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|. Executive Summary

1. Mission, Visionsand Values

The mission of the South Carolina Vocational Rehabilitation Department (SCVRD) is to
enable eligible South Carolinians with disabilities to prepare for, agieve and maintain
competitive employment.

Investing in South Carolinians with disabilities offers a hyggid return. The public vocational
rehabilitation program converts people reliant on government assistance wsofSelkent
citizens who have ja) purchase goods and services, save for the future, and pay taxes that
quickly reimburse the funds spent on their rehabilitation.

SCVRD continues to implement custoriecused initiatives and accountability measures
designed to add value to its servicad & allocate its limited resources to achieve maximum
impact.

The agency visions:

e All staff wildl be committed to the agencyb
Technology will be used to provide maximum benefits to our staff and clients.

¢ We will be the leadein innovative, individualized customer service that contributes to
successful employment outcomes.

e Our relationships with business, industry and all levels of government will be positive
and productive.

¢ We will provide quality service in an atmospherdraét, sincerity and commitment.

e We will provide professional development opportunities in order to develop and retain
exceptional employees.

¢ We will demonstrate accountability through the efficient and effective use of the
resources entrusted to us.

e We will provide our customers with the tools, services and products that will prepare
them to compete successfully in the modern workplace.

The agency values:

e Persons with disabilities who strive to achieve and maintain competitive employment.

e Highly qualifiedstaff members who are technically competent, personally accountable,
communicate effectively and work together in a professional manner.

e Partnerships with business and industry that provide employment and contract service
opportunities for our clients.

e Rdationships with other human service agencies that provide increased service
opportunities for persons with disabilities.

e Accountability to taxpayers through efficient and effective use of the resources entrusted
to us.

2. Major achievements from the pastyear:

¢ The departmentehabilitated’,671peoplewith disabilities into employment in FY20
and served a total @#,293people(includingall applicantsaandclientswhose services
carry over tasuccessive yeardpasedon 2009 cost benefit analysigstestimated that
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these rehabilitated clients will pay back &3 for every vocational rehabilitation dollar
spent on them by becoming taxpayers instead of tax consumers. It will takeSydars
for those clients to repay the cost of their rehabilitaton18.1% rate of return

The departmeraddeds6 cooperative agreemenits FY2010, continuing itssteady growth

in this areaover the passeveralyears.This has resulted from an increased emphasis
strengtheningies with nonprofit agenciesand withotherstateagencies to provide their
clients withindividualized rehabilitation services leading to emploympatticularly the

One Stop centers; Department of Mental Health; Department of Disabilities and Special
Needs; Department of Education; Depagtinof Corrections; Department of Juvenile
Justice; Probation, Parole and Pardon ServaresDepartment of Social Services.

The departmergained $31,088in reimbursementfom theSocial Security

Administration This reimbursement is a dira&flecion of savings realized by Social
Security because the departmentds clients b
rely onSSI/SSDI benefits.

SCVRD began providing comprehensive services to clfeots nine counties in the
Upstate at its new locatian Lyman.Specialized services at the Bryargr@er include
occupational therapy, physical therapy, pain management, brain injury services,
rehabilitation engineering, a prosthetics and orthotics clinic, computer training and
nutritional counseling to e clients explore and develop their vocational strengths and
abilities. These services were previously available to Upstate clients only by traveling to
Columbia.

SCVRDcontinued tdocus onenhancement of servicestigh school students with
disabilities. Without early interventiontat population is in a position of great
vulnerability to a cycle of poverty and reliance on government benefR. counselors

are assigned to each high schdolFY2010 the department served 9,671 clients in the 16
to-22 age groupHighlightsincluded

0 Specialized training for all transition staff, with a focus on Guideposts for
Success, evidendmsed practices for schelmhsed preparatory experiences,
career preparation and weblased learning experiences, youth depgient and
leadership, conneag activities and family involvement and supports.

o0 TheYES Program (Youth Employment Services, a grant from the U.S.
Department of Educationis designed to improve pasecondary employment
outcomes of youths with disabiés. Thisnow includes schools in Beaufort,
Lancaster, Edgefield and Spartanburg counties.

0 SCVRDOGs Transition Emplesppraddiandinawy Speci a
includes eight counties where specialistsaffunded positions serve students
with disabilities on campus.

o Cooperative agreements with the Department of Juvenile Justice and the Wil Lou
Gray Opportunity School were implemented to provide VR servicesriskat
youth.Specialists in cdunded positions serve eligible students on campus.

o Thedepartaent 6 s Hi gh Sc h o odtl?2ldcatphs ardundthe pr ogr a
statesened532diplomatrack students with disabilities through higjiterest,

SCVRD FY10A3



high-energy activities including internships, job shadowing and tours of colleges
andbusinesses.

o Disability Mentoring Day expanded to all SCVRD offices throughout the;state
221 sudents with disabilitiesverepaired for a day of mentoring with
professionals working in careers of interest to the students.

SCVRDOG s Sk irdelAgpeentid®¥d raikirfig SSWAT) progracontinuedto expand
throughout the stateffering training and employment opportunities in careers with good
wages and benefits, suchamsmputer assisted design, digital imaging, auto repair and
pharmacy techniciangt the end oFY201Q 62clients had been hired by these companies
and 38 employers had become involved in the apprenticeship program.

A significantt echnol ogi c al undertaking, the departrt
system continued to be developBd 2010 marked the first full year of centralized

compliance in the eligibility process, which led to improved performance in compliance
percentagesThis initiativeenhancesguality controlby enabling reatime monitoring of

compliance witlcase servicpolicies and regulations, which will lead to better

employment outcomdsr clients and increased efficiencies in operatidie vocational

assessment component will be launched in FY2011.

The department s Human Resour dleasnerealne | op me n
Training and Information Site). This wdiased site offers online staff training modules

about specific disabilities, safety, ethics, employee orientation and other topics of

importance to job performance. The modules are interactive gooteeompletion of

quizzes and assignments. LOTIS is updated with new modules regularly and is not only
effective in providing staff with vital tools for success, but also saves money and time as
some training can now be tthohywavelrty an empl oye

The department implemented the South Carolina Enterprise and Information System
(SCEIS) as required of all state agencies, activating the financial and procurement
components in November 2009 and the human resources and payroll cospodene
2010. Implementation of these changes axtsemely challenging for SCVRD due to the
nature of its client service provision and local operati8narge number of staff members
in the central office as well as local offices throughout the diligently worked long
hoursfor extended periods of tinte prepare for and then carry out the conversion.

Other technological enhancements that enhanced client services included workstations for
client workskills development and testingjob matctsystem to match clients wijbbs

based on skills and specific employer neeasl upgrades that allowed staff to serve

clients better from remote locations. Staff efficiency, effectiveness and safety benefited
from customized software upgrades, additb®utlook Web Access to enable email use
without an agencgomputercostsaving voice over IRelephonesn several locationgn
interoffice emergency notification systeamd anew firewall and hard drive encryptioo

protect agency data

The Social 8curity Disability Determination Services program continued providing
effective and efficient evaluation of claims for disability benefits. DUEMg2010,the
di vi si on 6 s ndtaccutacyéevels axceedttte national goalThe program was
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able toincrease the overall initial allowance rate, which will result in fewer cases for
appeal and assist in reducing backlogs.

3. Key strategic goals

Standards of Excellene used by SCVRD to maintain an organizational focus on

performance and to guide systdmma&valuation and improvement of key processée

nine standarde nc ompass al | key facets of the agenc
delivery, Program mtegrityand its accompanying performance measures at the local and

state levelbalance irthe training centers, maintenance of facilities, relationships with
partnersiransition serviceand the predominant goal of placement of clients into
meaningfulcompetitive employmen{See pg. 13)

Partnershipsto enhanc@gency outreach and service\psmon, including partnerships
with other agencies to coordinate services, increase successful closures, and enhance job
training opportunities for clients.

Centralization of targetedolesandredirection of personnelfrom those roles into

positions thapromotea higher level of direct client service at the local level, especially for
individuals with brain injury, spinal cord injury, severe and persistent mental ilthess,

who aredeaf and hard of hearing, and studentssiteoning from school to w&d the

most significant disabilities or underserved disability populations.

Professional Development and Leadership Program (PDLRo transfer organizational
knowledge ad develop future leaders in light of significant retirememsng

management sthfThe PDLP creates an environment that fosters excellence by aligning
agency neds with individual career goals

Development and implementation oin enhanced case management syst€@MS) to
follow the natural progression of the rehabilitation processsapport integrated service
system in an intuitive and usfrendly format.

Return on investment,basedn a set of measures that reflect the economic impact of
competitive employment on clients through their own gain in financial achievement and
throughthe return on the taxpayer investment.

Enhanced staff trainingto better prepare staff to help clients achieve employment success
through utilization of disabiliyspecific training modulewithin anew electronic learning
management system.

4. Key strategic challenges

Maximizing financial and humanresources to achievéhea ge n c y 0 sbyusings si o n
limited financial resources in the most efficient and effective maiins.year the

a g e n ¢ y Ong stateduading mas dropped to its lowest level in Z0sand the impact

has been seen 1 n s oMAa@itical factor in rmeetmgtieisicballedge r e s u |
is retention of enough st at edefalumatchiwhidpn t o mee
brings nearly $4 in federal funding for each state dollappropriated The dape ncy 6 s
state funding level is currentl$s4.4 million below the level needed to maintain its federal

match.To address funding limitationt)e agency continues to examine itgfsig

patterns and roles. Somaes are beingedefnedto effect cost savings and make the best
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use of local staff in service delivery are8€VRD continues to look for ways to be
efficient and still meet client needs, such as redugargtime staff hours, implementing
hiring delays, reducing/consolidag travel, and limiting equipment purchases.

Finding jobs for clientsin a period of economic downturnand double-digit
unemploymentrates, and educating employers on the financial and human resource
advantages of hiring people with disabilities.

Maintenance of facilities and equipment Many of the agencyds own
facilities are more than 20 years old ameheed of repairs to continue to serve agency

clients and business partneésgveral of these projects have been delayed unless
operationaknd/or safety issues requdraction.There are also lontgrm needs to construct

new facilities where disability populations are unserved or underserved.

Enhance stability in the management and daily operations of VR service deliveryhe
department musitilize its Professional Development and Leadership Program and other
initiatives to meet agency needs and foster an ennient of opportunity for staff,

including innovative and technologically advanced approaches to training (learning
management systeroompetencipased online modulesfonversion to the South Carolina
Enterprise Information System (SCEI®s presentedgnificantchallenges in
implementation and staff training requiremethile the agency recognizes its letegm
benefits, SCEIS hagquiredextensiveime and resources.

Serving individuals with significant disabilities. Positions saved through centralization
are being redirected into direct client service delivery rfaegsed on identifying and
meeting the employment needs ofiinduals with brain injury, spinal cord injury, severe
and persistent mental illnesdients who areleaf and hard of hearing, and students
transitioning from school to work.

Maximizing partnerships. The agency places great emphasis on partnerships théh o

agencies to coordinate services, partnerships with business and industry, and partnerships
with past clients to enhance services and p
number of interagency partnerships continues to grow

Training centerbalance.The agencydés 24 work training ce
of revenue to support the provisionjob preparednedsr clients The centers seek to

balancequality rehabilitation services that would béthe most benefit to clients with the

business parterships that provide thmeans for offeringhese vital services.

Social Security disability challengesNationally the Social Security Administration has

seen unprecedented increases in applications for SSA disability programs. In South
Carolina,applicationdgn the first quarter of the federal fiscal y@acreased by
approximately80%from the previous yeabDue to the unprecedented increase in

applications, SSA developed a National Capacity Strategy, whereby SSA claims could be
processed by fedal components. In March, SS#ld offices began sending 325

applications for disability to federal processing centers for adjudication. SSA also

authorized an additional 70 new hires®CV RDG6s Di sabi |l ity thBet er mi
fiscal year Withthis increase in staff, an additional challenge is the lack of experience for
many of t he pr @dgr¥aperoest ofahem hadeilessaharotwosyear

experience
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5. Use of accountability report

The department uses the annual accountability rgggatbcumentation of its continuous

improvement #orts and performance measur&$e accountability report is a valuable tool in
monitoring progress and identifying gaps in performaAceextension of the use of the
accountability mpeporctati ont ieragerec GdOveanor 6s
level Baldrige award administered by the South Carolina Quality Forum and state chamber of
commerceln FY2008 the Forum recognized SCVRD as a Gold Achiever (the agency was a

Silver Achiever when it ggied in 2001 and a Gold Achiever in 2004). T®emmittee on

Rehailitation Excellence (CORE) has ustrgtresultingextensive feedback repstb drive

continuous improvement effortsuch as the development of the Standards of Exceltettte

refinement dthe Program Integrity model

Il. Organizational Profile

The public vocational rehabilitation program is the oldest and most successful federal/state
human service program in the nation. South Ca
in 1927 andor a considerable number of years has enjoyed top performance rankings nationally

for providing effective service to client§hedepartmenenables eligible South Carolinians

with disabilities to prepare for, achieve andimain competitive employmerdonvering

dependent tax consumergth disabilitiesinto independent, working taxpayers.

1. Main products, services and delivery methods

¢ Eligible applicants with disabilities have a program of services coordinated by their
counselos at one oR20 area dfices and 21 work training centerthroughout the state.
Together the client and VR staff develop an individualized plan for employment. Career
options are explored and the clieeteives extensive counseling and guida@tber services
may includeregoration services, classes to enhance employabilitypjeparedass training
at the depart ment Oalditionalselices leaaingra jab glacemem.t er , or
Successful, suitablen@loymentin alignment with client interests the outcome meare.

e Many clients with significant physical disab
Comprehensive Programs in West Columbia, which includes an evaluation center to
determine vocational potential; pain management progoeam injury programmuscular
development program; rehabilitation technology program which uses an engineering approach
to overcome employment barriers; anfbrmation technologyraining program which
provides clients wittiop-level training for technology job#lany of hese same services are
provided to Upstate clients at the depart men

e The department has specialized servicet s$ cardiac rehabilitation; deaf and hard of
hearing servicegob retention services for employees of businessesghiout the state
whose jobs are jeopardized by disabling conditions; supported employment (worksite job
coaching); and substance abuse treatment at two SCVRD treatment centers.

e The de pa4s4wonkeamingdcsnte® provide vital job training for cliemnd a cost
effective outsource option for more thés0 business and industry partners.
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The Social Securityisability Determination Services program processes Supplemental
Security Income and Social Security Disability Insurance claims for the Sszatity
Administration.

. Key customer segments and their requirements/expectations

Primary customers (clients)The cepartment mission centers on employmergexiple with

disabilities. It does not provide lifelong servic&s. be eligible, an applicambust have a

physical or mental impairment that substantially interferes with his or her ability to work. The
person must also require and be able to benefit from vocational rehabilitation services that

would lead to permanent, competitive employm&ht department is unique in that its

primary customers are people with more than 135 different physically and mentally disabling
conditonsThe cl i entds expectation is to receive
competitive employmentn 200-2010, SCVRD placed7,671peoplewith disabilities into

employment.

Business and industry partnerd hisincludes employersvho expect the agency to provide
well-qualified, reliable employeespmpanies thgtrovideoutsourcevork for clients in job
readiness tiaing and require higiguality, timely, and coseffective productiongcompanies
that utilize job retention servicewhich helppeople whose jobs are jeopardized by disabling
conditions;and businesses taking part in SCVRD work assessment, training rimg aad

job shadowing services.

. Other key stakeholders

State and local agencies and private, rprofit organizations:SCVRD hashundreds of

cooperative agreements with organizations throughout the state. These agency partners expect
SCVRD to providehe employment outcome component that their clients need to round out

the scope of services that bring newfound independence for people with disabilities.

Taxpayers/legislatorsThe agency must be accountable in its service delivery and its
practices, angrovide results that show efficiency and effectiveness.

. Key suppliers and partners

Referral sourcesSCVRD needs strong ties with referral sources to generate client
applications for services. These sources include other ideraland local agenes, non
profit organizations, the medical community, school systems, colleges and universities,
alcohol and drug programs, correctional facilities, the military, and employers.

VR PartnerssThi s group of successfully suppdifabi | i tat
including advocacy for the program, advice and mentoring.

Vendors:This includes training institutions, physicians, hospitals, clinics, pharmacies,
orthotic/prosthetic and hearing aid dealers, and miscellaneous retailers. These customers help
thedepartment provide appropriate services to its clients and in return they expect the
department to carry out efficient and timely transactions.

Social Security AdministrationS C V R [36cg&l Securityisability Determination Services
program adjudicatesS and SSDI claims for the Social Security Administration.
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5. Operation locations

e The departmentdéds administrative headquarters
located in West Columbidhe department has alcohol and drug abuse treatmentéaaitit
Florence and Greenville.

e Area Office/Work Training Center combinations (primary entry points) are located in:

Aiken Conway Orangeburg
AndersomSeneca* FlorencéKingstree* Rock Hill/lLancaster*
Bennettsville/Hartsville* Greenville Spartanburg/Gaffney*
Beaufort Greenwood Sumter

Camden Laurens Walterboro
Charleston Lyman ** West Columbia
Columbia Moncks Corner

* area offices with two work training centers
** Lyman location has an area office combined with specialized comprehensive services.

Satelliteoffices operated by the area offices listed akareein:Dillon, Georgetown, Greer,
andNewberry.

The department also fully participate2@comprehensive Ongtop centers operated by
Workforce Investment boards, and has a preser4@satelliteOne Stop centers.

The Social SecurityDisability Determination Services program has a central offfiaé&est
Columbia, regional offices in Charleston, Greenville and West Columbia, and a specialized
unit for Medicaid claims in Lexington.

6. Staff size

e At the end of FY2Q0, thedepartment had 132employees in fultime equivalent positions
and329employees in temporary pasits. Two of the fulltime positions are unclassified
(commissioner and assistant commissioner for administrative services).

7. Regulatory environment

e The department operates under the regulations of the federal Rehabilitation Act of 1973, as
amended. This is part of the Workforce Investment Act, which has additional regulations on
the depart ment 0 sStopempldayiert ceptaastthroaghout thre st@e Ehe
vocational rehabilitation program is administered nationally by the U.S. Department of
Education, Rehabilitation Services Administration (RSA), in Washington, D.C.

e While RSA provides regulatory oversight, the departm® a state agency, designated by the
state as the vocational rehabilitation agency for citizens with disabilities, with the exception of
people who are blind (served by the S.C. Commission for the Blind). The department is
therefore governed bythessab s executi ve and | egislative br
Code of Laws.

¢ In addition to RSA and state government regulations, the department adheres to OSHA safety
standards and Department of Labor standards in all facieimesDHECand National
Institute for the Severely Handicapped (NISH) regulations in some facilities.
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