Traditional Service Provider

“I have a vacancy you can fill”

Provider offers adequate services. People are healthy and safe but not much attention is paid to individualized services.  Agency has been around for a number of years and provides services throughout the State and in other parts of the country.  It is a stable organization that doesn’t have a bad reputation, but also does not have an outstanding reputation.  As the agency representative, you know answers to all questions asked by potential service users (ex. staff turnover rates, fiscal stability, etc.) Services are offered from a “this is what we have to offer” standpoint.  There is no thinking outside the box for people served, and individuals do not have much say in how services are provided or the organization is run.  They may sit on the Board, but this is a token postion.
The Deeply Caring Provider Who Doesn’t Have A Clue

“I can provide whatever you need”

This Provider cares deeply for people with disabilities and tries to provide what the person wants.  They are very good programmatically, but there is no real organizational structure or stability.  As the Provider, you don’t have many of the answers to questions and “have to get back to you” is the typical response (ex. “It was a good year and I think most of our staff is still there.  Maybe we had 15% turnover last year, I’m not really sure.  I’ll have to look into that and get back to you.”  The organization tends to operate on a day-to-day basis and there is no clear long range plan for the agency.  

Person Centered Organization

“What is it you are looking for?”
This organization listens to what the person says and develops services based on the conversation.  There is an even exchange of questions and answers to identify what the individual wants/needs, and provides clarifying responses to make sure they understand correctly.  Services are developed for the person, rather than making the person fit into what is currently available.  Individuals actively participate in the organization by sitting on the Board, providing ongoing input through consumer satisfaction surveys, are involved in the strategic planning of the organization.  This also holds true for family members.  There are newsletters sent out routinely to highlight people’s lives.  There is a clear structure for the organization and everyone is aware of it and work on it collectively.

