Organize letter writing campaigns as needed and testimony at public hearings. 

 
o Report to the full Board on public policy issues. 

 
o Support Director of Community Partnerships in all activities including weekly Public 

Policy updates. 
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 Social Media Use : 

 
o According to the Director of Quality Improvement, the primary forms of social media 

used at Community Crossroads include their website, Facebook, Icontact, and to a lesser 
extent, Twitter. In addition, the agency publishes a quarterly newsletter, The Compass, 
and has developed videos on employment, managed care, and the agency as a whole 
which are available through their website. 
 

o The website was redesigned 4 years ago to coincide with the rebranding from Region 10 
to Community Crossroads. The homepage is updated on a regular basis with 
announcements and news. The Family Support Council has developed an event/activity 
calendar for families served. This is also the site of agency videos. Community 
Crossroads plans to redesign and update the website over the next six months. 
 

o The agency has a very active Facebook page maintained by the Director of Community 
Partnerships. It is used to communicate upcoming events, trainings, legislative hearings, 
etc. According to the Director of Quality Improvement, followers have increased 
significantly over the past year. 
 

o Community Crossroads primarily uses Icontact for Public Policy updates and notification 
of trainings and events to families. The Family Support Coordinator maintains an email 
list on behalf of the Family Support Council, and people can sign up to be added to the 
various lists through the website depending on what communications they wish to 
receive. 
 

o A Twitter account has been used primarily to inform people about special events, 
especially the agency’s Community Partnership Celebration. 
 

o A quarterly publication, The Compass, is mailed to over 2,500 people and is the primary 
source for information about the agency. Besides going to all the individuals and families 
served, it is sent to all of the local towns, libraries, etc. It is also available on the agency 
website. The editor is the agency’s Representative Payee Manager. 



Bureau of Developmental Services 

Developmental Disabilities and Acquired Brain Disorder Waiver Audit Findings 

February 27, 2015  

 

Community Crossroads 

 

Service review audits are part of an evolving annual quality review process developed by 

the Bureau of Developmental Services to monitor compliance with New Hampshire’s 

Home and Community Based Services waiver performance.  

 

A review of 15 service records (10 Developmental Disabilities and 5 Acquired Brain 

Disorder) covering the service period April 1, 2013 to June 30, 2013 indicated the 

following: 

 

Positive Practices: 

 

1. Documentation demonstrated that service agreements addressed participants’ 

personal goals and interests.  

 

2. Service agreements were in substantial compliance with DHHS/BDS state 

requirements for service planning, development and monitoring.  

 

3. Documentation demonstrated that service delivery was in substantial compliance 

with the goals identified in the service agreements.  

 

4. Documentation demonstrated that individuals’ rights and responsibilities were 

explained. 

 

5. Service agreements and all communication to individuals and guardians reflected 

a person-centered planning approach. 

 

 

Areas Needing Attention and Correction: 

 

1. Insufficient documentation that identified individuals were offered a choice of 

providers. (Please refer to He-M 503.10 and He-M 522.11). 

 

 

2. Insufficient documentation that demonstrated individuals were provided 

information about the process for reporting incidences of abuse, neglect or 

exploitation. (Please refer to He-M 503.10 and He-M 522.11). 

 

 

 

 

 



Additional Considerations: 

 

The audit tool contained several questions that did not apply to the review period, but will 

be formally reviewed and measured in future audits. These questions relate to 

administrative rule changes and Bureau expectations that had been implemented either 

during or after the review period. They include, but are not limited to the following: 

 

1. Does the individual have a completed Supports Intensity Scale (SIS), Health Risk 

Screening Tool (HRST), and any other relevant evaluation such as Risk 

Management Plan? 

 

2. Was information from the SIS, HRST and any other relevant evaluations 

incorporated into the service agreement? 

 

3. If the service agreement was amended, were changes related to a change in need 

as identified through SIS, HRST, Risk management Plan or other evaluation. 

 

4. Was a discussion about employment documented during the service planning 

process? 

 

5. Are amendments being processed using the “amendments to service agreement” 

form? 

 

 

 

 

Agencies can also expect that the Bureau will conduct a discrete audit process for 

compliance with conflict of interest guidelines and protections, Employment Services and 

Participant Directed and Managed Services. 

 

 

Please submit a corrective action plan directly to your Bureau Liaison by March 

13
th

 and submit written progress on your corrective action plan by June 30, 2015. 

 







VISITS 

REGION # % # % TOTAL

1 53 36% 96 64% 149 280 1.88

2 32 28% 84 72% 116 311 2.68

3 54 50% 53 50% 107 148 1.38

4 52 26% 148 74% 200 554 2.77

5 45 20% 182 80% 227 707 3.11

6 65 44% 84 56% 149 641 4.30

7 61 34% 116 66% 177 978 5.53

8 34 21% 131 79% 165 554 3.36

9 68 48% 73 52% 141 192 1.36

10 27 19% 112 81% 139 485 3.49

STATE 491 31% 1079 69% 1570 4850 3.09

CALENDAR YEAR 2015 and 2016

AREA AGENCY CERTIFICATION STATISTICS

VISITS 

WITHOUT 

DEFICIENCIES

VISITS WITH 

DEFICIENCIES

DEFICIENCIES 

TOTAL 

NUMBER

NUMBER OF 

DEFICIENCES PER 

VISIT



Overall, employment outcomes for  
individuals supported by the developmental 
services system continue to improve. Since 
March 2013, an additional 33 people are now 
employed bringing the total number of people 
employed to 1,368. This brings the employ-
ment rate up slightly from 35.6% to 36.2%  
 
Here are a few exciting developments that 
have occurred this quarter: 
 
Advocate NH is a network of advocacy 
groups and statewide organizations brought 
together to strengthen and enhance self ad-
vocacy efforts in New Hampshire.  The first 
annual statewide conference, Self-Advocacy 
Learn It! Live It! Love It! was held in May 2013.  Topics included, how to handle bullying, having a 
voice in the political process, human rights, what you can do to support self advocacy and employ-
ing your talents-finding the right job.  The network meets on a monthly basis and is currently in 
the process of planning the 2014 conference.  For additional information about Advocate NH please 
visit our website http://www.advocatenh.org/ 
 
NH was selected as one of 5 states to receive technical assistance through the Employment Learn-
ing Community that is being coordinated by the Institute for Community Inclusion at the University 
of Massachusetts. This project is funded by the Administration on Intellectual and Developmental 
Disabilities to support systems change that will lead to improved employment outcomes for individu-
als with intellectual/developmental disabilities and acquired brain disorders. The project partners 
include the Bureau of Developmental Services, self-advocates, the NH Council on Developmental 
Disabilities, the Disability Rights Center, the Institute on Disability, the Bureau of Vocational Reha-
bilitation, area agencies and provider agencies. 
 
 ****Please check out the TOOLS FOR INCLUSION: Quality Employment Services: Will You Know It If You See 
It? It is an excellent resource for individuals with disabilities when trying to figure out how to select a provider. 
This is produced by the Institute for Community Inclusion as part of their family and consumer series 
 

Employment Summary 

NHDHHS, Bureau of Developmental Services (BDS) 

June 2013 

NH Employment of Individuals with 
Disabilities 
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NH Employment of Individuals with Disabilities 

June 2013 March 2013  

3,779* 3,747* People receiving services (ages 21-64) 

1,368 1,335 
People employed (ages 21-64)  
including self-employment** 

36.2% 35.6% 
Total employed as a percentage  
of total served (ages 21-64) 

86 88 People who have self-employment 

1,282 1,267 People (ages 21 to 64) employed with  
hourly wages 

9.16 9.22 Statewide average hours worked  
per week 

$7.94 $7.93  Statewide average pay per hour  
(not including self-employment) 

1,500 1,447 Total number of jobs excluding  
self-employment 

1,477 (98%) 1,442 (98%) Statewide total jobs paying minimum  
wage or above 

23 (2%) 25 (2%) Statewide total jobs paying below  
minimum wage 

30 31 People employed age 65 and  
older 

* The process for capturing this data has been refined providing a more accurate 
   count of people served between the ages of 21 - 64 years old. 
**There are some people who have  both hourly wages and self-employment. 

Employment Statistics for People Aged 18 - 64 Years Old in US and NH 

 2011 2010 

US Employment Rate for people without Disabilities:  72.8% 72.8% 

US Employment Rate for people with Disabilities 32.6% 33.4% 
 

US 2010 Employment Gap:  40.2% 39.4% 
 

NH Employment Rate for people without Disabilities 79.5% 79.7% 

NH Employment Rate for people with Disabilities 36.8% 39.1% 
 

NH Employment Gap 42.7% 40.6% 

 Source: 2012 Annual Disability Compendium Statistics, US Census  Bureau, 2010 American Community  
    Survey, American Fact Finder. 
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Integrated Community Based Employment continues to rise  
and is the primary employment type for individuals employed.  
 
As of June 31, 2013, there was a 2.5% increase (33 people) in  
employment since March 2013. 
 
There are 8 individuals reported to work in sheltered work  
services this reporting period. (Sheltered work is not recognized  
as employment in the state of New Hampshire and therefore 
this data is not counted in the number of people employed.) 

 Integrated Employment             Sheltered Work 
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BDS Mission Statement 
 

The Bureau of Developmental Services (BDS) joins communities 
and families in providing opportunities for citizens with  

developmental disabilities or acquired brain disorders to achieve 
health and independence. In partnership with individuals, families, 

and community based service networks, BDS affirms the vision that 
all citizens should participate in the life of their community while  
receiving the supports they need to be productive and valued  

community members. 

NH Developmental Services Employment Data Trends…. Continued 
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NH Employment of Individuals with Disabilities 

 
Total Number of Individuals Served and Employed (21-64 Years Old),  Including Self Employment  
 
Regional Employment         

 
 
 
 
 
 
 
 
 
  
 
 

 
 

Area Agency 
# of Individuals        

Served 
# of Individuals  

Employed* 
% of Individuals  

Employed                           

      % ranking 

Northern Human Services        339 172 50.7% 1st 

Pathways of the River Valley             226 68 30.1% 9th 

Lakes Region Community Services 288 128 44.4% 2nd 

Community Bridges 441 140 31.7% 7th 

Monadnock Developmental Services 412 148 35.9% 5th 

Gateways Community Services 554 240 43.3% 3rd 

Moore Center Services 544 142 26.1% 10th 

One Sky Community Services 357 132 37.0% 4th 

Community Partners 310 102 32.9% 6th 

Community Crossroads 308 96 31.2% 8th 

Statewide  3,779 1,368 36.2%   
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Regional Employment Hours Worked  and Wage Data 
 

**   Does not include self-employment.      
 

***  Statewide averages are calculated by the entire data set, not  
    by the column. 
 

****  Projection based on working 52 weeks. Does not take into    
   account seasonal employment. 
 
Increase since last reporting period 
 

 
Decrease since last reporting period.  
 

 

Area Agency 
Average hours  

worked per week ** 
 Average hourly wage  

per job **  
Average Earnings  

  
  rank                      rank                     weekly  rank                     

Projected 
yearly **** 

Northern Human Services        7.02 10th $7.69 9th $54 10th $2,808 

Pathways of the River Valley             12.35 1st $8.87 1st $110 1st $5,697 

Lakes Region Community 
Services 

9.50 5th $7.51 10th $71 6th $3,714 

Community Bridges 8.36 8th $8.38 2nd $70 7th $3,643 

Monadnock Developmental 
Services 

10.27 3rd $7.97 4th $82 3rd $4,255 

Gateways Community  
Services 

8.89 7th $7.84 7th $70 8th $3,622 

Moore Center Services 11.33 2nd $7.96 5th $90 2nd $4,692 

One Sky Community Services 7.18 9th $7.85 6th $56 9th $2,931 

Community Partners 9.93 4th $7.73 8th $77 4th $3,988 

Community Crossroads 8.90 6th $8.31 3rd $74 5th $3,846 

       Statewide Averages *** 9.16   $7.94   $73   $3,781 
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NH Developmental Services Employment Data Trends…. Continued 

 
Breakdown of Each job Held by Hours Per Week by Region and Statewide 
 
(Not including self‐employment) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
     
     
 
 
 
 
In this quarter: 

   69% of jobs held are 10 hours or less per week. 
 
  17% of jobs held are between 11 and 19 hours per week. 
 
      14% of jobs held are 20 or more hours per week. 
 
It must be noted that there are more jobs than individuals employed as some  
        people are employed in more than one job.  
 
      See Appendix for the Complete Regional Breakdown                                         
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NH Developmental Services Employment Data Trends…. Continued 
 

Total Jobs Paying Minimum Wage & Above Minimum Wage by Area Agency.  

Area Agency 
Total Jobs Paying  

Minimum Wage & Above 
Total Jobs Paying  

Below Minimum Wage Total Jobs 

Northern Human Services 180 1 181 

Pathways of the River Valley 70 0 70 

Lakes Region  
Community Services 

141 0 141 

Community Bridges 140 1 141 

Monadnock Developmental 
Services 

170 0 170 

Gateways Community Services 274 3 277 

Moore Center Services 151 6 157 

One Sky Community Services 142 6 148 

Community Partners 108 4 112 

Community Crossroads 101 2 103 

                    Statewide Total 1,477 23 1,500 

 Sub-minimum wages are permitted with official approval from the Department of Labor. NH is one of the   
  few states that has a very small percentage of people earning sub-minimum wages.  

Total 
Number of 
Jobs Paying 

Below 
Minimum 

Wage 
23  (2%)

Total 
Number of 
Jobs Paying 
Minimum 
Wage and 

Above 
1,477  (98%)

Below Minimum Wage Minimum Wage or Above
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NH Developmental Services Employment Data Trends…. Continued 

June 2012  and June 2013 Comparison 
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NH Developmental Services Employment Data Trends…. Continued 

  
 

          

June 2013 June 2012 
  

Number of People with Self‐Employment 86 64 

Number of People with Hourly Wages 1,282 1,108 

Average hours worked per week 9.16 9.07 

Average Pay Per Hour (excluding self‐employment) $7.94  $7.75  

Total number of jobs (excluding self‐employment) 1,500 1,294 
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Region 10: Community Crossroads 

Regional Breakdown 
      Projected 

Total # of 
Individuals 

Served 

# Individuals 
Working 

Percent 
Employed 

Average 
Hours 

Worked 

Average 
Wages 
Earned 

Average 
Weekly 

Earnings 

Average 
Yearly 

Earnings 

308 96 31.2% 8.9 $8.31  $74  $3,846 

Statewide 
ranking 8th 6th 3rd 5th 

Employment Provider Data 

Regional Employment Goals selected by Community Crossroads for FY’14 and FY’15: 
1.  Increase the overall number of people employed to 40% in FY’14 and 50% in FY’15 using March 
      2013 baseline of 31% employed. 
2.  Increase the average hours worked per week to 12 hours in FY’14 and 14 hours in FY’15 using March 2013 

baseline of 8.28 average hours worked.  

  
# Individuals  

Employed 
Average Hours 

Worked 
Average Wages 

Earned 

Community Crossroads 17 9.64 8.68 

Easter Seals  15 5.6  $7.41 

Granite Bay Connections 2 9.0  $7.25 

Independent Services Network 3 4.7  $9.83 

Institute for Professional Practice 1 4.0  $8.00 

Kimi Nichols Center   2 7.2  $8.22 

Life Visions  13 11.1  $10.27 

Lifeshare  7 4.8  $7.84 

Living Innovations 12 7.3  $7.76 

Nashua Center  5 4.6  $8.66 

Neurorestorative NH 1 4.0  $7.25 

Residential Resources, Inc. 1 20.0  $7.50 

Work Opportunities Unlimited 17 14.3  $7.88 

 Total: 96   
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Area Agency  

1-5 hours 6-10 hours 11-19 hours 20-30 hours 30+ hours 
Total  

 
# of Jobs 

# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 

Northern Human  
Services 

109 60% 36 20% 21 12% 12 7% 3 2% 181 

Pathways of the  
River Valley 

25 36% 17 24% 11 16% 11 16% 6 9% 70 

Lakes Region  
Community Services 

65 46% 26 18% 31 22% 15 11% 4 3% 141 

Community Bridges 67 48% 42 30% 16 11% 11 8% 5 4% 141 

Monadnock  
Developmental  
Services 

76 45% 38 22% 23 14% 27 16% 6 4% 170 

Gateways  
Community Services 

118 43% 77 28% 41 15% 36 13% 5 2% 277 

Moore Center  
Services 

41 26% 34 22% 60 38% 20 13% 2 1% 157 

One Sky  
Community Services 

88 59% 27 18% 18 12% 13 9% 2 1% 148 

Community  
Partners 

45 40% 26 23% 21 19% 16 14% 4 4% 112 

Community  
Crossroads 

54 52% 23 22% 12 12% 9 9% 5 5% 103 

STATEWIDE  
TOTAL: 

688  346  254  170  42  1500 

% of Jobs in Each  
Category 

 46%  23%  17%  11%  3%  

 
 
 (not including self-employment) 

 

Breakdown of Individuals Employed by Hours Worked Per Week by Region 
and Statewide 
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NH Developmental Services  

June 2014 March 2014  

3,872 3,807 People receiving services (ages 21-64) 

1,418 1,372 
People employed (ages 21-64)  
including self-employment* 

36.60% 36% 
Total employed as a percentage  
of total served (ages 21-64) 

81 76 People who have self-employment 

1,355 1,296 
People (ages 21 to 64) employed with  
hourly wages 

9.5 9.2 
Statewide average hours worked  
per week 

$8.05  $8.01  
Statewide average pay per hour  
(not including self-employment) 

1,558 1,508 
Total number of jobs excluding  
self-employment 

1,555 1,506 
Statewide total jobs paying minimum  
wage or above 

3 2 
Statewide total jobs paying below  
minimum wage 

42 32 
People employed age 65 and  
older 

*There are some people who have  both hourly wages and self-employment. 
 

Employment Statistics for People Aged 18 - 64 Years Old in US and NH 

 2012 2011 

US Employment Rate for people without Disabilities:  73.6% 72.8% 

US Employment Rate for people with Disabilities 32.7% 32.6% 
 

US 2010 Employment Gap:  40.8% 40.2% 
 

NH Employment Rate for people without Disabilities 80.5% 79.5% 

NH Employment Rate for people with Disabilities 37.9% 36.8% 
 

NH Employment Gap 42.6% 42.7% 

� Source: 2013 Annual Disability Compendium Statistics, US Census  Bureau, 2011 American Community  
    Survey, American Fact Finder. 

2010 

72.8% 

33.4% 

39.4% 

79.7% 

39.1% 

40.6% 



BDS Mission Statement 
 

The Bureau of Developmental Services (BDS) joins communities 
and families in providing opportunities for citizens with  

developmental disabilities or acquired brain disorders to achieve 
health and independence. In partnership with individuals, families, 

and community based service networks, BDS affirms the vision that 
all citizens should participate in the life of their community while  
receiving the supports they need to be productive and valued  

community members. 
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NH Developmental Services  

 
Total Number of Individuals Served and Employed (21-64 Years Old),  Including Self Employment  
 
Regional Employment         

 
 
 
 
 
 
 
 
 
  
 
 

 
 

Area Agency 
# of Individuals        

Served 
# of Individuals  

Employed* 
% of Individuals  

Employed                            

      % ranking 

Northern Human Services        346 174 50.3% 1st 

Pathways of the River Valley             229 70 30.6% 8th 

Lakes Region Community Services 310 136 43.9% 3rd 

Community Bridges 501 139 27.7% 10th 

Monadnock Developmental Services 388 154 39.7% 4th 

Gateways Community Services 540 240 44.4% 2nd 

Moore Center Services 545 153 28.1% 9th 

One Sky Community Services 383 145 37.9% 5th 

Community Partners 304 105 34.5% 6th 

Community Crossroads 326 102 31.3% 7th 

Statewide  3,872 1,418 36.6%   
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Regional Employment Hours Worked  and Wage Data 
 

**   Does not include self-employment.      
 

***  Statewide averages are calculated by the entire data set, not  
    by the column. 
 

****  Projection based on working 52 weeks. Does not take into    
   account seasonal employment. 
 
 
Increase since last reporting period 
 

 
Decrease since last reporting period.  
 

 

Area Agency 
Average hours  

worked per week ** 
 Average hourly wage  

per job **  
Average Earnings  

  
  rank                      rank                     weekly  rank                     

Projected 
yearly **** 

Northern Human Services        7.9 9th $7.83 9th $62 9th $3,216 

Pathways of the River Valley             13.9 1st $8.90 1st $124 1st $6,425 

Lakes Region Community 
Services 

10.1 4th $7.64 10th $77 5th $4,013 

Community Bridges 9.0 6th $8.35 3rd $75 6th $3,922 

Monadnock Developmental 
Services 

9.9 5th $8.16 4th $81 4th $4,201 

Gateways Community  
Services 

8.9 7th $7.89 8th $70 8th $3,650 

Moore Center Services 10.8 3rd $7.98 6th $87 3rd $4,502 

One Sky Community Services 7.5 10th $8.12 5th $61 10th $3,184 

Community Partners 11.7 2nd $7.97 7th $93 2nd $4,843 

Community Crossroads 8.7 8th $8.37 2nd $73 7th $3,790 

       Statewide Averages *** 9.5   $8.05   $77   $3,983 
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Breakdown of Each job Held by Hours Per Week by Region and Statewide 
 

(Not including self-employment) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

   

 

 

Since June 2013, the number of hours worked per week have increased as noted in the  

following shi�s: 

 

  �  5%   (17) increase in the number of jobs held working between 6 and 10 hours per week. 

 

  �  15%  (25) increase in the number of jobs held working 20 –30 hours per week. 

 

  �   17%   (7) increase in the number of jobs held working 31+ hours per week. 

 

  � It must be noted that there are more jobs than individuals employed as some  

      people are employed in more than one job.  

 

The shi� in the number of jobs falling into a higher number of hours worked category shows healthy  

progress towards NH’s goal of increasing the number of hours worked per week in each job. 

 

  �  See Appendix for the Complete Regional Breakdown                                         
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June 2013 Total Jobs =  1,500 

 

June 2014 Total Jobs = 1,558 
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Region 10: Community CrossroadsRegion 10: Community CrossroadsRegion 10: Community CrossroadsRegion 10: Community Crossroads 

Regional Breakdown 
      Projected 

Total # of 
Individuals 

Served 

# Individuals 
Working 

Percent 
Employed 

Average 
Hours 

Worked 

Average 
Wages 
Earned 

Average 
Weekly 

Earnings 

Average 
Yearly 

Earnings 

326 102 34.5% 8.7 8.37 $73 $3,790 

Statewide 
ranking 7th 8th 2nd 7th 

Employment Provider Data 

Regional Employment Goals selected by Community Crossroads for FY’14 and FY’15: 

1. Increase the overall number of people employed to 40% in FY’14 and 50% in FY’15 using March 

    2013 baseline of 31% employed. 

     

  
# Individuals 

Employed 
Average Hours 

Worked 
Average Wages 

Earned 

Career Resources 1 14.0 $8.25 

Community Crossroads 14 6.8 $8.65 

Easter Seals NH, Inc. 15 5.1 $7.39 

Independent Services Network 3 3.0 $9.83 

Institute for Professional Practice 1 4.0 $8.00 

Kimi Nichols Center, Inc. 2 7.2 $8.22 

Life Visions  18 11.5 $9.48 

Lifeshare, Inc. 7 4.8 $7.84 

Living Innovations 14 8.2 $8.38 

Nashua Center for the Multiply Handicapped 3 5.7 $8.67 

Neurorestorative NH 1 4.0 $7.25 

Residential Resources, Inc. 1 20.0 $7.50 

Work Opportunities Unlimited, Inc. 22 12.3 $8.04 

 Total: 102 8.7 $8.37 
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Area Agency  

1-5 hours 6-10 hours 11-19 hours 20-30 hours 31+ hours 
Total  

 
# of Jobs 

# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 

Northern Human  
Services 

95 52% 48 26% 20 11% 14 8% 5 3% 182 

Pathways of the  
River Valley 

23 32% 18 25% 9 13% 14 19% 8 11% 72 

Lakes Region  
Community Services 

66 42% 35 22% 32 20% 18 11% 6 4% 157 

Community Bridges 62 43% 42 29% 20 14% 17 12% 4 3% 145 

Monadnock  
Developmental  
Services 

83 47% 39 22% 19 11% 29 16% 6 3% 176 

Gateways  
Community Services 

117 43% 72 27% 41 15% 39 14% 2 1% 271 

Moore Center  
Services 

52 31% 40 24% 50 30% 26 15% 1 1% 169 

One Sky  
Community Services 

97 60% 23 14% 26 16% 14 9% 3 2% 163 

Community  
Partners 

40 36% 19 17% 27 24% 17 15% 8 7% 111 

Community  
Crossroads 

57 51% 27 24% 15 13% 7 6% 6 5% 112 

STATEWIDE  
TOTAL: 

692   363   259   195   49   1,558 

% of Jobs in Each  
Category 

  44%   23%   17%   13%   3%   

 
 
� (not including self-employment) 

 

Breakdown of Individuals Employed by Hours Worked Per Week by Region Breakdown of Individuals Employed by Hours Worked Per Week by Region Breakdown of Individuals Employed by Hours Worked Per Week by Region Breakdown of Individuals Employed by Hours Worked Per Week by Region 
and Statewide  and Statewide  and Statewide  and Statewide  ----    June 2014June 2014June 2014June 2014    
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NH Developmental Services  

June 2015 June 2014  

3,966 3,872 People receiving services (ages 21-64) 

1,454 1,418 
People employed (ages 21-64)  
including self-employment* 

36.66% 36.60% 
Total employed as a percentage  
of total served (ages 21-64) 

75 81 People who have self-employment 

1,415 1,355 
People (ages 21 to 64) employed with  
hourly wages 

9.94 9.5 
Statewide average hours worked  
per week 

$8.15 $8.05  
Statewide average pay per hour  
(not including self-employment) 

1,645 1,558 
Total number of jobs excluding  
self-employment 

1,645 1,555 
Statewide total jobs paying minimum  
wage or above 

0 3 
Statewide total jobs paying below  
minimum wage 

35 42 
People employed age 65 and  
older 

*There are some people who have  both hourly wages and self-employment. 
 

Employment Statistics for People Aged 18 - 64 Years Old in US and NH 

 2012 2011 

US Employment Rate for people without Disabilities:  73.6% 72.8% 

US Employment Rate for people with Disabilities 32.7% 32.6% 
 

US 2010 Employment Gap:  40.8% 40.2% 
 

NH Employment Rate for people without Disabilities 80.5% 79.5% 

NH Employment Rate for people with Disabilities 37.9% 36.8% 
 

NH Employment Gap 42.6% 42.7% 

� Source: 2013 Annual Disability Compendium Statistics, US Census  Bureau, 2011 American Community  
    Survey, American Fact Finder. 

2010 

72.8% 

33.4% 

39.4% 

79.7% 

39.1% 

40.6% 



BDS Mission Statement 
 

The Bureau of Developmental Services (BDS) joins communities 
and families in providing opportunities for citizens with  

developmental disabilities or acquired brain disorders to achieve 
health and independence. In partnership with individuals, families, 

and community based service networks, BDS affirms the vision that 
all citizens should participate in the life of their community while  
receiving the supports they need to be productive and valued  

community members. 

NH Developmental Services Employment Data Trends….     NH Developmental Services Employment Data Trends….     NH Developmental Services Employment Data Trends….     NH Developmental Services Employment Data Trends….     June 2015 

Page 3 

NH Developmental Services  

 
Total Number of Individuals Served and Employed (21-64 Years Old),  Including Self Employment  
 
Regional Employment         

 
 
 
 
 
 
 
 
 
  
 
 

 
 

Area Agency 
# of Individuals        

Served 
# of Individuals  

Employed* 
% of Individuals  

Employed                            

      % ranking 

Northern Human Services        364 166 45.6% 2nd 

Pathways of the River Valley             239 74 31.0% 8th 

Lakes Region Community Services 317 146 46.1% 1st 

Community Bridges 516 150 29.1% 9th 

Monadnock Developmental Services 396 159 40.2% 4th 

Gateways Community Services 549 238 43.4% 3rd 

Moore Center Services 548 159 29.0% 10th 

One Sky Community Services 381 140 36.7% 5th 

Community Partners 332 119 35.8% 6th 

Community Crossroads 324 103 31.8% 7th 

Statewide  3,966 1,454 36.7%   
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NH Developmental Services  

Regional Employment Hours Worked  and Wage Data 
 

**   Does not include self-employment.      
 

***  Statewide averages are calculated by the entire data set, not  
    by the column. 
 

****  Projection based on working 52 weeks. Does not take into    
   account seasonal employment. Calculated without rounding. 
 
 
Increase since last reporting period 
 

 
Decrease since last reporting period.  
 

 

Area Agency 
Average hours  

worked per week ** 
 Average hourly wage  

per job **  
Average Earnings  

  
  rank                      rank                     weekly  rank                     

Projected 
yearly **** 

Northern Human Services        8.94 7th $7.88 8th $70 9th $3,663 

Pathways of the River Valley             13.71 1st $8.98 1st $123 1st $6,401 

Lakes Region Community 
Services 

9.99 4th $7.68 10th $77 5th $3,992 

Community Bridges 9.87 6th $8.33 4th $82 6th $4,275 

Monadnock Developmental 
Services 

9.92 5th $8.23 5th $82 4th $4,249 

Gateways Community  
Services 

8.73 9th $7.86 9th $69 8th $3,566 

Moore Center Services 11.34 3rd $8.22 6th $93 3rd $4,844 

One Sky Community Services 8.32 10th $8.43 3rd $70 10th $3,645 

Community Partners 12.78 2nd $8.14 7th $104 2nd $5,405 

Community Crossroads 8.85 8th $8.53 2nd $76 7th $3,927 

       Statewide Averages *** 9.94   $8.15   $81   $4,214 
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Breakdown of Each job Held by Hours Per Week by Region and Statewide 
 

(Not including self-employment) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

   

 

Since June 2014, the number of hours worked per week have increased in all categories with the 

most  significant change occurring in the number of people working between 20—30 hours per 

week. 

 

 

    �  23.5%  (46) increase in the number of jobs held working 20 –30 hours per week. 

 

It must be noted that there are more jobs than individuals employed as some people are em-

ployed in more than one job.  

 

The shi� in the number of jobs falling into a higher number of hours worked category shows 

healthy progress towards NH’s goal of increasing the number of hours worked per week in each 

job. 

 

  �  See Appendix for the Complete Regional Breakdown                                         
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Region 10: Community CrossroadsRegion 10: Community CrossroadsRegion 10: Community CrossroadsRegion 10: Community Crossroads 

Regional Breakdown 
      Projected 

Total # of 
Individuals 

Served 

# Individuals 
Working 

Percent 
Employed 

Average 
Hours 

Worked 

Average 
Wages 
Earned 

Average 
Weekly 

Earnings 

Average 
Yearly 

Earnings 

324 103 31.8% 8.85 $8.53 $76 $3,927 

Statewide 
ranking 7th 8th 2nd 7th 

Employment Provider Data 

  
# Individuals 

Employed 
Average Hours 

Worked 
Average Wages 

Earned 

Alternative Programs 1 7 7.62 

Community Crossroads 12 7.3 $8.80 

Easter Seals NH, Inc. 17 8.3 $7.69 

Farmsteadsd of New England 1 4.0 $7.25 

Independent Services Network 3 3.0 $9.83 

Institute for Professional Practice 1 4.0 $8.00 

Kimi Nichols Center, Inc. 2 15.0 $8.74 

Life Visions  14 9.9 $10.27 

Lifeshare, Inc. 7 3.6 $7.93 

Living Innovations 19 7.2 $7.75 

Nashua Center  2 7.0 $9.50 

Neurorestorative NH 1 4.0 $7.25 

Residential Resources, Inc. 1 16.0 $10.50 

The Plus Company 1 14.0 $8.25 

Work Opportunities Unlimited, Inc. 21 14.0 $8.78 

 Total: 103 8.9 $8.53 
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Area Agency  

1-5 hours 6-10 hours 11-19 hours 20-30 hours 31+ hours 
Total  

 
# of Jobs 

# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 
# of 
Jobs 

% 

Northern Human  
Services 

84 45% 55 29% 22 12% 21 11% 5 3% 187 

Pathways of the  
River Valley 

23 28% 23 28% 13 16% 14 17% 8 10% 81 

Lakes Region  
Community Services 

81 46% 34 19% 28 16% 28 16% 5 3% 176 

Community Bridges 65 41% 40 25% 23 15% 24 15% 6 4% 158 

Monadnock  
Developmental  
Services 

92 50% 33 18% 23 12% 30 16% 7 4% 185 

Gateways  
Community Services 

123 46% 63 24% 41 15% 39 15% 2 1% 268 

Moore Center  
Services 

61 33% 38 20% 49 26% 33 18% 5 3% 186 

One Sky  
Community Services 

87 52% 37 22% 20 12% 22 13% 2 1% 168 

Community  
Partners 

37 30% 25 20% 31 25% 23 19% 8 6% 124 

Community  
Crossroads 

53 47% 25 22% 23 21% 7 6% 4 4% 112 

STATEWIDE  
TOTAL: 

706  373  273  241  52  1,645 

% of Jobs in Each  
Category 

  43%   23%   17%   15%   3%   

 
 
� (not including self-employment) 

 

Breakdown of Individuals Employed by Hours Worked Per Week by Region Breakdown of Individuals Employed by Hours Worked Per Week by Region Breakdown of Individuals Employed by Hours Worked Per Week by Region Breakdown of Individuals Employed by Hours Worked Per Week by Region 
and Statewide  and Statewide  and Statewide  and Statewide  ----    June 2015June 2015June 2015June 2015    



BDS Employment Report for the Period 1/1/2016-6/30/2016. 
 

Statewide Figures June 2016 

Total Number of People Served (21-64 years old) 4,008 

Total Number Reported on BDS Employment Report  
(Volunteer, Internship, Paid Employment or Self 
Employment, unduplicated) 

2,765 

Total Number Employed (Including self-employment) 1,430 

Employment Rate (Employed/All Persons Reported 
on BDS Employment Report) 

51.7% 

Employment Rate  (Employed/Total Number Served, 
unduplicated) 

35.6% 

 

 

Statewide Figures June 2016 

Total Number of Jobs 1,684 

Average Hourly Wage $8.36 

Average Hours Worked Per Week 11.00 

Average Weekly Earnings (Per Job) $92.46 

Average Monthly Earnings (Per Job) $400.37 

Average Annual Earnings (Per Job) $4,804.47 

 

Area 
Agency 

Unduplicated 
(Total Served, 
21-64, including 
those not on 
BDS Report) 

Unduplicated 
Served (All) 
(BDS Report) 

Unduplicated 
#Working 

 
Duplicated 

Total  
# Jobs&SE 

 
% Employed 

(BDS 
Employment 

Report) 

 
% Employed 
(Total Served) 

 
Ranking 

Region 1 364 318 159 27 186 50% 43.6% 2nd 

Region 2 235 113 75 4 79 66.37% 31.9% 8th 

Region 3 316 277 138 30 168 49.8% 43.7% 1st 

Region 4 464 318 156 27 183 49% 33.6% 6th 

Region 5 427 350 147 54 201 42% 34.4% 5th 

Region 6 598 342 231 36 267 67.5% 38.6% 3rd 

Region 7 550 374 179 33 212 47.8% 32.5% 7th 



BDS Employment Report for the Period 1/1/2016-6/30/2016. 
 

Region 8 394 279 125 30 155 44.8% 31.7% 9th 

Region 9 318 206 120 15 135 58.2% 37.7% 4th 

Region 10 342 188 100 11 111 53.2% 29.2% 10th 

Total 4,008 2,765 1,430 267 1,697 51.7% 35.6%  

 

Area Agency # Jobs Average hrs/wk Avg 
Pay/Hour 

Avg/Annual 
Earnings 

Ranking 

Region 1 186 9.63 8.91 4,449.86 8th 

Region 2 79 12.68 8.44 5,630.73 2nd 

Region 3 168 10.93 8.23 4,589.58 6th 

Region 4 183 11.01 8.26 4,751 4th 

Region 5 201 11.38 7.98 4,721 5th 

Region 6 267 10.86 8.00 4,496.11 7th 

Region 7 212 11.89 8.51 5,251.78 3rd 

Region 8 155 9.56 8.38 4,220.50 9th 

Region 9 135 13.21 9.05 6.331.27 1st 

Region 10 111 9.38 8.12 3,929.17 10th 

 

 

 

Region with Highest Number of Hours Per Week:  Community Partners/Region 9 

Region with Highest Average Wage Per Hour:  Community Partners/Region 9 

Region with Highest Percent Employed: Lakes Region Community Services/Region 3 

 

Types of Support 

Types of Employment Support Percentage 

Percentage of Workers Rely on Job Coaches 57.3% 



BDS Employment Report for the Period 1/1/2016-6/30/2016. 
 

Percentage of Workers Independent at Work 13.8% 

Percentage of Workers Rely on Natural 
Supports 

11.2% 

Percentage of Workers Rely on a 
Combination of Supports 

9.8% 

 

Modes of Transportation Percentage 

Self (Walk, bike, scooter) 13.1% 

Public Transportation 6.2% 

Family, neighbor, friend 11.9% 

Day Service Staff 61.3% 

Residential/Home Provider 5% 

Other 2.1% 

 

 

 



































75.36% 52

17.39% 12

7.25% 5

0.00% 0

Q1 Do you or your family member receive
the information you need from the Area

Agency to make decisions about services
and resources?

Answered: 69 Skipped: 0

Total 69

Yes

Sometimes

No

Not Applicable

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses

Yes

Sometimes

No

Not Applicable

Q2 Do you get the information you need
about:

Answered: 69 Skipped: 0

Family Support
services (su...
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R10 Family Survey SurveyMonkey



Family Support
Council?

Employment
Services?

Waiting lists?

Transition
from high...

Support and
information ...

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
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69.57%
48

13.04%
9

10.14%
7

7.25%
5

 
69

56.52%
39

14.49%
10

13.04%
9

15.94%
11

 
69

30.43%
21

10.14%
7

14.49%
10

44.93%
31

 
69

28.99%
20

4.35%
3

20.29%
14

46.38%
32

 
69

20.29%
14

2.90%
2

8.70%
6

68.12%
47

 
69

17.65%
12

7.35%
5

5.88%
4

69.12%
47

 
68

Yes Sometimes No Not Applicable

 Yes Sometimes No Not
Applicable

Total

Family Support services (such as respite, home/vehicle modifications, advocacy)?

Family Support Council?

Employment Services?

Waiting lists?

Transition from high school to adult services?

Support and information at age 14 years and older regarding options available upon graduation?

75.36% 52

20.29% 14

4.35% 3

Q3 Are the Area Agency staff responsive?
For example, do they return your calls in a

reasonable amount of time?
Answered: 69 Skipped: 0

Total 69

# Comments Date

Yes

Sometimes

No

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses

Yes

Sometimes

No
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1 My area agency (Community Crossroads) is amazingly responsive, encouraging, supportive and they empower me
always by offering education on the issues that are important to my family. They are always available to answer
questions, and they never let up until we have answers or are on the path to attaining answers. I appreciate and care
very much about the relationship I have with tge many wonderfully supportive people of community crossroads. I truly
feel apart of the team.

12/16/2016 4:39 PM

2 Always very helpful! 12/12/2016 5:06 PM

3 I recently left a message and still have not received a response. 12/12/2016 3:10 PM

4 we switched to Community Crossroads and are so glad we did; they are engaged and helpful! 12/12/2016 12:29 PM

5 WE are waiting to get our 4th Agency contact in 14 months. Turnover is horrible and support when we have staff is
only when we request it. We pretty much drive our own program with Eater Seals.

12/11/2016 6:37 PM

6 They are very attentive. Aleece Pappas is a great resource and gets back to us when we contact her. she is a great
asset to the Agency.

12/10/2016 5:43 PM

7 Took 3 weeks and two inquiries to get information about life insurance policies and the implications re Medicaid
eligibility

12/8/2016 2:09 PM

8 I understand the caseload that each coordinator carries is very high. 12/7/2016 2:34 PM

9 It depends who it is. Some call you back within 48 hours others you have to call a few times. 12/1/2016 7:22 PM

10 I have to continuously pry information and responses from them 11/29/2016 9:15 AM

11 they keep in touch when ever i call 11/28/2016 10:03 AM

12 The staff at the Community Crossroads is always very responsive to my daughter and I and have been for years. 11/23/2016 7:04 AM

13 I've on occasion had to contact my case manager to see if she received my email. 11/17/2016 8:01 AM

14 When I made a referral some time ago, I would call and call and rarely if at all received a call back. 11/16/2016 11:25 AM

15 Never had a problem getting an answer. 11/16/2016 11:01 AM

16 I can not speak highly enough about the Early Intervention therapists who see my son through the Children's Pyramid.
Both Kathy and Kim have gone above and beyond answering questions we have giving us resources or family outing
suggestions. They have become part of my family and we all including my son appreciate them tremendously.
Additionally whenever I called Barb she was prompt and polite returning my calls and making changes to our plan as
needed. My son has made leaps and strides with the services provided and I am anxious to see if our public school
district will leave me with the same feeling and satisfaction. As a new parent going through the stages of adapting to a
child with needs the supports we have received have made me a confident advocate for my son. Thank you!

11/15/2016 9:03 PM

17 The staff is wonderful and very helpful. Always there to answer question, develop strategies to assist our child. I can
not say enough about them. I dod not know where we would be without them

11/15/2016 12:42 PM

18 Excellent call back time. 11/15/2016 9:45 AM

19 Exceedingly responsive. I have always received help with questions or issues in a timely manner. 11/14/2016 11:20 AM

20 ALWAYS! 11/14/2016 8:16 AM

21 sometimes I feel their knowledge is limited 11/13/2016 7:34 AM

22 I'm so very grateful to my contact person. 11/12/2016 8:46 PM

23 I have been with community crossroads for 5 years and my first interaction was a letter that says my son has to be re
assesed for respite services. 5 years with this place and i am not aware of anything else my son is eligible for. Did they
forget about him

11/12/2016 4:44 PM

24 The people I work with have always been quick to return phone calls and e-mails, even if it is just to let me know they
are working on the problem.

11/12/2016 3:31 PM

25 I seem to either have an over-zealous response where I say I'm set & they keep calling or no response at all. 11/12/2016 2:44 PM

Q4 Are you, your family member, and other
family members and friends encouraged

and supported to exercise choice and
control over:
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Answered: 69 Skipped: 0

86.96%
60

4.35%
3

5.80%
4

2.90%
2

 
69

85.51%
59

4.35%
3

7.25%
5

2.90%
2

 
69

66.18%
45

7.35%
5

5.88%
4

20.59%
14

 
68

Yes Sometimes No Not Applicable

The planning
of services?

Implementation
of Services?

Managing
financial...

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

 Yes Sometimes No Not Applicable Total

The planning of services?

Implementation of Services?

Managing financial resources?

Q5 Are you encouraged and supported to
get involved in financial decisions

regarding your family member’s service
budget?
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56.52% 39

2.90% 2

8.70% 6

31.88% 22

Answered: 69 Skipped: 0

Total 69

# Comments: Date

1 Always!! I am encouraged and supported in every decision pertaining to my family. :) 12/16/2016 4:39 PM

2 Not sure this comes into play at this time. 12/10/2016 5:43 PM

3 I have sought out this information and did not receive 11/29/2016 9:15 AM

4 They take care of his day services we chose, and they plan it with them. 11/16/2016 11:01 AM

5 I have often felt as though budget information is withheld and this information is tightly held by Community Crossroads.
I know the total budget allocation, but when I have asked where we stand in using it, I don;t receive this information.

11/13/2016 7:34 AM

6 One of my children just had to change vendors and the area agency was quick and efficient in explaining the budget
and what it would cover.

11/12/2016 3:31 PM

Yes

Sometimes

No

Not Applicable

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses

Yes
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No

Not Applicable

Q6 Do you feel that the Area Agency
considers the unique concerns, priorities,
and resources of your family in providing

services?
Answered: 69 Skipped: 0
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79.71% 55

8.70% 6

11.59% 8

0.00% 0

Total 69

# Comments: Date

1 Community Crossroads always respects, supports and considers the dynamics, culture every aspect of my unique
family situation. I never feel like I am getting cookie cutter services. Services are tailored to our needs and resources
are offered according to our priorities. I am very happy with community crossroads and would not have it any other
way.

12/16/2016 4:39 PM

2 Been on the waiting list with almost no communication from staff as to how long the wait will be, what is being done
about the wait, and no offer of any stipend to assist while waiting.

12/8/2016 2:09 PM

3 They don't consider us at all 11/29/2016 9:15 AM

4 Great efforts have been made to deal with the unique situations related to my daughter. 11/23/2016 7:04 AM

5 always 11/15/2016 9:45 AM

6 But, again, I think their knowledge on what to do to help him is limited. 11/13/2016 7:34 AM

7 My son was not pleased with his vendor so the area agency talked about his concerns and what would best help him.
My other son was in an emergency situation and the area agency was working around the clock to find him the best
situation for his intense needs.

11/12/2016 3:31 PM

Yes

Sometimes

No

Not Applicable
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Answer Choices Responses
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Q7 Do you think that staff and providers
respect your family member’s choices

regarding:
Answered: 69 Skipped: 0
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86.96%
60

5.80%
4

7.25%
5

 
69

86.96%
60

7.25%
5

5.80%
4

 
69

89.86%
62

4.35%
3

5.80%
4

 
69

86.76%
59

5.88%
4

7.35%
5

 
68

# Comments on any of the above: Date

1 Like I said before I am extremely happy with the way I am treated by my area agency. I make decisions every step of
the way and they make me feel valued, respected, and supported.

12/16/2016 4:39 PM

2 We've been waiting for them to replace and provide a behavioral consultant for 6-12 months or more. 12/12/2016 3:10 PM

Yes Sometimes No

The services
they receive?

Who provides
the service?

Where the
services are...

What goals are
pursued in t...

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

 Yes Sometimes No Total

The services they receive?

Who provides the service?

Where the services are provided?

What goals are pursued in the service agreement?
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3 no goals in the service agreement at this time 12/12/2016 12:03 PM

4 Yes we pretty much drive expectations and requirements. The region just does the paperwork. 12/11/2016 6:37 PM

5 Tom Call is excellent, the fundraising committee and Family Support Council are very helpful 12/8/2016 2:09 PM

6 The group home is not properly staffed and the house is in disrepair. Continuous complaints make no difference. 11/29/2016 9:15 AM

7 We are always asked and informed about what is going on. 11/16/2016 11:01 AM

8 All along they have been very clear about coaching us to be our own advocates and asking questions and giving
answers that give our child what he needs.

11/15/2016 9:03 PM

9 always 11/15/2016 9:45 AM

10 I felt like a valued member of the team at all times. I felt my child's needs were always at the forefront of any decision
made to ensure she was making meaningful progress.

11/14/2016 6:22 PM

11 We have moved to a family-managed plan, but before this happened my answers would have been very different. 11/13/2016 7:34 AM

12 They have always treated my sons with respect and supported their choices. 11/12/2016 3:31 PM

13 They do an excellent job with this in the annual meeting. 11/12/2016 2:03 PM

82.61% 57

7.25% 5

10.14% 7

Q8 Are you satisfied with the services you
and your family member are receiving from

the Area Agency?
Answered: 69 Skipped: 0

Total 69

# If not, what specific improvements need to be made? If yes, what specifically are you happy with? Date

Yes
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1 I'm happy with everything my agency offers my family whether that's assistance during the holidays, summer
camperships, education/training such as Policy Partners, NH Leadership series, having my support coordinator help
me to understand my kids IEPs, coming to meetings with me, allowing me to come in and use copy machines&
computers to type letters of advocacy to my kids school, emergency funding for times of hardships, sometimes to just
listen to me when I need to talk about my challenges. I don't know what I would do without community crossroads in
my families life. They mean so much to us.

12/16/2016 4:39 PM

2 We need a behavioral consultant available to us. This would be very helpful to our family. 12/12/2016 3:10 PM

3 communication of events needs to be more timely....usually the date is only a couple of days or even the day of. 12/12/2016 12:03 PM

4 The services we recieve we drive and ensure they are delivered. 12/11/2016 6:37 PM

5 Individualized program is great but it is frustrating to be on the waiting list, not able to afford health insurance, paid
vacation, paid sick time for my full-time DSP and not able to give the DSP a raise, yet staff at the agency have health
insurance, paid time off and get raises.

12/8/2016 2:09 PM

6 More involvement, better hiring of staff agency (Nashua Center vs Crotched Mtn etc) looking at SERVICES rather than
price. Keeping on top of Nashua center to staff properly, and include staffing in contract with them. Better
maintenance of home. More visits to home. Staff that know what's going on.

11/29/2016 9:15 AM

7 Community Crossroads was supposed to help me find an apartment. NO they didn't! I DID. They were supposed to
help me get a job. NO job yet.

11/26/2016 1:48 PM

8 They are a great support especially Aleece Pappas, I feel I have to mention her by name as she is the main contact
person for my daughter and she is very much in support of her

11/23/2016 7:04 AM

9 Case Coordinator is excellent! 11/20/2016 9:10 PM

10 Due to lack of communication from the agency about a youth on my caseload, I am having a difficult time filling out
this form.

11/16/2016 11:25 AM

11 My son is happy, doing well, and improving his communication skills, which is our greatest concern. 11/16/2016 11:01 AM

12 Extremely Satisified 11/15/2016 12:42 PM

13 always 11/15/2016 9:45 AM

14 Very happy with indirect supports and direct service 11/14/2016 6:34 PM

15 The in-home services provided a safe and comfortable environment for my daughter. Scheduling appointments was
always easy and the sessions were interactive, informative and engaging.

11/14/2016 6:22 PM

16 Always told no funding is available for the services required. 11/14/2016 3:35 PM

17 Very much so 11/13/2016 9:28 AM

18 My contact person is so helpful with pointing me in the right directions, and tips for daily issues that she has from her
experiences.

11/12/2016 8:46 PM

19 having access to available contacts within my community 11/12/2016 7:29 PM

20 First how about telling us what he is eligible for 11/12/2016 4:44 PM

21 Having had a child in an emergency situation, I can not say enough about how they worked hard to find a good
placement at the same time as assuring me they were there for me. My other son was unhappy with his placement
and they immediately sat down with him to find a better fit. He is thrilled with his new placement.

11/12/2016 3:31 PM

22 Information on what they can do to help. I feel like we have this service but not a clue what to use it for or how it can
benefit my chldren

11/12/2016 2:44 PM

Q9 Are you satisfied with the health related
supports that are provided to your family

member by the Area Agency?
Answered: 69 Skipped: 0
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49.28% 34

8.70% 6

7.25% 5

34.78% 24

Total 69

# If no, why not? If yes, what things are going well? What do you think could be done to improve his/her health? Date

1 My kids benefit greatly from the insight, education, & assistance of Angela the dental hygienist. :) 12/16/2016 4:39 PM

2 They have continuously going above and beyond to assist us. 12/10/2016 5:43 PM

3 teeth are an issue. 11/29/2016 9:15 AM

4 Community Crossroads was supposed to help me find an apartment. NO they didn't! I DID. They were supposed to
help me get a job. NO job yet.

11/26/2016 1:48 PM

5 I am not in favor of managed care companies that are now involved 11/23/2016 7:04 AM

6 We have the perfect situation with the care-giver. It has helped to stabilize her health. 11/20/2016 9:10 PM

7 They gave us a great dental surgeon when he needed his wisdom teeth out. 11/16/2016 11:01 AM

8 I'm a very active supporter of my family member and pretty much manage all health related issues myself. But I am
confident if I needed help, it would be provided.

11/14/2016 11:20 AM

9 Sometimes information for these supports do not get out to us in a timely fashion, if at all. 11/14/2016 9:37 AM

10 I receive little information about this 11/13/2016 7:34 AM

11 they provided a workshop concerning the new managed care program 11/12/2016 7:29 PM

12 Read my other comments 11/12/2016 4:44 PM

13 we have zero supports 11/12/2016 2:44 PM

14 We are very fortunate to have good coverage with the plan we are on, but when there was a problem before,
Community Crossroads was very helpful.

11/12/2016 2:03 PM

Yes

Sometimes

No

Not Applicable

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses

Yes
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50.72% 35

2.90% 2

8.70% 6

37.68% 26

Q10 Are you satisfied with the safety related
supports that are provided to your family

member by the Area Agency?
Answered: 69 Skipped: 0

Total 69

# If no, why not? If yes, what things are going well? What do you think could be done to improve his/her safety? Date

1 Improper staffing is a safety risk. Also, for 3 years I tried to get them to fix a faulty outlet and they finally got someone
to fix it. It was a fire hazard (the outlet wires were loose)

11/29/2016 9:15 AM

2 Aides at his day program are well trained, we have not had any problems. 11/16/2016 11:01 AM

3 Safety is a priority and discussed many times. No supports were ever recommended to assist. 11/14/2016 3:35 PM

4 Again, I manage all that. 11/14/2016 11:20 AM

5 I don't know if this applies to my son. If it does, I do not know anything about it. 11/13/2016 2:01 PM

6 I receive little information about this 11/13/2016 7:34 AM

7 They have found a safe environment for my son and he is happy. 11/12/2016 3:31 PM

8 no supports 11/12/2016 2:44 PM

Yes

Sometimes

No

Not Applicable
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Answer Choices Responses

Yes

Sometimes

No

Not Applicable

Q11 Do you know whom to call if your
family member’s rights have been violated
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79.71% 55

2.90% 2

17.39% 12

or s/he is not receiving the services s/he
needs and wants?

Answered: 69 Skipped: 0

Total 69

# Comments: Date

1 I am well informed of my families Rights because of community crossroads. 12/16/2016 4:39 PM

2 I will figure it out if I need to do this 12/11/2016 6:37 PM

3 But not the agency's fault. That information is available and has been communicated but I have never had a need for it
so I don't retain it.

12/1/2016 7:22 PM

4 Maybe the info is on the "rights" paper they gave me. I have complained to the state and got no response. 11/29/2016 9:15 AM

5 The service coordinator always stays in contact, and if they move on, I am notified and someone else steps in until the
new person takes over.

11/16/2016 11:01 AM

6 I feel confident that if a problem was to arise we could quickly remedy the situation 11/14/2016 6:22 PM

7 I have called an attorney and private advocate for school related issues. Who would I call within Community
Crossroads? Woudl this still apply in the school setting?

11/13/2016 2:01 PM

8 On of my sons is always calling his worker about what he sees is a problem and she always supports him in finding a
solution.

11/12/2016 3:31 PM

Yes

Sometimes

No

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

Answer Choices Responses
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Q12 Is your family member supported to
form and maintain relationships and

become an active member of the
community, doing work/leisure activities of

his/her choice?
Answered: 68 Skipped: 1
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77.94% 53

14.71% 10

7.35% 5

Total 68
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79.10% 53

20.90% 14

Q13 Does the Area Agency ask you if you
are satisfied with the quality of services you

receive from them?
Answered: 67 Skipped: 2

Total 67

# Comments: Date

Yes

No
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1 Yes of course, my agency is very attentive and tuned in to our needs. The agency makes it clear that they are here to
support my children in every way to have a good life within their communities.

12/16/2016 4:39 PM

2 I don't remember the agency asking; I do remember participating in surveys such as this 12/8/2016 2:09 PM

3 they know that I'm not happy 11/29/2016 9:15 AM

4 We always discuss this, they like to know how his day program is doing. 11/16/2016 11:01 AM

5 I always try to vocalize my gratitude, there is no need to ask :) 11/12/2016 8:46 PM

6 5 years nothing 11/12/2016 4:44 PM

7 They are always checking in to make sure everything is going well. If they see something they are concerned about
they get in touch with me.

11/12/2016 3:31 PM

67.27% 37

14.55% 8

18.18% 10

Q14 If you have made suggestions
regarding improving the quality of services,

did the Area Agency follow-up?
Answered: 55 Skipped: 14

Total 55
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Q15 Would you like to offer any additional
comments?

Answered: 22 Skipped: 47

# Responses Date

15 / 16

R10 Family Survey SurveyMonkey



1 There's nothing I would change about the way Community Crossroads treats my family and I. I love my area agency!!
Every person who works their truly cares about every family they serve and it shows!! We would not be where we are
today if it wasn't for Community Crossroads. Because of the support and services offered by Community Crossroads
my daughter's attend their neighborhood school in the general ed, they have meaningful friendships of their own
choosing, girls have attended horseback riding camp, family camp, SLP services on horse back, singing lessons, etc...
Because of Community Crossroads my daughter's future is full of hope and brighter with a team of caring individuals to
support them in all of lifes adventures!!

12/16/2016 4:39 PM

2 Very appreciative of their help and support! 12/12/2016 5:06 PM

3 Not sure what the agency provides for services for us beyond the paperwork which I am guessing can be a lot. 12/11/2016 6:37 PM

4 Cindy Maher, Aleece Pappas, and others have gone above beyond on various times to help us in situation we need.
We are lucky to have them.

12/10/2016 5:43 PM

5 I think the staff at region 10 collects their paychecks and makes lame efforts to look like they are doing their jobs. They
hurt more than they help. I have to find out things on my own when they could help but don't. It's very difficult for a
guardian to maneuver the many agencies involved in care, but I'm figuring it out on my own. Very very unhappy with
region 10 staff.

11/29/2016 9:15 AM

6 Community Crossroads has been very helpful to our son and his needs and our questions. They have met with us
when we asked and answered our questions or gave us much needed advice to help our son.

11/27/2016 6:58 PM

7 Community Crossroads does a great job of supporting my family member and our family and has done for years now,
they are always available. They serve the community well so let the State of NH continue to support them.

11/23/2016 7:04 AM

8 I am an advocate for my daughter, but the agency is an advocate for both of us. They provide great support and
guidance on a continuous basis. The information provided regarding guardianship, adult transition, and supports
needed has been beyond helpful. We are so lucky to have them!

11/21/2016 12:06 PM

9 My Service Coordinator is excellent. She is smart, responsive and very caring. The agency is excellent and has been
an important resource for me and my family.

11/20/2016 8:45 PM

10 We are very happy, more than satisfied with Community Crossroads. They have given us great advice and information
on a number of "life" issues over the years, they are always well informed on anything we need knowledge about, they
are great listeners, too. We came from Massachusetts over 20 years ago, and it was an absolute nightmare for us
down there. We have never had any of the problems here we had to deal with down there, ever!!!!

11/16/2016 11:01 AM

11 More funding needs to be made available to these agencies. Our kids need it. If we expect them to be productive
citizens then we need to be able o help them reach their goals. If we do not we have no one to blame about rising
costs in other areas but ourselves.

11/15/2016 12:42 PM

12 always 11/15/2016 9:45 AM

13 Fabulous experience workingg with them! 11/14/2016 6:34 PM

14 Community Crossroads has been nothing but a positive and life changing program for my daughter and our family. I
have recommended them to friends and will continue to do so. As a parent, the success of my child is paramount and
assisting her with her developmental delay was a top priority. From day one Community Crossroads were there to
assist my daughter and our family. I felt like a valued team member during service review meetings; everything was
comfortable and supportive. Thank you for all the work you do.

11/14/2016 6:22 PM

15 The area agency system, precisely because it is user-governed, is the best model for administering services and must
be preserved at all costs. Turning this work over to profit-driven entities is a huge mistake worthy of fighting to the end.

11/14/2016 11:20 AM

16 We have appreciated the support we have received and the staff actively advocating on behalf of our medically and
developmentally disabled child.

11/13/2016 11:26 AM

17 Keep up the tremendous work! 11/13/2016 9:28 AM

18 Once we moved to a family-managed plan, services are much more tailored to my son's needs. Before that, I could
not say that services were meeting his needs. If I am unhappy now, I only have myself to blame, but I feel I have the
sole responsibility to put this together. Few ideas and suggestions come from Community Crossroads, but I think they
do the best they can given the information they have available.

11/13/2016 7:34 AM

19 This agency has been tremendously helpful to my family. I am extremely thankful to have found them. 11/12/2016 8:46 PM

20 Would like to receive emails from agency. 11/12/2016 8:05 PM

21 I can not tell you enough how pleased I am with my area agency and their support, not only for my sons but also for
me. I can't imagine what would have happened to my sons if this agency hadn't been around.

11/12/2016 3:31 PM

22 They are doing a very good job! 11/12/2016 2:03 PM
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Q2 Please choose one to rate the overall
effectiveness of communication between

your agency and the area agency:
Answered: 8 Skipped: 3

Total 8
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Q3 What is working well with
communication between your agency and

the Service Coordination Department?
Answered: 8 Skipped: 3

# Responses Date

1 Everyone's commitment to this. 11/22/2016 1:25 PM

2 The relationships with most case mangers is excellent. When there is a client issue or need they are quick to respond. 11/21/2016 1:11 PM

3 The service coordinators are timely in their responses whether it be by phone or email. 11/18/2016 10:58 AM

4 The service coordinators are very good at staying in contact with us. They are very informative and get information to
us in a timely manner. The SC are also are very collaborative and promote a team environment.

11/15/2016 12:21 PM

5 The leadership is responsive and generally very easy to work with. 11/11/2016 2:35 PM

6 We have routine administrative meetings and the leaders maintain excellent communication on what is going well and
what needs attention

11/11/2016 9:58 AM

7 We complete weekly updates with Service Coordinators so that everyone is aware as to what's going on with the
clients. communication structure for clients respect are all some of the words I use when working with CCR

11/10/2016 11:16 AM

8 Timely response, commitment to support consumers beyond what is generally provided. Planning for meetings and
regular feedback.

11/10/2016 11:00 AM
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Q4 Please specify how communication can
be improved between your agency and the

Service Coordination Department.
Answered: 7 Skipped: 4

# Responses Date

1 Continue to work towards improvement. 11/22/2016 1:25 PM

2 There has been some turnover over the last several years with seasoned case managers. While the new case
mangers have been trying there is a lack of historical information. It can sometimes take longer to get issues solved in
these cases.

11/21/2016 1:11 PM

3 It is already very thorough, convenient and timely. 11/18/2016 10:58 AM

4 N/A 11/11/2016 2:35 PM

5 No improvement needed at the time 11/11/2016 9:58 AM

6 I think the communication is good with CCR 11/10/2016 11:16 AM

7 To communicate sooner whenever there is a change or anticipated change in staffing change. overall, good 11/10/2016 11:00 AM
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12.50% 1

Q5 Is there timely communication with
Service Coordinators when there is an
incident/issue/emergency involving an

individual?
Answered: 8 Skipped: 3

Total 8

# If No or Sometimes, Please Explain:: Date

1 A lack of service coordinators and frequent switching of coordinators has been a problem for them. 11/11/2016 2:35 PM
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12.50% 1

Q6 Does the Area Agency communicate and
explain policy and funding issues released
by the Bureau of Developmental Services?

Answered: 8 Skipped: 3

Total 8

# If No, Please explain: Date

1 We typically get all of our information from this AA about BDS info as well as trainings and other pertinent information. 11/15/2016 12:21 PM

Yes
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If No, Please
explain:
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37.50% 3

87.50% 7
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Q7 How does the Area Agency
communicate regular updates and changes

to policy, funding, performance, etc?
Choose ALL that apply:

Answered: 8 Skipped: 3

Total Respondents: 8  

# If Other, please explain: Date

1 I have not always been able to attend the Provider Meetings though. 11/18/2016 10:58 AM
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100.00% 8

0.00% 0

Q8 Do you have a specific contact person
to talk with regards to funding, funding
issues, crisis needs, and/or changes in

funding with regards to individuals' needs?
Answered: 8 Skipped: 3

Total 8

# If No, Please Explain: Date

1 Although this can be discussed with any SC. 11/22/2016 1:25 PM

2 There was one occasion when I tried to contact Bill regarding a funding issue and it was not timely. I had to go through
the case manager and then found out Bill had been out.

11/18/2016 10:58 AM

3 Sara Blaine and Cynthia Mahar are excellent sources for us. They have gone above and beyond what their roles
should be. They are both a wealth of information and have been so supportive to all of the admin staff at Becket. They
are a large part of the reason that Becket was able to be successful with all of the issues with licensing and
certification we had in late 2015.

11/15/2016 12:21 PM

Yes

No
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100.00% 8

0.00% 0

0.00% 0

Q9 When there is an issue with an
individual, are there timely responses and
meetings that meet the level of urgency?

Answered: 8 Skipped: 3

Total 8

# If No or Sometimes, please explain and provide detail on what you think should occur Date

1 Community Crossroads has been extremely responsive when needed. 11/18/2016 10:58 AM

2 This AA goes out of their way and ensure that all of our issues are immediate tended to. They are very responsive. 11/15/2016 12:21 PM

Yes

No

Sometimes
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Answer Choices Responses

Yes

No
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100.00% 8

0.00% 0

Q10 Overall, are Area Agency staff easily
accessible and phone calls returned in a

timely manner?
Answered: 8 Skipped: 3

Total 8

# If No, Please specify: Date

 There are no responses.  
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50.00% 4

25.00% 2

25.00% 2

Q11 Is your agency invited to participate in
the development and on-going assessment

of the Area Agency's Area Plan (also
possibly known as Bienniel Plan or

Strategic Plan)?
Answered: 8 Skipped: 3

Total 8
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71.43% 5

28.57% 2

Q12 Do you believe individuals and families
are objectively given a choice of providers

in the regional area?
Answered: 7 Skipped: 4

Total 7

# Why or Why Not? Please explain: Date

1 This is in due part to BDS funding limitations they are forced into taking services that they might not be completely
satisfied with their choices.

11/21/2016 1:23 PM

2 I am new to the system so I am not sure on this question, however just recently given the opportunity to bid on a RFP
that a individual toured our building and liked it.

11/10/2016 11:22 AM
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0.00% 0

100.00% 7

0.00% 0

0.00% 0

Q13 How well is the RFP process working in
your regional area?

Answered: 7 Skipped: 4

Total 7

# If Inconsistent or Need Improvement, Please provide suggestions on how this can be improved: Date

1 With our increased case loads and the difficulty of hiring right now, we have been unable to answer many RFPs. This
is an issue with me, not with Community Crossroads.

11/18/2016 11:00 AM
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85.71% 6

14.29% 1

Q14 Do you believe individuals and families
understand their rights to choice and how

to exercise these rights?
Answered: 7 Skipped: 4

Total 7

# If No, Please Explain: Date

1 This is an ABSOLUTELY Yes, not just a 'yes'. 11/18/2016 11:00 AM

2 I do not think they understand and should be given pamphlets and suggestions to agencies they possible go into. 11/10/2016 11:22 AM
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Q15 How does your agency support
individuals and families to understand their

rights and how to exercise their rights to
choice?

Answered: 7 Skipped: 4

# Responses Date

1 Education. 11/22/2016 1:25 PM

2 We do yearly Human Rights training and go over it at the annual meeting. 11/21/2016 1:23 PM

3 We give out a booklet on Client Rights at the annual ISP. 11/18/2016 11:00 AM

4 We hold weekly house meetings for the individuals where HR issues are discussed. We also train the individuals are
families once per year regarding human rights and mandated reporting.

11/15/2016 12:23 PM

5 Discussions with them. 11/11/2016 2:36 PM

6 Our agency promotes respect , dignity and the right to chose as well as many other self promoting advocacies. 11/10/2016 11:22 AM

7 Ongoing communication, encouragement to participate in the care of their loved ones. 11/10/2016 11:02 AM
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100.00% 7

0.00% 0

Q16 Overall, are service coordinators
responsive to the needs of the individual?

Answered: 7 Skipped: 4

Total 7

# If No, please explain: Date

1 In my experience, the Service Coordinators are very skilled at advocating for the needs of the individuals. 11/18/2016 11:02 AM
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83.33% 5

16.67% 1

Q17 In general, do you feel individuals (and
their guardians/representatives) are

adequately supported to advocate for
themselves in the service planning process

and implementation of their services?
Answered: 6 Skipped: 5

Total 6

# If No, please explain: Date

1 Most of the time. 11/22/2016 1:27 PM

2 This question is a yes, however I am not sure that individuals understand the process and are usually guided to think
what's best for them. Example: you love to bowl right? instead of: would you like to bowl

11/10/2016 11:29 AM
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100.00% 6

0.00% 0

Q18 In general, do you believe individuals
(and their guardians/representatives) are

encouraged and supported to request
changes to their services?

Answered: 6 Skipped: 5

Total 6

# If No, please explain: Date

1 Most of the time. 11/22/2016 1:27 PM
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66.67% 4

33.33% 2

Q19 Overall, do you believe service
coordinators are adequately trained in their

role?
Answered: 6 Skipped: 5

Total 6

# If No, please be specific about the areas of training that may be needed: Date

1 I have seen a great improvement with the new SC team as others retire. 11/22/2016 1:27 PM

2 New coordinators are not always knowledgeable about the regulations. 11/11/2016 2:37 PM

3 there is never enough training and I think funding is a very big issue 11/10/2016 11:29 AM
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85.71% 6

14.29% 1

Q20 Has the Area Agency explained and
made available the process for requesting

funding changes for individual service
needs to your agency?

Answered: 7 Skipped: 4

Total 7

# If No, Please Explain: Date

1 I'm not sure if they have, but I work with Regions 1, 4, 6, 7, 8, 9 and 10 so I've been made aware several times
throughout the years, just not sure which regions the information came from.

11/18/2016 11:48 AM

2 They are extremely responsive. 11/15/2016 12:24 PM
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85.71% 6

14.29% 1

Q21 In your opinion, has the Area Agency
explained and made available the process

for requesting funding changes for
individual service needs to the individual,

guardian/representative?
Answered: 7 Skipped: 4

Total 7

# If No, Please Explain: Date

1 Annually at the ISPs I witness this. 11/18/2016 11:48 AM

2 I don't really know. 11/11/2016 2:39 PM
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100.00% 6

0.00% 0

Q22 Does the Area Agency have adequate
processes in place to prevent or minimize

recoupment of payment?
Answered: 6 Skipped: 5

Total 6

# If No, Please Explain: Date

1 I would assume so since we have never had issue collecting payment for services rendered. 11/18/2016 11:48 AM

2 ? 11/11/2016 2:39 PM
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57.14% 4

0.00% 0

42.86% 3

Q23 Does the Area Agency have processes
in place to address underutilized services?

Answered: 7 Skipped: 4

Total 7

# Please Explain any issues in this area/Suggestions for Improvement: Date

 There are no responses.  
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Q24 Please use the comment box below to
share any additional thoughts or comments
regarding improvements that can be made

to strengthen the delivery of services
coordinated by area agencies and delivered

through provider agencies.
Answered: 5 Skipped: 6

# Responses Date

1 Community Crossroads is the easiest and most responsive AA to work with. 11/22/2016 1:28 PM

2 The one thing that I would like to see is uniformity of practice. Working with so many different area agencies is difficult
when the requirements are all different. Some examples of these differences are: Attendance - some regions require
weekly, some twice a month, some once a month Incident Reports are due to some regions within 24 hours, some 72.
HRC procedures, Expectations on what to bring for the ISP, what can and cannot be put into budgets, etc...

11/18/2016 1:21 PM

3 This AA has been extremely supportive to Becket. They have gone way above and beyond their roles to ensure that
Becket got the appropriate training and support. This AA was an integral part in Becket's success with licensing and
certification issues that Becket had in late 2015. Cynthia Mahar was a wealth of information to our CFO and assisting
Becket to navigate the NH system. Sara Blaine assisted, trained and supported the operations personnel with regs
and licensing requirements. This AA is the most collaborative agency we work with and understand the complexity of
the work we do. This AA continues to go above and beyond and are the very first people we go to.

11/15/2016 12:29 PM

4 This is the one and only area agency that does not provide direct services themselves. This is a good thing as it
eliminates a major conflict of interest.

11/11/2016 2:40 PM

5 Encourage and welcome participation from all stakeholders, community outreach effort, regular open forum for the
public.

11/10/2016 11:06 AM
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R10-Community Crossroads In Home Support Review 
Dec 2, 2016 

 
Reviewers: Jude Schultz, Todd Ringelstein, Ken Lindberg 
 
Reviewers Comments:  At the outset it is important to note that Community Crossroads has done 

an excellent job not just in preparing and overseeing In Home Support (IHS) programs, but also in the 
preparation for and organization of this review.  The records were not only carefully reviewed by staff, 
but the compilation and analysis of the data should be held up as a best practice across the state.  

 
Bureau of Developmental Services (BDS) staff has reviewed the files, as well as the attending 

analysis from Community Crossroads. Rather than recreate the reports, we are attaching the R10 Self-
Assessment and Review Compilation as evidence of their having met the expectations of He-M 524 as 
well as BDS expectations of the self-review.   

 
Findings:  Twenty-one (21) IHS files were reviewed for the time period April 1, 2016 through June 

30, 2016.  Eleven of these use vendor agency staff (Life Visions); 10 utilize Community Crossroads as 
employer of record. 

 
Observations from the Self-Assessment:  Community Crossroads staff have identified both 

“Successes” and “Areas to Focus On,” and commented to the reviewers that the review has been 
internally helpful and resourceful, and that lessons were learned. 

 
Among the Successes: 
1. Human Resource documentation for family managed employees and vendor agency staff is in 

excellent standing. 
2. Collaboration with family to develop Individualized Service Agreements (ISA), services and goals 

is evident, as is communication among the team. 
3. Level of satisfaction is discussed and documented. 
4. Service types, services, and Contingency Plans are documented. 
5. Compensation is consistently under $15/hour. 
6. Goals are person-centered and measurable. 
7. Staff training by Family Managers is consistent. 
8. 100% of all ISAs, HRSTs, SIS and amendments were found. 
9. 100% of all monthly reports were present. 
10. Community Crossroads had developed an internal tracking system that is beneficial to their own 

departments as well as numerous families.  
 
Among the areas of renewed focus: 
1. Some of the ISAs (4/21) did not include emergency contact information (Q9). This will be 

corrected as, beginning in September, 2016, all IHS plans began utilizing the HRST ISA template. 
2. BDS approval to pay 2 of the 3 families receiving payment was lacking (Q 44). Although staff say 

they recall these conversations with BDS in the past, no documentation was found. Both of the 
two families noted having IHS programming for several years. The Area Agency is expected to 
correct the oversight and immediately apply to the Bureau for approval, so documentation of 
this approval will be in their records in the future. 

3. R10 will assure that all ISAs are completed and approved within the timelines as required by He-
M 503. This will be done by additional supports/tracking by administrative staff. 



4. During the self-review, according to R10 staff, it became evident that they and the families they 
work with had not been consistent in securing required references (10/10 Family. Managed 
Employees were “NO” to Q51).  The agency Associate Director has amended their pre-
employment practices to ensure that no Family Managed Employee is able to begin working 
without the required references in place. 

  
None of the 10 FME’s or the 49 Vendor Agency staff were administering medication, so He-M 1201 

training was not needed. 
 
No respite providers were Area Agency arranged and none of the IHS participants utilized family 

arranged respite in certified residences. 
 
A comment about Q2, “The Service Agreement was based on clinical needs assessment IEP, OT/PR, 

Speech, ATECH.”  In conversation with the BDS reviewers, it became apparent that this question was 
read differently than intended. When it was pointed out during the review that these individuals were 
not all provided clinical based assessments, the agency staff made it clear that, in all cases, the Service 
Agreements were based on conversations with the family, and their assessment of their child’s needs – 
based upon diagnoses, medical or other clinical advice, etc.  This being the case, all 21 answers would be 
“N/A,” rather than “Yes.”  Still, a positive outcome. 

 
 
Post-Payment Review:  In addition to the self-review of the 21 In Home Support programs, a post-

payment audit was done by the Community Crossroads Business Manager. These findings were then 
reviewed by BDS staff. Generally speaking, the findings were favorable: Community Crossroads 
continues to be consistent in billing for provided services, and in documenting adherence to He-M 524 
Standards. 

 
Among the findings: 
1. All records had receipts/invoices available to support all expenditures charged to the individual’s 

accounts (Q1) 
2. All of these expenditures were supported by the Service Agreement (Q2) 
3. For those that had therapeutic recreation expenditures (8/21), all 8 were $1200 or less (Q6). 
4. All expenditures were Medicaid eligible (Q12) 
5. All Medicaid revenue collected by the agency for each individual service authorization line-item 

were supported by Medicaid eligible expenditures (Q14) 
6. A report of actual spending versus budget is provided to any participating family, on-demand, 

and mailed (Q15 and Q16) 
7. As to families underutilizing funding in the past two years (Q18), 5 “Yes,” 9 “No,” and 7 were 

rated as “Not Applicable” because they have been in the program less than 2 years.  
8. Related to this (as answered in Q19) the 5 families who had underutilized had actually used 

81%, 92%, 95%, 96% and 98% of their funding.  Three of these, including the one at the 81% 
level, were reported to have staffing issues.  All have had conversations subsequently with R10 
about these issues, as well as reviewing the budget and making necessary changes to utilize all 
of their funding. 

9. The average yearly budget for the 21 R10 IHS programs is $19,551. Fourteen of the budgets are 
below $20,000. 

 
 



 
 
 
It is quite apparent from this review that Community Crossroads continues to pay close attention to 

the quality of provision of In Home Supports, as well as their own review and analysis of these programs.  
 
The reviewers were of the same opinion in stating that R10 staff were extremely well-prepared and 

organized, they had identified successes and areas in need of improvement (and had already acted on 
those areas), and provided helpful and resourceful recommendations for improving the audit 
questions/template. 

 
Special thanks to Kelly Judson, Laura Spinney, Sara Blaine and Bill Dillon for the time, energy and 

overall positive attitude in responding to this review. 
 
 
Jude Shultz 
Todd Ringelstein 
Ken Lindberg 
 
Feb 1, 2017 
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