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Mission and Values:  The mission of the South Carolina School for the Deaf and the Blind (SCSDB) is to ensure that individuals we serve realize maximum success through high quality educational programs, outreach services, and partnerships.  The values of the agency are reflected in the SCSDB belief statements:

We believe that ...

Human potential is unlimited.

All creation has worth.

Higher expectations lead to higher results.

Learning is a lifelong process.

The family is the most important element in the life of a human being.

A healthy society balances rights with responsibilities.

Embracing diversity strengthens society.

Change is necessary for growth.

Major Achievements from past year:    

Enhanced Relationships with Families and Agencies:  

· Continued standards of excellence by second consecutive year as a Palmetto Gold School

· Noted improvements of parent ratings from the EAA Report Card in the areas of satisfaction with Home-School Relations and Social and Physical Environments

· Maintained high levels of customer satisfaction with Outreach Services, with increased satisfaction noted in Request for Services

· Increase in Medicaid revenues of $765,722 (an increase of 50% over the revenues of the prior year)

· Continuation of capital projects on campus to improve facilities (e.g. completion of Herbert Center renovation, work on construction of Hughston Hall, and continued renovation of Walker Hall)

Developing and Expanding Community-based and Outreach Services:

· Increase in total services provided by Outreach to the highest number provided over a four-year period at 23,680 services, and an increase of 5,604 services over last year

· Designed and implemented new fiscal reports for each outreach center and service

· Instructional Resource Center distributed more than 306 braille books and 544 large print books

· Large Print book production for all SC public schools was added to the Instructional Resource Center, using a specialized computer donated by SC Lions and Lions International Foundation

Developing Procedures to Enhance the Safety and Security of Students and Staff:

· Continued high rate of students who feel safe in school, with 94% indicating they feel safe in school (more than twice the rate of students from a national survey)

· Improved systems and training in new dormitory and renovated buildings on campus

· High rate of hazard surveillance inspections (100%)

· High rate of completion of corrective action for hazard inspections (98.2%)

· Increase in employee safety training completion rate at 91% (at increase of 6% over last year's data)

· High rate of compliance with emergency preparedness and fire drills (100%)
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· Decrease in the number of claims (by 25%) and the dollars paid out (6%) in Workers' Compensation cases 

· New safety training options and schedules were implemented to enhance staff members' access to safety training

Improving the Organizational Culture in the Areas of Leadership, Decision-making, and Communication:

· Increase in recognition awards for employee contributions by 26% over prior year awards

· Increase in number of staff members who have achieved their required sign language skill levels

· Increase in number of staff members who gave positive responses to questions in the employee satisfaction survey involving the organization's culture and image

· Increase in the underutilization of qualified minority applicants by 13.4% over last year

Establishing and Maintaining Strategies to Recruit and Retain Students:

· Increase in student performance standards, including number who meet their IEP objectives and those who made gains in mathematics objectives

· Decrease in drop-out rate

· High rate of student placement, with 78.2% placement rate one year after exiting SCSDB (28.2% higher than the rate of students in a national study)

· Behavioral Services Department was operational

Key Strategic goals for the present and future years:  
· We will develop and implement a plan that will enhance relationships with families and agencies and improve our public image.

· We will develop and expand community-based services to citizens with sensory disabilities, their families, and the professionals who serve them in the state of South Carolina.

· We will develop procedures to ensure the safety and security of our students and staff.

· We will improve the organizational culture in the areas of leadership, decision-making, and communication.

· We will establish and maintain strategies to recruit and retain students.

Opportunities and barriers that may affect the agency’s success in fulfilling its mission and achieving its strategic goals:  
Opportunities:

· Partnerships:  To work with partners in both the private and public sectors for business and service. 

· Leadership:  
(1)  To lead more effectively with the strategic plan as it serves as a vehicle for a shared vision and (2) To lead more effectively by the measures as the performance measures are identified and shared.

· Relationships:  (1) To continue to develop our dedicated staff in support of their commitment to our students and their families and (2)  To make a positive difference in the lives of our students and clients.

· Strategic Planning Process: (1)  To use to strategic plan as our vehicle for a shared vision and (2) To use the strategic plan as the foundation for setting higher standards and for measuring our success by the established performance measures.
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Barriers:

· Funding:  The reality of declining funds/resources and challenges of identifying new funding sources.
· Influence:  Legislative impact on programs through state legislations (e.g., Education Accountability Act/EAA) and federal legislation (e.g., Individuals with Disabilities Act/IDEA and No Child Left Behind/NCLB).  Effect of changes in legislation on constancy of purpose.  Effect of external influences (e.g., funding, restructuring, legislation) that result in reactive, rather than proactive, planning and efforts.

· Student Behavior:  A more complex student population with disabilities that include physical, medical, and behavioral disabilities.
· Transition:  Increasing challenges in a competitive global economy that will be faced by disabled students in order that they may secure employment and lead independent and productive lives.
· Training:  Loss of experienced, qualified staff through attrition and retirement.  Limited pool of applicants for vacancies, and who have significant training needs.

· Accessible Services:  Inadequate computers and assistive technology that are used in instruction and for independent living skill development.  Lack of ability to keep abreast of rapid changes in technology that affect SCSDB student and client populations.

· Awareness:  Lack of awareness of SCSDB as a state-wide resource.  Declining student enrollment as more students are mainstreamed into the public schools.

How the accountability report is used to improve organizational performance:  

The Accountability Report will serve as the foundation for the agency's focus on "managing by the measures."  The Accountability Report will be aligned with the annual strategic planning process, thus serving as the instrument to connect the strategic goals and the mission  to the performance evaluation, agency operations and information systems, customer focus, and the business results.  The Accountability Report will be shared and reviewed through various agency venues, including Board, staff, and parent meetings and discussion groups.
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1. Number of Employees:  386

2. Operation Locations:   Services are provided to every county in the state. The main campus is in Spartanburg.  Regional offices include: Piedmont Regional Outreach Center in Spartanburg (Main Campus), Low Country Regional Outreach Center/Colson Center of Outreach Services in Charleston, Midlands Regional Outreach Centers in Columbia and Rock Hill, Coastal Regional Outreach Centers in Conway and Florence.


3. Expenditures/Appropriations:  
	Base Budget Expenditures and Appropriations

	
	02-03 Actual Expenditures
	03-04 Actual Expenditures
	04-05 Appropriations Act

	Major Budget Categories
	Total     Funds
	General       Funds
	Total      Funds
	General      Funds
	Total       Funds
	General      Funds

	Personal Services
	$13,426,370
	$12,015,815
	$13,230,157
	$6,659,928
	$11,921,432
	$6,333,941

	Other Operating
	$4,660,013
	$4,380,809
	$4,385,188
	$2,027,202
	$4,321,327
	$1,907,379

	Special Items
	$417,952
	$1,011,308
	$767,959
	$666,911
	$868,308
	$668,308

	Permanent Improvements
	$7,730,424
	$0
	$6,581,218
	$0
	$0
	$0

	Case Services
	$9,383
	$7,000
	$10,402
	$56
	$7,000
	                 $0

	Distributions to Subdivisions
	$50,000
	$53,273
	$0
	$0
	$53,273
	$53,273

	Purge Benefits
	$3,957,788
	$4,099,336
	$4,100,702
	$2,214,010
	$4,076,331
	$2,539,997

	Non-recurring
	$0
	$0
	$43,630
	$0
	$53,273
	$59,000

	Total
	$30,251,929
	$21,567,541
	$29,119,255
	$11,568,107
	$21,390,671
	$11,561,898


	Other Expenditures

	Sources of Funds
	02-03 Actual Expenditures
	03-04 Actual Expenditures

	Supplemental Bills
	$0
	$0

	Capital Reserve Funds
	$0
	$0

	Bonds
	$7,730,424
	$6,581,218


	Interim Budget Reductions

	Total 02-03 Interim Budget Reduction
	Total 03-04 Interim Budget Reduction

	$685,427
	$117,338
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	4.  Major Program Areas Chart

	Program Number and Title
	Major Program Area

Purpose

(Brief)
	FY 02-03

Budget Expenditures
	FY 03-04

Budget Expenditures
	Key Cross 

Reference for

Financial Results*

	Education 
	Specialized instruction serving deaf, blind and multi-sensory disabled students.  Provides programming from preschool to post secondary. 
	State:
	$6,,451,766
	State:
	$6,456,502
	7.3-1
7.3-8

7.5-6

	
	
	Federal:
	$623,761
	Federal:
	$624,219
	

	
	
	Other:
	$6,831,682
	Other
	$6,836,697
	

	
	
	Total:
	$13,907,209
	Total:
	$13,917,418
	

	
	
	     % of Total Budget:
	62%
	     % of Total Budget:
	62%
	

	Student Support
	Specifically designed support services for sensory impaired students of all ages.  
	State:
	$1,947,703
	State:
	$1,949,133
	7.3-1
7.3-2

7.3-5

7.3-8

	
	
	Federal:
	$188,305
	Federal:
	$188,444
	

	
	
	Other:
	$796.529
	Other
	$797,114
	

	
	
	Total:
	$2,932,537
	Total:
	$2,934,690
	

	
	
	     % of Total Budget:
	12%
	     % of Total Budget:
	12%
	

	Residential
	Provides students with opportunities to learn essential life skills.  
	State:
	$1,217,315
	State:
	$1,218,208
	7.3-1
7.3-5

7.3-8

	
	
	Federal:
	$117,991
	Federal:
	$117,991
	

	
	
	Other:
	$497,830
	Other
	$497,830
	

	
	
	Total:
	$1,832,835
	Total:
	$1,832,181
	

	
	
	     % of Total Budget:
	8%
	     % of Total Budget:
	8%
	

	Outreach
	The provision of services to individuals with sensory disabilities, their families, and the professionals who serve them.
	State:
	$932.852
	State:
	$374,567
	7.3-1
7.3-5

7.3-8

	
	
	Federal:
	$94, 153
	Federal:
	$34,222
	

	
	
	Other:
	$398,264
	Other
	$398,556
	

	
	
	Total:
	$1,466,268
	Total:
	$1,467,345
	


	
	
	     % of Total Budget:
	7%
	     % of Total Budget:
	7%
	

	Administration
	Provides logistical support for all other program areas, strategic leadership, and oversight of compliance with regulatory standards.
	State:
	$730.389
	State:
	$730,925
	7.3-1

7.3-3

7.3-4

7.3-5

7.3-8

	
	
	Federal:
	$70,615
	Federal:
	$70, 667
	

	
	
	Other:
	$298,666
	Other
	$298,885
	

	
	
	Total:
	$1,099,669
	Total:
	$1,100,477
	

	
	
	     % of Total Budget:
	5%
	     % of Total Budget:
	5%
	

	Physical  Support
	Responsible for the development, maintenance, housekeeping, and grounds keeping of the 160 acre, 38 building, 155 year old campus.
	State:
	$852,120
	State:
	$852,7446
	7.3-1

7.3-5

7.3-12

	
	
	Federal:
	$82,384
	Federal:
	$82,444
	

	
	
	Other:
	$348,482
	Other
	$348,738
	

	
	
	Total:
	$1,282,986
	Total:
	$1,283,928
	

	
	
	     % of Total Budget:
	6%
	     % of Total Budget:
	6%
	


	Below:  List any programs not included above and show the remainder of expenditures by source of funds.

	Funds below are expenditures for capital bond projects from Capital Project Funds established in prior years.


	Remainder of Expenditures:
	State:
	$7,730,424
	State:
	$6,583,216

	
	Federal:
	$0
	Federal:
	$0

	
	Other:
	$0
	Other:
	$0

	
	Total:
	$30,251,930
	Total:
	$29,119,255

	
	     % of Total Budget:
	100%
	     % of Total Budget:
	100%
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*Key Cross-References are a link to the Category 7 – Business Results.  These References provide a Chart number that is included in the 7th section of this document.
5.   Key Customers Segments linked to key products/services:  

Key Customers: On-Campus Students

Educational Services For Students Who Are Blind:  Elementary Educational Program, On-Campus Educational Program, Mainstreaming Program in Spartanburg School Districts

Educational Services For Students Who Are Deaf: On-Campus Applied Training Program, On-Campus Educational Program, Mainstreaming Program in Spartanburg School Districts

Educational Services For Students Who Are Multihandicapped: Assistive Technology/ Augmentative Communication, Community Service Programs, Independent Living Skills Program, Prevocational/Vocational Training Program

Career And Technology Education Program (High School):  Occupational Diploma Curriculum (grades 9-12), Job Shadowing and Mentoring, Career Awareness/Exploration Class, Paid on-campus and off-campus work experience (Student Work Program), Industrial Skills Development Center (ISDC) workshop program, Vocational classes (Horticulture, Food Service, Fork Lift Training, etc.)

Postsecondary Program:  Career Training Program, Cooperative Program for the Deaf and the Blind at Spartanburg Technical College, Independent Living Skills training, Job Coaching, Paid on-campus and off-campus work experience (Student Work Program), Industrial Skills Development Center (ISDC) workshop program, Vocational classes (Horticulture, Food Service, Fork Lift Training, etc.)

Residential Life/After-School Program: Tutoring, Arts and Special Interest Classes, Clubs, Character Education, Sports and Recreational Programs, Dormitories, Independent living Skills
Educational Support Services: Health and Related Services, Library and Media Services, Statewide Bus Transportation for Students, Food Service for Students

Key Customers: Families:  Early Intervention Services, Family Workshops
Key Customers: Outreach Students:  Assessments: Braille Readiness and Instruction; Brailling/Large Print Services; Descriptive Videos; Instructional Resource Center; Itinerant Teachers of the Visually Impaired; Low Vision Training and Consultation; Orientation and Mobility Training; Summer Programs

Key Customers: Outreach Clients:  Descriptive Videos; Sign Language Classes; Sign Language Interpreter Services; Telecommunication Equipment for the Deaf Program; Professional Workshops

Key Customers: School Districts/LEA (Local Education Agencies):  Assessments: Braille Readiness and Instruction; Brailling/Large Print Services, Instructional Resource Center; Itinerant Teachers of the Visually Impaired; Low Vision Training and Consultation; Orientation and Mobility Training; Professional Workshops

6. Key Stakeholders (other than customers): Legislators, Donors, Taxpayers, Individuals who are Deaf or Blind/Alumni

7. Key Suppliers: Special Education Directors, Department of Vocational Rehabilitation, Commission for the Blind, Babynet, Medical Professionals, Parents
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8. Organizational Structure: 
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1.1 How do senior leaders set, deploy and ensure two-way communication for:
A. Short and Long Term Direction:  The SCSDB Board of Commissioners provides policy direction for the agency, but it is the responsibility of the SCSDB senior leaders and president to set, deploy, and communicate short and long-term agency direction, primarily through the annual strategic planning process that is built upon efforts of a group of key staff and stakeholders.  Their planning activities include identifying the agency’s strengths, weaknesses, critical issues, and potential opportunities.  Strategic plan action teams develop activities for each goal of the strategic plan which are then recommended for approval by the agency’s board and senior leaders.  The annual strategic plan results are summarized and shared with agency staff and stakeholders, including information on strategic agency initiatives and updates through such staff activities as agency-wide meetings, departmental meetings, written communication and reports, and individually through the state employee performance management system (EPMS).
B. Performance Expectations:  The Senior Management Team (SMT) reviews departmental functions and performance on a regular basis through monthly managers’ meetings and quarterly departmental reports.  Performance measures are also set as part of the individual staff members’ EPMS planning stages.  Supervisors are responsible for monitoring and evaluating these measures for individual employees through a review process for actual performance and recommendations.  In addition, SCSDB implements mandated performance measurement systems to review and assess agency performance, including the ADEPT and ADEPP systems (established by the SC Department of Education) for performance measurement of teachers (ADEPT) and principals (ADEPP).  
C. Organizational Values:  The entire strategic planning process is set within the framework of the values established and adopted through strategic planning.  Senior leadership models and articulates these beliefs consistently throughout the agency as the standards by which all staff members and programs services are expected to function as we carry out our mission.   
D. Empowerment and Innovation:  Senior leaders encourage staff members to identify the barriers and opportunities they encounter relevant to the implementation of the strategic plan.  This process allows agency leaders of various departments to work together to achieve goals and promote intra-and inter-departmental cooperation and open, creative communication and work processes at all levels.  Promoting employee empowerment and innovation also involves the agency’s employee recognition program, state bonus system and other recognition tools for outstanding staff performance and contributions to the agency’s mission.  Refer to Category 5.1.
Meetings and other activities (such as meetings of the SCSDB Master Teacher Panel and the president’s annual Invitational Meetings), have been established by senior leadership in order to solicit suggestions from all staff at all levels of the agency in such areas as service improvement and cost reduction.
E. Organizational and Employee Learning:  The agency’s Staff Training and Development Committee (ST&DC) has identified several grants and community opportunities to help support both mandatory and optional staff training.  The ST&DC maintains training schedules and records to facilitate and monitor staff participation which is key to the agency’s success in meeting the increased accountability requirements. 
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Monthly Managers’ Meetings provide specially designed supervisory training, communicate legal and policy updates, data reports, key agency or governmental decisions, program enhancements, and customer service issues and include a forum to share ideas, suggestions, concerns, and questions related to agency operations.
F. Ethical Behavior: The standards are set and communicated through the high standards and positive examples of agency leadership, following the agency policies, procedures, handbooks, and meetings at various levels.  State OHR processes (such as the EPMS system, progressive discipline, and proper conduct) are incorporated into the employee handbook, standard operating practices at all levels of the agency, all levels of agency meetings, and are specifically addressed at the agency’s monthly Managers’ Meetings.
1.2 How do senior leaders establish and promote a focus on customers?
The SCSDB Strategic Plan has a clear focus on customer services and satisfaction in every area of its development:  mission, values, objectives, strategies, and action plans.  A continuous evaluation/revision process is employed for quality improvements in services and programs for our customers.  Key to this process is an ongoing feedback system, through which customer satisfaction is reviewed on a continuous basis with several annual and follow-up surveys, for students, clients, parents, and staff.    Other feedback mechanisms include suggestion boxes, advisory boards, town meetings, special task forces, and focus groups.  High priority is placed on responding to customer contacts (calls from parents, letters from other agencies, etc.) in a timely and accurate manner.

1.3 How do senior leaders maintain fiscal, legal, and regulatory accountability?
Agency senior leaders are responsible for monitoring and maintaining accountability in all agency operations for both state and federal regulations through continuous review of operations, ongoing legal consultation, continuous contacts with accountability personnel from regulatory agencies, attention to high standards of operation, and implementation of accountability systems through technology systems.  
1.4 What key performance measures are regularly reviewed by your senior leaders?  
Student and client performance data, customer satisfaction survey data, enrollment data, cost effectiveness of programs and services, audit and compliance reviews, EPMS data, strategic plan review and evaluation, graduate tracking, recruitment and retention data, and program effectiveness are all incorporated into the agency’s routine reporting program.  Key performance measures are included in the agency’s report card, quarterly reports, and division performance measure scorecards.  The agency reviews and adjusts goals based on performance data.  
1.5 How do senior leaders use organizational performance review findings and employee feedback to improve their own leadership effectiveness and the effectiveness of management throughout the organization?
SCSDB’s Senior Management Team uses a continual review process with performance findings in order to assess areas that need enhanced development and identifying the best mechanisms for improved agency effectiveness and efficiency through an open exchange of communication with all levels of agency staff. Performance measures at the department/division level are designed to incorporate significant data that are specifically relevant to that program, with agency-wide data being incorporated into agency performance measures. 
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Senior leaders focus on compliance and audit reviews, customer survey data, agency scorecard, and the agency report card and other significant data.  Through the strategic planning process, senior leaders strive to utilize “opportunities for change” by developing and implementing continuous improvement plans so that the agency is open to change, focused on students and clients, and accountable for performance and resources.  
1.6 How does the organization address the current and potential impact on the public of its products, programs, services, facilities and operations, including associated risks?

SCSDB works very closely with state and federal agencies to address the impact of its programs and services on the public, particularly in areas of legal and programmatic impact of special education and related services.  Current information on relevant rules, regulations, and laws is disseminated to appropriate staff members at all levels of the agency, and with constituencies through such activities as meetings, publications, materials, etc.  We seek professional assistance of other state agencies or consultants in areas that require expertise beyond the agency staff.  Key agency staff conduct impact analyses, including reviews of benefits and associated risks of SCSDB products, activities, services, programs, facilities, and operations. An essential part of the review and analyses processes is regular communication with key stakeholders in order to share information and to facilitate effective impact analyses and planning.    

1.7 How does senior leadership set and communicate key organizational priorities for improvement?
The SCSDB Senior Management Team primarily sets and communicates key organizational priorities for improvement through the agency’s ongoing strategic planning process and its dissemination at all levels of the agency and to various constituencies.  We also use surveys and meetings of stakeholder groups, observations of programs and facilities, program reviews, staff and student interviews, formal and informal communication activities with staff, EPMS reviews, etc.  
1.8 How does senior leadership and the agency actively support and strengthen the community?
Through a myriad of community volunteer services, senior leaders are able to have a significant, positive impact on the community at large, as well as the community of disabled groups and individuals.  The goal of the Senior Management Team’s service is to support community improvements to help the most vulnerable citizens, particularly those with disabilities.  

Leadership support is also demonstrated by work in community and professional organizations including professional educator organizations, Upstate Youth Council, Council of Exceptional Children (CEC), Work Force Investment Board, First Step Board, Inter-Agency Coordinating Council, and Association for the Education and Rehabilitation of Individuals with Visual Impairments (AER).  Moreover, senior leaders (as well as all levels of agency staff) support community organizations through their active volunteer efforts with such community groups as:  Mary Black Foundation, Spartanburg County Foundation, United Way, Children’s Shelter, Habitat for Humanity, Charles Lea Center, Leadership and Junior Leadership Spartanburg, Easter Seals, American Red Cross, American Cancer Society, Spartanburg Youth Human Services Council, Rotary Club, Sertoma Club, community youth sports and arts programs, Lions Club, Mobile Meals, and numerous other community organizations and foundations (including various churches and synagogues).  
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	Program Number and Title
	Supported Agency

Strategic Planning

Goals/Objectives
	Related FY 03-04

Key Agency

Action Plan/Initiative(s)
	Key Cross

References for

Performance Measures *

	1.
	Develop procedures to ensure the safety and security of our students and staff.
	Establish alternative emergency escapes; continue safety assessments; enhance campus security system; enhance safety program.
	Customer Satisfaction
7.1-3       

Community Support:

7.5-1         7.5-2         7.5-3 7.5-4         7.5-6 


	2.
	Improve the organizational culture in the areas of leadership, decision-making and communication.
	Develop/ implement Communication Plan; disseminate, educate/ implement a new policies and procedures manual; develop and implement a staff leadership training program.
	Human Resources:

7.4-1         7.4-2         7.4-3 7.4-4         7.4-5         7.4-6
Community Support:

7.5-6         7.5-7

	3.
	Establish and maintain strategies to recruit and retain students.
	Promote SCSDB; implement invitational awareness; increase partnerships with LEA's; recruit/retain qualified teaching staff; review/correct high risk factors; implement positive admission transition strategies; ensure positive learning environments; provide transition services 
	Customer Satisfaction:

7.1-1         7.1-2         7.1-3
Student Achievement:

7.2-2         7.2-4


	4.
	Develop and expand community-based services to citizens with sensory disabilities, their families and the professionals who serve them in South Carolina.
	Identify gaps in services; expand customer base; expand contracts to increase revenue generation; develop marketing materials.
	Customer Satisfaction:
7.1-2
Student Achievement:

7.2-5 

Financial Performance:

7.3-1        7.3-2

	5.
	Develop and implement a plan to enhance relationships with families and agencies and improve public image.
	Initiated State Dept. of Education’s Red Customer Service Program; Implemented marketing training/planning session; completed agency video; began front entrance signage improvements.


	Customer Satisfaction:

7.1-2         7.1-3 
Student Achievement:

7.2-1         7.2-2         7.2-4 7.2-5


* Key Cross-References are lined to the Category 7 – Business Results.  These References provide a Chart number that is included in the 7th section of this document.
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2.1 What is your Strategic Planning process, including key participants, and how does it account for:
A. Customer needs and expectations:  The South Carolina School for the Deaf and the Blind implements a five (5) year strategic planning process, which includes the following:
1. Data Collection and Analysis/Process and Performance Measurement

2. District Strategic Planning Committee/Planning Session 1

3. Action Team Building/Action Plan & Implementation Development/Resource Needs Identified

4. District Strategic Planning Committee/Planning Session 2

5. Board of Commissioner Approval

6. Implementation and Deployment

The SCSDB District Strategic Planning Committee and Action Teams lead the strategic planning process.  These groups comprise approximately seventy-five (75) stakeholders who collectively reflect beliefs and values regarding education and services at SCSDB.  Representatives within these working groups are staff, community members, parents, sister agencies, alumni, and SCSDB Board of Commissioners members.  The Senior Management Team recommends individuals to serve on the District Strategic Planning Committee to ensure a balanced cross section of participants.  All staff, parents and alumni receive an open invitation to serve on an Action Team of choice.

The SCSDB District Strategic Planning process is facilitated by an external strategic planning consultant to ensure objectivity and completion.

Data is utilized from the following sources within the process:  Scorecard measures, customer survey results, invitational staff meetings, focus groups, safety survey results, action team results, fiscal data, staff resources and program expansion.

During the Strategic Planning process, the customer base for the agency is discussed in addition to customer survey data, trends and patterns.
B. Financial, regulatory, societal and other potential risks:  Cost benefit analyses are reviewed for each proposed objective.  Agency strengths and weaknesses are identified.  An external analysis to include factors and impact is included in the plan to address social/political, education and technology, economic, demographic and communication issues.  Threats and opportunities are also identified. Strategic planning objectives are aligned with the agency’s performance outcome measures and state and federal regulations.
C. Human resource capabilities and needs:  Staffing patterns are analyzed to ensure objective workforce training and succession planning accomplishment.  Staff realignment and resources are prioritized to meet needs. 
D. Operational capabilities and needs:  Fiscal data to include the projected annual budget in addition to staffing patterns and available resources are discussed.  Organizational capacity is analyzed and expanded as appropriate to meet the agency’s mission.
E. Supplier/contractor/partner capabilities and needs:  The needs of customers, identification of gaps in services in programs, projected revenue and relevance to agency mission are discussed and determined in the strategic planning prioritization process.
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2.2 What are your key strategic objectives:  
See Section 2.0 Strategic Planning Chart.  The SCSDB President names a responsible agent within the agency to provide oversight to the implementation of each objective.  Responsible agents report to the President on a quarterly basis regarding progress.  Reports are also submitted to the SCSDB Board of Commissioners as requested.

2.3. How do you develop and track action plans that addresss your key strategic objectives? 

During Planning Session 1, the District Strategic Planning Committee reviews and proposes changes to the agency’s beliefs, mission, parameters, objectives, and strategies.  Data collection and performance measurement serve as the basis for this review and updates.  Current objectives are reviewed to determine if they are operational and new objectives are proposed.  An Action Team Leader is named to lead each new objective in the plan.  Action Team Leaders work with members of their Action Team to research best practices, gather information, creatively problem solve and develop specific written action plans that include action steps timelines for completion, and cost benefit analysis.  All action plans are presented to the District Strategic Planning Committee during Planning Session 2.  These plans are accepted, recommended for revision, or eliminated based on relevance to the objective and return on investment.  The SCSDB President and internal coordinator for strategic planning track action plan development and implementation through meetings with Action Team Leaders and assigned responsible agents.  The SCSDB Board of Commissioners and President ultimately approve strategic priorities and allocation of resources to ensure objective accomplishment.

2.4. What are your key action plans/initiatives? 
See 2.0 Strategic Planning Chart.

2.5 How do you communicate and deploy your strategic objectives, action plans and performance measures?
· Board presentation and adoption.

· School Improvement Council (SIC) meetings.

· Staff is briefed at the opening of school and mid-year agency-wide staff meetings; staff is extended an invitation to serve on Action Teams.

· Implementation status is discussed at Senior Management Team, Administrative Team, and Managers’ Meetings at least on a monthly basis.

· Communication regarding strategic plan progress is shared with staff at departmental and agency meetings.

· Concerted efforts have been made by program directors to share the strategic plan with respective staff members, an emphasis which gives the opportunity for staff to openly discuss and determine how his/her position contributes to the successful implementation of the strategic plan and agency mission.

· Efforts are being made to include achievement of strategic objectives, action plans, and performance measures in the annual EPMS performance appraisals of staff at all levels of the agency.

· Written communication via newsletters and reports.
2.6 If the agency’s strategic plan is available to the public through the agency’s internet homepage, please provide an address for that plan on the website.
SCSDB’s Strategic Plan is currently available through our website.  
http://www.scsdb.k12.sc.us/about/STRATEGIC%20PLAN.htm
Return to Top

3.1 How do you determine who your customers are and what their key requirements are?
Our customers and their key requirements are determined according to federal and state statute, board policy, our strategic planning process, key stakeholder needs, and the results of customer surveys.  As part of this process, the agency receives input from a variety of groups: students, parents, board members, staff, alumni, legislators, other state agencies, public school officials, partner agencies, and community representatives. 
Student customers have basic needs that are assessed on a continuous basis and include a safe, accessible, and inviting learning environment, qualified teachers and support staff, socialization and recreational opportunities, academic support, and character development opportunities.
Each student’s key requirements are addressed through the planning of an Individual Education Program (IEP) each year.  IEP’s are developed through a cooperative effort of the student’s parents, teachers, administrators, support staff, and local education agency.   Service providers from other state agencies and public school districts are invited to assist in the development of the IEP. In addition, students are surveyed annually on their perceptions of their education program and residential life.  The results of these surveys guide  administrators in designing qualitative improvements in programs, facilities, and staff development.  

The students’ families also are our customers.  Their key requirements are determined through direct communication from school staff, IEP meetings, various council meetings, and a summer family program.

3.2
How do you keep your listening and learning methods current with changing customer/business needs?

The agency monitors changing needs through surveys, forums, parent councils, IEP meetings, alumni meetings and events, and direct communication with families and students.  Our website provides email links to the agency.  The agency president and senior managers maintain regular contact with vendors, legislators, the governor’s staff, and with sister agencies and public schools.  The outreach centers continuously evaluate and modify services based on customer feedback provided through interviews, surveys, and discussions.  School principals use phone interviews with parents to assess satisfaction and changing customer interests and needs.  These different processes allow the agency to be both reactive in responding to customer needs and proactive in anticipating and planning for changes.

3.3 How do you use information from customers/stakeholders to improve services or programs?
The agency’s senior management team has realized the need to systematically collect, analyze, and review the data from the sources identified previously. Analysis of information is done at the agency, division, and department levels.  Included in meetings at all levels are updates on ongoing initiatives, review of strategic plans, and development of approaches for responding to changing customers needs, expectations, and requirements.  Action plans based on reviews of customer satisfaction reports have resulted in significant cost efficiency and improvements in service delivery in transportation, facilities, food service, residential programs, and redirection of academic and career programs.  This is a continuous process with an emphasis on assessing outcome measures at every level via the agency and the division Scorecards.
The cumulative impact of these initiatives has enabled the agency to synthesize the data collection process into a manageable system.  We are able to respond to changes in customer needs, initiate partnerships, and be proactive in anticipating market trends.  This has enabled the agency to operate more competitively, more responsively, and more flexibly in a tighter economy.
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3.4 
How do you measure customer/stakeholder satisfaction?
SCSDB uses a wide variety of methods to measure customer and stakeholder satisfaction including parent and student surveys, town meetings, phone interviews, suggestion cards, alumni gatherings, and discussions with legislators and key constituents.  

3.5 How do you build positive relationships with customers and stakeholders? Indicate any key distinctions between different customers groups.

The senior management team has made customer service and communication a top priority in the agency’s strategic plan.  A wide range of strategies are used: Open House, Red Carpet School philosophy, personal contact with our customers through phone calls, communication logs, letters, emails, letters from the school president and school principals, agency and department newsletters and media publications across the state.  The agency maintains a standard of compliance with federal and state legislation and conducts business in a professional and ethical manner. The agency is an invitational school in that the customers are encouraged to visit the school, participate in school events, and become volunteers.  

· Parents, students and clients are surveyed annually 

· Parents participate in quarterly meetings of the School Improvement Council 
· The Deaf Alumni meet monthly with school administrators.
· Employees meet with the president in Invitational Meetings (focus groups) 
· Key customers and employees receive letters of interest from the president.
· Teachers and Residential Advisors communicate with parents’ weekly using communication logs and regular phone calls.
· Phone numbers for each child's teachers, residential advisors, and key administrative staff are given to parents.

[image: image1.png]



The president and senior managers meet regularly with the Governor’s staff and with key legislators and the local legislative delegation to review pending legislation, issues of mutual concern, and opportunities for partnering with sister agencies and private enterprise. Furthermore, the president maintains regular contact with members of the congressional delegation to review issues of mutual concern and opportunities for improving our customer/stakeholder operations and satisfaction.    
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4.1 How do you decide which operations, processes and systems to measure for tracking financial and operational performance?

In the context of our Strategic Plan, the administrative team met with a Baldrige Quality Management consultant and identified a timeline, as well as, key operations, processes, and systems to be measured that most accurately represent the work of the agency.  As a result, the SCSDB Scorecard was developed.  Some of our processes are mandated by state and federal entities such as the Education Accountability Act, Education Oversight Committee, Americans with Disabilities Act, Individuals with Disabilities Act, Occupational Safety and Health Act, Equal Employment Opportunities Act, National Labor Relations Board, Office of the State Engineer, Joint Bond Review Committee and the Government Accounting Standards Board Pronouncements.

For our other processes and systems, the senior management team, the administrative team and the division managers met throughout the year with a Malcolm Baldrige Quality Consultant to develop and refine our Scorecard and performance indicators.  Professional development training was provided in each division across the agency with the consultant guiding the identification of the performance measures.     
4.2 What are your key measures?

	Student Achievement
	Facilities

	Student Placement Upon Graduation
	Educational Compliance

	Safety
	Relationship Management

	Customer satisfaction
	Technology

	Outreach
	Administrative (Public Information)

	Human Resources
	Residential Life

	Finance
	


4.3 How do you ensure data integrity, timeliness, accuracy, security and availability for decision making?

To ensure data quality, SCSDB Finance Department relies on comparisons of internal data to external sources such as the Comptroller General’s Office.  In addition, the Human Resources department uses a statewide-approved software system, HRIS, and all three of the campus schools utilize another statewide-approved software program, SASI.  Training on the use of these systems is provided to appropriate staff as needed. To ensure accuracy and integrity of our Educational Accountability Act measures, SCSDB conducts internal and external reviews as well as standard confidentiality and security procedures.

After the data are entered, the IT staff generates data reports.  To ensure reliability of our measures, we consult educational research, the Comptroller General’s Office, Budget and Control Board, State Office of Human Resources, Education Oversight Committee procedures and the Educational Accountability Act Manual.  To ensure a complete analysis and report, the senior management team, in conjunction with key staff members, reviews the data, the results and the report.  Copies of surveys, analysis of data, test results, and internal audit reports are disseminated to and discussed with the senior management team, the administrative team, department managers, the EAA Committee and the School Improvement Council. 
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Samples of assurance procedures are summarized as follows:  internal quality assurance audits, federal and state audits, electronic data collection, review of data by Supervisors, Directors, Administrative Team, and Senior Management, providing training in technology and data collection, periodic review of data to analyze and support strategic thinking and planning, and obtaining software to track equipment and maintenance history for the Physical Plant department.

4.4 How do you use data/information analysis to provide effective support for decision making?

The senior management team, the administrative team, division and department managers analyze the trends, projections, comparisons, and cause-effect relationships to set priorities for the use of fiscal, personnel, and material resources.  The analysis utilizes many types of data including customer satisfaction surveys, student performance on multiple standardized tests, the Eduacation Accountability Act State Report Card, financial (annual budgeted payroll versus actual payroll, utilization of overtime, and budgeted annual leave payouts compared to actual annual leave payouts), operational reports and programmatic outcomes.  The analysis results in decisions regarding policy of the agency.  The managers through the development of practice guidelines, rules, and other formal processes implement any changes in policy
4.5 How do you select and use comparative data and information?

Comparative data and information are selected according to our 42 key indicators on the EAA Strategic Plan and the 13 items on our Scorecard.  Our Education Accountability Act School Report Card data are compared to students and public schools statewide.  Internally, we establish a baseline for each measure and compare all results thereafter to the baseline.  Benchmarks are being identified within each division, as we ask for results of similar measures from comparable educational agencies.  A review of the literature is revealing more opportunities for identification of benchmarks.  The Senior Management Team conducts fiscal analyses to identify possible problem areas in the agency’s fiscal management.  Recommendations are then made within the department and to the Board of Directors so that efficiency improvements can be made. 
4.6 How do you manage organizational knowledge to accomplish the collection and transfer of maintenance of accumulated employee knowledge, and identification and sharing of best practices?

Organizational knowledge of best practices to accomplish the mission of the agency is represented in the form of policies and procedures, practice guidelines, rules and other formal documents.  Managers then perform as coaches passing along the accumulated knowledge of the agency and directing staff to accomplish their tasks by following the formal guidelines of the agency.  The agency resists the tendency to become rigid in its practices by encouraging staff to participate in education and training related to their responsibilities and incorporating the new information and strategies into the work culture through cross training, inservice workshops and triaining of trainers.  Policies and procedures are modified as necessary and the new learning becomes an integral part of the agency’s activities.

Employees of the agency, ranging from managers to line staff, maintain relationships with similar agencies in other states to identify best practices and establish benchmarks.  This information is used to modify policies and procedures, when necessary, and guidelines or rules are changed to align with the adjusted policies.  Managers are responsible for disseminating the information and ensuring the new guidelines, practices and rules are being followed and used to make day-to-day decisions by line staff and their supervisors.
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5.1 How do you and your managers/supervisors encourage and motivate employee (formally and/or informally) to develop and utilize their full potential?

Annually, the agency’s management team values and promotes consistent communication at all levels of the organization through: 1) a Welcome Back Assemblies, 2) Invitational Meetings, 3) a Mid-Year Rally 4) Annual Strategic Planning Meetings 5) Annual EPMS Evaluation Meetings, 6) The F.I.S.H. Recognition Program, and 7) Employee Surveys. These forums are created as a strategy to empower employees, build morale and facilitate communication by allowing employees to participate and provide feedback.  They also allow for participation in the decision-making and strategic planning process of the agency.

The “Fresh Ideas Start Here” (F.I.S.H.) employee peer recognition program was implemented as a means to recognize employees for performance excellence in support of SCSDB’s mission.  Eligible employees nominate other eligible employees using F.I.S.H. Awards based upon demonstration of at least one of the seven program criteria (customer service, leadership, problem prevention, creativity and initiative, safety, individual accomplishment, and team accomplishment.) Refer to Chart 7.4-1.

Managers also encourage and motivate employees through the Employee Performance Management System (EPMS). The EPMS process is crucial in communicating, coaching and empowering employees to meet strategic priorities.  This process serves as the foundation for planning work priorities, professional development, and evaluation of employee performance.  The agency measures the Meets by Default rate to gain a sense of the overall commitment management/supervisors demonstrate with respect to the performance management process.  Chart 7.4-2  reflects the outcome of goals for timely completion of EPMS evaluations.

5.2 How do you identify and address key developmental and training needs, including job skills training, performance excellence training, diversity training, management/ leadership development, new employee orientation and safety training?

SCSDB identifies key developmental and training needs through various means to include the EPMS, through ADEPT (Assisting, Developing and Evaluating Professional Teachers) process, the Employee Sign Language Training Program, through feedback from employees, suggestions received at the invitational meetings, annual principals’ needs assessments, annual teachers’ needs assessments, and through other informal means.  SCSDB has a Staff Training and Development Committee.  That committee meets quarterly to discuss training needs, develop training plans for employees, and to develop the annual training budget. 

SCSDB has a Sign Language Communication Philosophy and Policy to support an optimal setting of communication for all individuals. Sign Language Skill Level Standards are established for certain positions within the agency as determined by the Policy. As of June 2004, 111 SCSDB employees had required skill level standards. Refer to Chart 7.4-3 for results.

Employees are provided additional on-the-job training such as CPR and First Aid training, new employee orientation, cultural diversity training, non-crisis intervention and Positive Behavior Support (PBS).   In addition, education staff participate in classes offered by the South Carolina Department of Education and local colleges for certificate renewal, professional development, and to obtain advanced educational credentials with local colleges and universities.  
Occupational safety and health related training is provided on annual basis. This training includes student advocacy training, accident and injury reporting procedures, emergency response procedures, and universal precautions training. Refer to Chart 7.5-3 for compliance with annual training standards.
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Supervisors, through the monthly “Managers’ Meetings”, participate in various supervisory skills training modules to include diversity, customer service, communication, drug free workplace, agency specific policy training, legal interviewing and selection techniques, safety training, legislative updates, workforce planning, affirmative action and equal employment opportunity, as well as religious practice and expression in the workplace, and HIPAA training.  Employees are encouraged to participate in job related workshops, continuing education and to attend professional seminars and conferences.  SCSDB supports employees in the continuation of key professional certifications to include the APM/CPM program, School Leadership Executive Institute, Leadership Spartanburg, Executive Institute and Leadership S.C. programs. SCSDB has a tuition assistance program and flexible work options (including telecommuting) to assist employees in completing specific course work to maintain job related certifications or to achieve additional skills to permit career growth/progression within the agency.

5.3 How does your employee performance management system, including feedback to and from employees, support high performance?

The key to success in any organization is to link job responsibilities with the agency mission and its strategic priorities. The agency recruitment process requires supervisors to update position job duties, preferred requirements, knowledge, skills, and abilities prior to beginning the recruitment process.   Supervisors review job duties and update the description prior to posting a vacant position and beginning the recruitment process.  This exercise offers time to reflect upon the plan of work established in the strategic planning process, prepares the supervisor for the interviewing and selection process, optimizes recruitment efforts, and serves as the foundation of the EPMS process.  The agency uses the EPMS process as its foundation for planning work priorities, professional development, and evaluation of employees.   Refer to Chart 7.4-2 for results.

5.4 What formal and/or informal assessment methods and measures do you use to determine employee well being, satisfaction and motivation?

The agency monitors employee well being and satisfaction through a variety of measures. As stated in 5.1 above, the President and management designees hosted the annual invitational meetings for the purpose of discussing school-related concerns.  Additionally, an employee satisfaction survey was conducted to determine employees’ views on the agency’s success in the areas of valuing diversity, communication and involvement, and culture and image Refer to Chart 7.4-4 or results.  Some other measures include results of employee exit interview questionnaires (Refer to Chart 7.4-5) and turnover rates (Refer to 7Chart Chart 7.4-6).
5.5 How do you maintain a safe and healthy work environment?

The South Carolina School for the Deaf and the Blind has established a systematic prevention-based approach to safety and health for all students, employees, customers, and visitors through the development and implementation of a Safety Management Program.

SCSDB has an appointed Safety Committee to direct an ongoing, agency-wide safety process, to collect and analyze safety related data, make recommendations for improvement, monitor the implementation of recommendations, and monitor effectiveness. SCSDB conducts monthly hazard inspections of agency facilities to identify and evaluate environmental deficiencies, hazards, and unsafe practices. Refer to Chart 7.5-1 for results.  SCSDB conducts annual safety training for employees, which includes emergency response planning, preventative disease transmission, and student advocacy/accident and injury training. Refer to Chart 7.5-3 for results. SCSDB also conducts monthly fire and emergency drills on a regular basis. Refer to Chart 7.5-4 and Chart 7.5-5. The agency also tracks the number of deficiencies noted in monthly hazard surveillance inspections. Refer to Chart 7.5-2 for deficiencies noted and corrective actions taken.
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In addition to the Safety Management Program, SCSDB has a public safety department that overseas campus safety, security, and law enforcement. The public safety department works closely with staff, students, and parents to foster a safe educational environment through provision of law related education, security services, prevention, and response programs.  Also, SCSDB participates with the Spartanburg County Sheriff’s Office School Resource Officer program to further support its efforts with safety coordination.  SCSDB identified key measures during the fiscal year and data is collected on a quarterly basis to evaluate program effectiveness in this area.

5.6 What is the extent of your involvement in the community?

The agency promotes and encourages community involvement of all employees.  Many employees participate in philanthropic and civic clubs such as the Lions Club, Rotary Club, Kiwanis, and Sertoma.  In addition, the agency sponsors an annual United Way campaign, March of Dimes fund drive, blood drives for the American Red Cross, and the annual Good Health Appeal. In addition, employees participate and are members in occupational/professional associations.  The agency permits community access to facilities. The President serves at the chairperson of the Assistive Technology Executive Committee (ATEC) and serves as chairperson of the Agency Director Organization.  Refer to Leadership 1.7 for more information.
The SCSDB Division of Outreach Services provides a vast array of educational, support and direct outreach services throughout the state to individuals with sensory disabilities, their families and the professionals who serve them.  During the FY 03-04, a total of 23,000 services were provided to represent each county of the state.
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6.1 What are your key processes that produce, create or add value for your customers and your organization, and how do they contribute to success?
By completing a functional analysis of the Agency’s mission and determining the activities involved in achieving the mission, SCSDB has identified a number of key processes: Student Achievement, Student Placement Upon Graduation, Safety, Customer Satisfaction, and Outreach.   The Senior Management Team, Administrative Team, and the Strategic Planning committee all came together to conduct the functional analysis and develop Action Plans.  In accordance with the mission, these various processes are managed and come together to form a complex system that delivers specialized, small group and individualized education and services for sensory impaired students:

· Providing a challenging curriculum and instruction

· Providing assessment and related services for students with special needs

· Providing career and technology education

· Managing a statewide bus/van transportation system

· Providing a residential program

· Providing a statewide outreach program of services

· Providing a transition services program for students

6.2 How do you incorporate organizational knowledge, new technology, changing customer and mission-related requirements, cost controls, and other efficiency and effectiveness factors into process design and delivery?

The Agency Scorecard was introduced this year and is being used to focus attention and energy for providing services in accordance with our mission and customer-satisfaction requirements.

Organizational knowledge, technology, cost controls, and other efficiency and effectiveness factors are  represented in the form of policies and procedures, guidelines, rules and flowcharts which are generated to direct the day-to-day decision making activities of the staff members.  These policies and procedures, guidelines and other documents are reviewed by various cross-functionl teams on a regular basis to determine their effectiveness in terms of mission accomplishment and customer satisfaction. An example of this is the new SCSDB Policy and Procedures manual which was developed in consultation with the SC School Boards Association approved by our Board of Commissioners.  The revised policies will be distributed to employees, during the 2004-2005 school year, and will be used as the guiding principles for decisions made by staff regarding the implementation of programs for our students.

Staff members, with specialized technology skills, continue to monitor the development of related technologies to determine if the improvements will enhance the effectiveness and efficiency of our current delivery systems. For example, select staff members received training this year in the use of the computerized Kronos Time-Keeping and Payroll System, which will be implemented during 2004-2005.  

In late 2003, SCSDB established a partnership with the state’s Chief Information Office (CIO) to determine how SCSDB, and other small agencies, might partner to provide quality information technology services in an increasingly difficult environment.  Outsourcing fees, leasing possibilities, training costs and staffing requirements are currently being researched and evaluated. Key school administrators and Information Technology staff members are analyzing potential advantages/disadvantage. 
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In addition, SCSDB completed mandatory technology surveys and plans for the SCDOE and Budget and Control Board (CIO).  The agency’s use of federal technology funds is monitored by appropriate federal agencies.
The strategic plan helps to steer the agency's direction as changing customer and mission-related requirements, new technology and cost controls are incorporated annually. The key measures are documented on the Agency Scorecard and the data are reviewed, analyzed and evaluated quarterly by the Senior Management Team, the Administrative Team and various committees. Quarterly departmental reports are given to the President for final accountability.

6.3 How does your day-to-day operation of these processes ensure meeting key performance requirements?

The day-to-day operations are guided by the policies and procedures, guidelines, and other formal documents developed to guide activities in pursuit of achieving the Mission of the agency.  The staff are directed through the implementation of these policies in their activities and duties. Services delivered are directly linked to the key performance requirements. The management system provides principals and other middle-level managers to maintain focus on their key performance measures as they carry-out the day to day operations of the mission -related activities.
6.4 What are your key support processes, and how do you improve and update these processes to achieve better performance?

Human Resources, Finance, Facilities, Educational Compliance, Relationship Management, Technology, Residential Life and Administrative/ Public Information departments serve as our support processes. Performance measures have been identified in each department, which are included on the Agency Scorecard. Data are collected, reviewed and analyzed quarterly. Quarterly Reports are included in the Board Report.
6.5 How do you manage and support your key supplier/contractor/partner interactions and processes to improve performance?

In completing the functional analysis of the Agency’s mission and determining the Action Plans, the Senior Management Team, the Administrative Team, and the Action Teams identify performance measures relating to key supplier / partner relationships.  The management and support of these relationships is from a decentralized system.  Departments and committees form partnerships with outside agencies, businesses, industries, and individuals as needed.  Purposes vary depending on the partnership and the needs of both parties.  Because communication is vital in this decentralized system of the partnership, our partnerships are managed in various ways, depending on purpose, to include the following:

· Contract
· Grant commitments, performance audits and reports,

· Memorandum of Agreements

· Meetings and focus groups

· Direct contacts

· Summit Meetings

· Satisfaction surveys
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7.1 What are your performance levels and trends for the key measures of customer satisfaction?


The South Carolina School for the Deaf and the Blind conducts surveys annually to measure customer satisfaction in key areas as determined by the Agency’s mission and Strategic Plan.  The results of the surveys are used to evaluate trends and determine customer satisfaction with the goal of continuous and qualitative improvement.  Each service delivery area conducts in-depth customer satisfaction surveys.  The Data presented are representative questions from the different surveys.  The questions presented do reflect critical areas of customer satisfaction.
Chart 7.1-1 are parent responses from the EAA report card. Baseline data were established during the 01-02 academic year.  Results report in the 2002-2003 school year are from the State Department of Education on a limited data sample.

Customer satisfaction with Outreach Services is reported in Chart 7.1-2.


On an annual basis, the agency distributes a student safety survey (Chart 7.1-3) to obtain specific safety feedback from participating students. In the 2004 school year 94% of the survey participants reported that they feel safe at school, down slightly from last year.  SCSDB benchmarks itself against the national norm of 44% established in the United States Department of Education student safety study conducted in 2000-01. 
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7.2 What are your performance levels and trends for the key measures of mission accomplishent and organizational effectiveness? 
The mission for the South Carolina School for the Deaf and Blind is to ensure that individuals we serve realize maximum success through high quality educational programs, outreach services and partnerships.

Education Programs:  

The major mission of the agency is student achievement through specialized educational services, accommodations, assistive technology and related services.  The students have made excellent gains over the past four years.  SCSDB was a “Palmetto Gold” school for the second consecutive year as shown in Chart 7.2-1.  Highlights include:

	Education Accountability Act

State Report Card Data

	Description
	2001-2002
	2002-2003

	Absolute Rating
	Excellent
	Excellent

	Improvement Rating
	Excellent
	Excellent

	English/Language Arts Gains
	92.6%
	91.7%

	Mathematics Gains
	84.9%
	85.0%

	Individualized Education Plans (IEP) – Objective Met
	80.1%
	86.0%

	Dropout Rate
	1.5%
	0.9%

	Parents Attending Conferences
	68.7%
	74.8%


In addition to academic achievement, the data in the EAA Report card shows that the student successfully completed career goals in their Transition Service Plans.  Over 81% participated in successful work based learning opportunities during the 2002-2003 school year.  This was an increase of 12.9% from 2001-2002 where only 68.1% of the students achieved successful work based learning opportunities. A chart will be provided next year to show trends in this area.

The students achieved a mastery level on IEPs in the advanced range as Chart 7.2-2 shows.  An increase from 61% to 93% in the four year span is remarkable.  This significant increase was accomplished by a combination of improvements in writing the IEP goals, the establishment of a process to review the progress toward IEP goals at regular intervals, and enhancements in systems development.
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The population of students enrolled and attending SCSDB have fewer economic resources (80.3% free/reduced lunch and 83.9% Medicaid eligible) and a higher occurrence  (99%) of need for assistive technology as seen in Chart 7.2-3, than students attending pubic schools.  These socioeconomic and disability factors typically result in lower achievement and significant reliance on state and federal programs to meet the basic needs of these students.  


	Comparison: SCSDB Students to Other SC Students



	
	S.C. School for the Deaf

and the Blind
	S.C. Department

of Education

	Average Age of Enrollment
	11.2 yr. of age
	3*

	Total Percent of Students with Disabilities
	100%
	14.9%

	 Students Requiring Assistive Technology
	99%
	14.9%

	Poverty Indicator: Students Receiving Free or Reduced Lunch
	80.3%
	46.5%

	Medicaid Eligible Students
	83.9%
	Unavailable


*3 years is the age of enrollment in public school for special needs children

Figures for SCSDB are for 2004.  Figures for SCDOE are for 2000-2001

Graduation Placement:  

The agency has been successful in providing therapies plus transitional services and a variety of educational or functional programs to overcome the obstacles that historically prevent students from achieving success as illustrated in Chart 7.2-4.  This chart reflects that a high percentage of graduates (52.1%) from SCSDB are earning wages in competitive employment environments or attending postsecondary programs in preparation for entering the workforce of South Carolina, while another 30.4% (our students with the most involved disabilities) are appropriately placed in supported employment settings. 
	Chart 7.2-4
	Class of

2000
	Class of 

2001
	Class of

2002
	Class of 

2003

	Attending College or SCSDB Adult Program
	36.4%
	39.3%
	33.3%
	8.6%

	Employed Competitively
	22.7%
	21.4%
	3.3%
	43.5%

	Attending Sheltered Workshop
	22.7%
	17.9%
	16.6%*
	30.4%

	Homemaker
	4.5%
	0%
	3.3%
	0%

	Unemployed, At Home
	9.1%
	14.3%
	30.0%**
	17.4%

	Moved/Unable to Contact
	4.5%
	7.1%
	13.3%
	0%


*Includes 1 graduate attending Adult Day Care

**Includes 5 graduates awaiting placement by Developmental Disabilities and Special Needs (DDSN)

The above chart also illustrates a total of 82.5% of graduates from the Class of 2003 who were appropriately placed one year after graduation, as compared to the national norm of 50% placement rate for special education students one year post graduation.
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Summary of Services Provided by Outreach in 2003-2004:

	Service Provided
	2000/ 2001
	2001/ 2002
	2002/ 2003
	2003/ 2004

	Advocacy/Assistance/Referral
	951
	1,271
	974
	11,035

	Assessment (Speech, Vision, Audiology, Psychology, Physical & Occupational Therapy)
	97
	394
	424
	449

	Vision Services to Public Schools and Agencies (Mobility, Braille, Assessment, etc.)
	213
	215
	228
	399

	Early Intervention Program (Birth to age 3)
	451
	467
	434
	412

	Educational Workshop/Program Participants
	337
	421
	15*
	396

	Information/Dissemination of Materials
	7,549
	9,946
	13,419*
	8,859

	Sign Language Class Participants
	103
	121
	71**
	67

	Sign Language Interpreting Services
	4,263
	4,133
	2,442**
	1912

	Summer Programs
	91
	61
	69
	151

	TOTAL SERVED
	14,466
	17,430
	18,076
	23,680


* Tracking system changed in Outreach Centers

** The decrease in numbers served was due to a lack of qualified teachers and interpreters statewide.  The increase in service number in other areas is due to an expanded customer base, marketing efforts, provision of direct contact with school districts, businesses and vendors.
7.3 What are your performance levels for the key measures of financial performance?
Performance in the financial arena is a direct reflection of strategic planning and leadership.  It is a good indicator of optimal use of limited resources and the redirection of those resources in the accomplishment of the agency’s stated mission.  Financial performance facilitates ability of the agency to carry out the plan, support stated goals and assist with the achievement of objectives in all our programming areas as indicated in Chart 7.3-1.  

Measurement of financial performance falls within three simple categories:

· Compliance with rules, regulations and General Accepted Accounting Principle (GAAP).  

· Operating Performance within the funds allocated or budget and the general performance of the financial process in support of the agency operations.

· Financial Planning as in Facilities Master Planning, investment in Plant and Technology to ensure the ability of the organization to provide a safe, accessible and modern facilities for future operations.
Compliance with rules, regulations and General Accepted Accounting Principles (GAAP) can be measured through audit results in the accounting/financial and procurement arena.   To measure our compliance, we have gathered various audits from outside agencies that exert control over this agency.  We selected the DHHS, Office of Procurement and our Medicaid Audit results since these reports review many of financial transactions incurred in agency operations.
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Medicaid Revenue:    Approximately 83% of SCSDB’s student body qualifies for Medicaid funding through contracts with the State Department of Health and Human Services as indicated in Chart 7.3-1.  DHHS is a major funding source for the services we provide for our students.  Compliance with a Medicaid rules and regulations to ensure continued funding is paramount for our agency. 
Compliance issues can result in rebates (funds returned for program noncompliance) to Medicaid from future cash flows. The graph shows Medicaid dollars flowing into the Agency and associated rebates. Rebates have occurred as the various Medicaid programs and processes are being set up and refined.  Our goal is 0 rebate dollars. Our mode is one of continued process improvement.

Procurement Audit Results: 


Maintaining high compliance standards in these areas of emphasis by the State Procurement Office ensures our ability to maintain our current level of procurement authority.  A one-person shop handles the SCSDB issuing of approximately 1500 to 2000 purchase orders per year.  All of them originate from the school and are required meet all of the state procurement rules and regulations.  To measure the effectiveness of procurement, we track “Sole Source” and “Emergency Procurements”. Too many sole source transactions would indicate that we are not procuring the required goods and services at the most economical rate and could be violating state law.  Our goal is to keep the number of “Emergencies”, “Sole Source”, and “Unauthorized” procurement transactions under 1% each of the total Purchase Orders issued by the Agency.

In both areas, we have met or exceeded expectations.  Our Procurement Department has been commended for its ability to monitor, comply and meet the state procurement rules. The goal is to be below 1% for each area.
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“Unauthorized Procurements” are defined as a purchase that was made by a representative of the agency for the agency and that purchase failed to follow the proper procedures, i.e. complete a purchase requisitions, obtain proper authority and then secure a purchase order prior to the completed the transaction.  Internal monitoring  gives us a means for determining training requirements, responsibilities and control of expenditures.  The agency director is required to ratify all procurements after the responsible person has explained the circumstances requiring a purchase outside of the procurement rules. The increase in emergencies for ‘04 is largely due to addressing immediate needs with physical plant breakdowns. 

Source of Funds:  During times of declining support from most sources, an agency that is to accomplish its mission must seek new and innovative ways of funding its operations.  Agencies in general are limited to just a few types of funds including: state, other and federal.  In the chart below, you can see that the state’s share of the total budget expenses as a percent of total has declined over the past fours years significantly, i.e. from approximately .61 cents on the dollar to .41 cents on the dollar.  Fortunately, this decline has been replaced with funds in the other three categories through excellent leadership, devotion to the cause and creativeness.  The agency has sought  program funds previously unavailable, such grants, special transportation costs through Medicaid and school districts. However, these other types of revenue require much more effort to collect that appropriated funds.  
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OPERATING PERFORMANCE WITHIN THE FUNDS BUDGETED:   

1. Measurements against a budget allocation, 
2. goals for turn-around time, or 
3. the number of transactions managed speak to the financial operational efficiencies and the agency’s ability meet its mission and financial obligations.  

Failure to allocate financial resources according to planned agency goals, objectives and stated mission essentially stymies any efforts of management to succeed.

As shown by the two charts, we have been able to maintain operations during an onslaught of cuts, furloughs, vacancy freezes and deferring maintenance.  We are primarily an education organization with a very special student population that requires extra special attention.  As a result, our primary means of delivering these services is with direct caregivers.  We have maintained that all direct caregivers positions will be filled not only in the best interest of the child, but also of the state, covering any and all requirements and liability standards..

Chart 7.3-7 shows that the dollars spent versus dollars allocated.  This reveals good stewardship of the funds with no over expenditures.

	Year
	Budget
	Expenditure
	Variation

	2000-2001
	$23,811,385
	$22,196,748
	93%

	2001-2002
	$23,506,867
	$22,331.608
	95%

	2002-2003
	$22,793,295
	$22,251,506
	99%

	2003-2004
	$23,439,972
	$22,494,407
	95%


The last part of this area is to measure the efficiency of our financial processes.  We will begin presenting scorecard measures and benchmarks for selected financial operations.
This measurement (Chart 7.3-8) accounts for the cycle time between goods and services being delivered and the time it takes to prepare a voucher to pay the vendor.  We have reduced the cycle time in this area by:  mapping the process with those responsible; assigning clear expectations; stressing the importance of communication among employees working in the warehouse and accounts payables.
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7.3-9 Number of Invoices processed is a companion measure of 7.38 above.  As communication increases and the process is mapped then it follows that the number of invoices processed in a given amount of time will increase. This increase in efficiency of the invoicing process is the value component we are looking for in areas of the agency.


7.3-10 is a cycle time measure for goods and services to be procured for the agency.   It reflects the realities of a system that requires competitive bids and quotes for many procured items.  Again, this measurement has been reduced via process mapping, clear expectations, and increased communication between departments in the agency.   Our expectation is that this measure, on average, will stabilize around 22 days due to the system requirements and purchasing safeguards (quotes, bids) the state requires.  Value can still be added with an increased focus on customer service with vendors, and departments across the agency.
FINANCIAL PLANNING.  
Chart 7.3-11 indicates Major Capital Construction Projects completed in 2004 which included:

· Herbert Center Renovations Phase 2                        completed in  Feb 04  

· Front Entrance Enhancements & Welcome Center  completed in Mar 04

· Walker Hall Renovations                                         completed in May 04

· New Houston Hall (TLC) Dormitory completed in Sept 04
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Investment in Plant and Technology to ensure the ability of the organization to provide a safe, accessible and modern facilities for future operations is a major key to success as seen in Chart 7.3-12 shows dollars spent on these capitol improvement over the past 4 years.  Concerted efforts were made in the earlier years of 1997-2000 to secure our needs from the state authorities.  Over that period of years, we were awarded some capital improvement funds that have subsequently been used to address some of our most critical needs.

Each of these areas is assessed annually on a point system.  The total possible score for a building is 100, however realistically, we have set a standard as follows to judge the condition of each facility and since in some cases, the assessment is somewhat subjective, then we are scoring as follows:
· Green:  80-100 points –  Building is satisfactory.

· Amber:  60-80 points – Building needs attention.

· Red:    < 60 – Building needs some major repairs or does not meet code.
Currently, there are 19 buildings rated “green”, 11 buildings rated “amber” and 5 buildings rated “red”.

Although the major systems are graded in this manner,, progress has been made in all areas on a square foot basis and we anticipate with the completion of a couple of capital projects in the next couple of years, this will improve appreciatively.  The agency’s plan is to allocate resources and to establish priorities that are facility wise.
We now have systemically evaluated our buildings and Facility Evaluation:  The agency developed a “Facilities Master Plan” that was completed in 1999 and updated annually.  Since then, priorities on available funds and for capital funds requests have been set using this plan.  A system of evaluation has been developed in that facilities are divided into six major systems as illustrated in Chart 7.3-13.  
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Architectural – Does the building meet the current codes and fit aesthetically with the other campus facilities?  This area is weighted from 0-10 points.

Mechanical – Does the HVAC system operate efficiently, perform well and require little or no repair during the appropriate season of operation?  This area is weighted from 0-20 points.

Plumbing – Does the plumbing in the building meet code, or require costly repairs to keep operational?  This area is weighted from 0-20 points.

Electrical – Does the system in the building meet code, or require costly repairs to keep operational?  This area is weighted from 0-20 points.

Structural  - Does the structure of the building meet code or require costly repairs to make safe?  This area is weighted from 0-20 points.

Meeting the Needs of the Program – This is a program assessment of whether the building in general is meeting the needs of the activities conduct in the building.  Are the areas safe and present a good image for the agency? This area is weighted from 0-10 points.
Computer Evaluation.  An organization’s ability to move data, make analysis and disseminate information is key.  To do this, a proper assessment of the computing power, operating systems and software plays an integral part.

The two systems are monitored against preset goals.  These goals and objectives are set in a 3-5 years technology plan that is updated annually.  During this process of updating, each area of the agency is contacted, plans discussed and goals set.  The needs are identified, incorporated in the plan, and financial resources are dedicated for this purpose.

On both charts 7.3-14 and 7.3-15, we have made progress each year in updating our technology operating systems and processors.
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7.4
What are your performance levels and trends for the key measures of Human Resource Results?
In fiscal year 2003-04, 556 F.I.S.H. awards were presented to employees, up from 441 awards to employees last year.  
Criteria for nomination are value(s) driven and promote mission specific accomplishments.
The EPMS process is crucial in communicating, coaching and empowering employees to meet strategic priorities.  The agency uses this process as its foundation for planning work priorities, professional development, and evaluation of employee performance. During the fiscal year, supervisors were measured on the timely completion of EPMS evaluations as shown in Chart 7.4-2.   In the 03-04 fiscal year, the agency experienced a 30% meets by default rate, up from 6% the previous fiscal year.
Supervisors were provided monthly reminders of upcoming evaluations for each of their subordinates. In addition, follow-up reminders were sent to division directors for supervisors who had overdue reviews from the prior month.  During monthly “Managers’ Meetings,” the management/supervisory team received statistical information reflecting the outcome of the monthly goals for timely completion of EPMS evaluations.  The agency compares its meets by default scores against the statewide average.  This allows the agency to determine trends within the state as well as SCSDB.
	Chart 7.4-3 Sign Language Communication Skills Level Standards

	YEAR
	Number of Employees with Required Levels
	Achievement/Sign Communication Skills

	
	
	Above/At
	Below

	
	
	#
	%
	#
	%

	2003-2004
	111
	61
	56%
	49
	44%

	2002-2003
	108
	60
	55%
	48
	44%

	2001-2002
	77
	43
	55%
	34
	44%

	2000-2001
	61
	37
	53%
	28
	46%

	1999-2000
	28
	7
	25%
	21
	75%


As shown in Chart 7.4-3, a total of 61 employees have achieved their required Sign Language Communication Skill Level Standard. Note: Above and At means the employee has met his/her standard.  While there are actually 111 employees with required level standards, only 108 are counted in the Table due to 2 employees being exempt from meeting their required level standards due to a reasonable accommodation.  The percentage of “current” employees Above and At their standards, while remaining the same as last year has increased overall from 30% since FY 99-00.
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In the 2002-2003 school year SCSDB instituted an agency-wide employee satisfaction survey (see Chart 7.4-4).  The survey addresses three areas:  valuing diversity; communication/involvement, and culture/image.  The results represent the overall positive responses from the questions asked within each category.  
SCSDB conducts exit interviews and provides employees questionnaires upon separation from employment.  SCSDB reviews the surveys and reports the results to management on an annual basis.  Chart 7.4-5 represents the trends and key reasons employees cite for leaving the agency.  In the 2003-2004 fiscal year, 29% of the respondents reported the “family circumstances” as the major reason for leaving SCSDB.

Chart 7.4-6 represents the turnover rate for fiscal years 2000-01 through 2003-04. The rate is determined by dividing the number of positions by the number of employees who have separated from the agency.  In the 03-04 fiscal year, SCSDB experienced a 2% increase in turnover as compared to last year.
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7.5
What are your performance levels and trends for the key measures of  regulatory/legal compliance and community support?

The compliance rate is measured against the standards for established by the Safety Committee.  The Joint Commission on Accreditation of Healthcare Organizations standards and annual agency safety goals.  The South Carolina School for the Deaf and the Blind conducts a comprehensive and clearly documented program of monthly inspections and reviews and addresses all items for corrective action as appropriate.   As indicated in Chart 7.5-1, SCSDB’s safety program completed 100% of all scheduled hazard surveillance inspections for the 2003-2004 fiscal year. 

In the 2003-04 fiscal year, the SCSDB safety program identified 113 hazards requiring some level of corrective action.  With the exception of two items, all were addressed and appropriate corrective actions were taken. Chart 7.5-2 reflects the trends for completion of hazard surveillance deficiencies. 

Chart 7.5-3 represents the compliance percentages for employee safety training. Employee attendance to safety training improved 5% over last year.  The lack of attendance is contributed to staff operational commitments versus scheduled training times.  Improvement initiatives include adding safety training to monthly New Employee Orientation and some training being provided on second shift throughout the year.  
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SCSDB conducts emergency drills on a regular basis to test the responsiveness to emergency situations.  All goals have been met.  Charts 7.5-4 and 7.5-5 show the compliance percentages for the agency’s emergency preparedness and fire drills for the 2003-2004 school year.  

The agency annually examines trends of the number of injury claims, weeks employees miss due to injuries incurred on the job, as well as the total wages paid as a result of lost time on the job.   Chart 7.5-6 represents the trends and the number of worker’s compensation claims, total claims paid and the number of weeks employees were not able to work because of injuries on the job. 
SCSDB monitors its progress towards meeting Affirmative Action and Equal Employment Opportunity goals. SCSDB has steadily improved in its efforts to eliminate any underutilization based on the availability of qualified applicants.  SCSDB has experienced an increase of 13.4% since FY 2001 EEO report.  SCSDB is now ranked 16th out of 63 agencies who are not already exempt from EEO reporting requirements.  This is up from ranking 55 in 2001.  SCSDB compares itself with agencies who have  achieved 100% of goal attainment, such as Santee Cooper.  The goals are used as benchmarks to measure the effectiveness of affirmative action efforts to eliminate and prevent discrimination as shown in chart 7.5-7.
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										Assessment of Procurement

						#PO		Sole Source		Emergency		Unauthorized

				2000		1653		6		3		13

				2001		1450		10		7		20

				2002		1648		10		5		17

				2003		1828		10		7		14

				2004		1828		5		14		6

								Sole Source		Emergency		Unauthorized

						2000		0.4%		0.2%		0.8%

						2001		0.7%		0.5%		1.4%

						2002		0.6%		0.3%		1.0%

						2003		0.5%		0.4%		0.8%

						2004		0.3%		0.8%		0.3%

								Unauthorized		Goal

						2000		0.8%		1.0%
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