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Mission Statement 
We improve the lives of people with disabilities or other disadvantages through employment, 

training, and job placement opportunities. 

Values 

Integrity 

We commit to demonstrating honest, transparent, and strong moral principles when serving our 

team members, clients, partners, and supporters. 

Passion 

We live and breathe our mission, and embrace it in all that we do. We are committed to helping 

our community succeed through the Power Of Work. 

Fun 

While our mission requires an intense focus, we believe it is important to not take ourselves too 

seriously. We are devoted to creating a light hearted, enjoyable environment. 

Serving Others 

There is no greater calling than to be in service of your fellow beings. We will empower 

individuals to achieve their goals and dreams by removing barriers and creating opportunities. 

Respect 

We embrace the culture of respect and value for current and future Team Members, clients, 

partners, and supporters. 
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Introduction 
Goodwill Industries of Northwest Ohio, Inc. recognizes that each person who comes through our 

facilities comes with their own individual set of talents, skills, and goals.  It is Goodwill’s 

privilege to support each of these individuals and help them achieve their vocational goals.  

The purpose of this Outcome Measurement and Management System (PMMS) Plan is to 

measure the effectiveness, efficiency, customer satisfaction; service access and business function 

for each of Goodwill’s CARF‑accredited programs. The system also tracks the characteristics of 

the participants receiving services. This system is part of Goodwill’s quality improvement 

system to ensure that individuals served achieve positive outcomes. 

Business function performance indicators are relevant to evaluating program’s sustainability, 

compliance and/or efficiency. Program Service performance indicators are relevant to evaluating 

the effectiveness (results achieved), efficiency (resources used to achieve results), 

satisfaction/experience of persons served, satisfaction/experience of stakeholders 

(referring/funding agencies, employers, etc.) and service/program access (ability to serve those 

who desire it) measures.      

Goodwill makes this conclusion by establishing objectives in each program area and comparing 

actual performance outcomes with the target goal for each objective.  Program objectives align 

within four separate categories, which are as follows:  

Effectiveness - the measures extent to which we achieved desired program outcomes. 

Efficiency - focuses on timeliness of services and the economical use of agency resources.  

Services Accessibility - measures ease and promptness of entry into the agency’s programs and 

services.  

Satisfaction - measures extent to which we met consumers’ needs and stakeholders’ expectations 

through the program experience.  

Individual program results are tabulated quarterly with a summary generated at the year’s end.  

Every attempt has been made to make this report comprehensive and complete.  The report looks 

at all aspects of the Goodwill programs and utilizes all of the data that we are able to collect 

through our various data collection and billing processes. 

Approach to Data Collection 

Goodwill Industries of Northwest Ohio, Inc. PMMS utilizes several types and forms of data for 

performance measurement and quality improvement.         
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At each intake, the Job Developers are responsible for having the consumer complete the 

Outcome Measurement Description (OMD) form.  Once the OMD is completed, the Job 

Developer gives it to the Job Connection Center (JCC) Staff to enter into the database. The Job 

Developers are also responsible for completing the job placement report and giving it to the JCC 

to enter into the database as well.   The Program Manager (PM) accesses the database and 

develops different bar graphs consisting of demographic and employment data from the past 

three (3) years.  The Director of Mission Services is responsible for reviewing the completed 

annual report, and the Chief Mission Officer is responsible for approving it.  Data is maintained 

within Goodwill’s internal data management and case documentation systems and is reviewed 

for completeness and accuracy prior to annual analysis. 

Routine Reporting: Monthly and Annual Data Analysis 

Monthly Summary – The Budget Reports, Profit & Loss Reports, Operations Report on clients 

including intake and discharge, and job placement reports are gathered and reviewed monthly. 

Reliability 

Goodwill Industries of Northwest Ohio, Inc. takes the following steps to ensure that data are 

collected consistently in a way that could be reproduced at another time or by other data 

gatherers.  New and existing personnel are trained on recording each data element they are 

responsible for collecting; measures or codes are explained and periodically reviewed. 

Additionally, Goodwill serves many persons each year. Rather than send satisfaction 

questionnaires to all of them, the organization selects a random sample from each of its program 

areas’ clientele. Before the questionnaires are sent, the program manager reviews the 

characteristics of the sample to ensure that the sample is representative of the total group served 

in terms of diagnosis/reason for seeking services, age, gender, and ethnicity. 

Validity  

Goodwill Industries of Northwest Ohio, Inc. has chosen indicators, measures, and data elements 

that measure what it intends to measure. For example, Goodwill is interested in increasing the 

number of placements and retention rate of persons served. The program does a review and 

selects a standardized tool or measure known to be valid and reliable. 

Completeness  

Goodwill Industries of Northwest Ohio, Inc. takes steps to ensure that the data used for decision 

making are as complete as possible; no accredited programs are omitted from the information 

and performance improvement effort; no groups of persons served are omitted from the data 

gathering or analysis; no data elements or indicators are systematically missing; and any 

database is checked for completeness of records before final analyses are run and decisions 

made.  
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Accuracy 

Goodwill Industries of Northwest Ohio, Inc. takes steps to ensure that data are recorded properly 

and that errors are caught and corrected. For example, spot checks of the records of the persons 

served are made to ensure that data abstracted from the record are correctly placed into the 

database. 

Extenuating and influencing factors 

Goodwill Industries of Northwest Ohio, Inc. identifies extenuating influencing factors, (e.g., 

staffing changes, high unemployment, natural disasters, etc.) that may impact overall 

organizational performance or achievement of established service delivery indicators.  This 

information is used and discussed in the annual analysis of performance results. 

Performance analysis: timeframes and communication  

Chief Mission Officer compiles service delivery and business function results on an annual basis, 

and reviews and analyzes results compared to established performance indicators.  

Characteristics of persons served and extenuating and influencing factors are incorporated into 

the written analysis.  The analysis identifies trends, causes and compares results over time 

periods (e.g., year over year results).  Areas needing improvements and actions to address 

improvements are also incorporated into analysis.  The results and analysis are shared with 

leadership for review and comment.  Leadership presents results to the board for review and 

approval at the annual board meeting.  Approved results are communicated to the interested 

stakeholders.  Business function performance indicators, including timeliness of service delivery 

and resource utilization, were reviewed alongside program outcomes to support sustainability 

and effective service provision. 

Performance improvement plans  

In collaboration with direct service delivery staff, the Chief Mission Officer identifies specific 

actions and strategies to improve performance for those indicators that have not achieved target 

performance as well as strategies to improve overall performance.  The CMO implements 

identified strategies and reports results of improvement plans to Director of Mission Services. 

Results of improvement plans and impact of actions taken are included in future performance 

analysis reports.   

There are four components to Goodwill Outcome Measurement and Management System:  

1) Written effectiveness, efficiency, service satisfaction, and service access measures, for 

each accredited program were defined in consultation with our stakeholders. Goals and 

objectives are revised regularly to measure progress. 
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2) Written measures for business practice.  

3) Sharing the results of this system through a reporting system annually and posted as 

appropriate. 

4) Using the information for continuous quality improvement. 

Data is retrieved from Goodwill’s existing data system, budget reports, stakeholders’ surveys, 

and feedback questionnaires from persons served.   

Performance indicators and targets are developed and reviewed with input from persons served, 

employers, referral sources, and program staff through satisfaction surveys, informal feedback, 

and program review discussions. This input is used to ensure that measures remain relevant and 

meaningful to stakeholders. 

Annually, a detailed report of the outcome measurement report is compiled and subsequently a 

three-year report is written.  This report reflects a consolidated three‑year analysis to support 

trend identification, comparison of results over time, and continuous quality improvement. 

 

 

 

Client Demographics 

Goodwill Industries of Northwest Ohio collects the demographic information listed below at the 

time of the initial intake. It is updated on an annual basis, and we utilize it to identify any trends 

or areas of needed improvement that will help us to better serve our clients and community.  The 

information we have collected since 2023 is as follows: 

Persons Served and Employment Outcomes 
Year Individuals Served Individuals Placed Placement Rate 
2023 283 24 8.5% 
2024 514 55 10.7% 
2025 564 53 9.4% 

 

Gender Distribution (%) 

Gender Percentage 
Male 47.9% 
Female 52.1% 
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Age Distribution (%) 

Age Range Percentage 
24 or under 23.6% 
25–34 36.4% 
35–44 22.2% 
45–54 9.0% 
55–64 6.9% 
65 or older 1.9% 

 
 

Race / Ethnicity (%) 

Race / Ethnicity Percentage 
Caucasian 44.8% 
African American / Black 32.6% 
Hispanic / Latino 7.6% 
Other 13.3% 
Two or More 1.5% 
Hawaiian / Pacific Islander 0.0% 
Jamaican / Haitian American 0.1% 

 
 

Education Level (%) 

Education Level Percentage 
High School Diploma / GED 39.0% 
Some College 19.4% 
Attending High School 13.8% 
Trade School 13.7% 
Less than High School 9.6% 
Associate Degree 2.3% 
Bachelor Degree 2.1% 
Graduate Degree 0.0% 
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Workforce Development Services 
Community Based Assessment (CBA): 

The Community Based Assessment assesses the consumers work skills to determine whether they are ready to search for employment in the 

community.  The consumer will work for up to two weeks, 20 hours each week, 4 hours each day.  This CBA can be completed at a Goodwill 

Store or out in the community based upon the consumer’s vocational interests.  A job coach will work with the consumer and will develop a 

report and recommendations based on the consumer’s work performance.  During the CBA, the job coach will assess whether the consumer 

reports to work on time; returns from lunch and/or breaks on time; follows verbal and written communication; receives both positive and negative 

feedback well; interacts with the public, co-workers, and supervisors; and follows all of the employer’s policies and procedures.    

 

Career Exploration (CX): 

This service is to assist the consumer with obtaining specific information regarding a variety of entry-level positions in the community. This 

service will give the consumer the opportunity to make an informed decision for a job goal. By attending the informational interviews, it also 

gives the consumer the opportunity to observe the job so they have an idea of what job duties they would be performing. 

 

Job Coaching (JC): 

Once placement has been secured, the consumer may require assistance with learning their new job. In that case, we can provide job coaching 

services where we can assist the consumer with their job responsibilities for up to 3 months.  The job coach’s main job duties will consist of 

teaching the consumer their job, assisting with production goals, and ensuring that the consumer works at company standards.  The coach will 

also address issues as needed.  If the consumer needs a check list, cards for job reminders, or other handy reminder items, the coach will also 

work on creating them for the consumer. 

Job Development/Placement (JD): 

When JSST has been completed, the consumer will move into Job Development/Placement Services.  This service is to assist the consumer in 

searching for employment in the community.  Job Development appointments should take place weekly for 2-3 hours.  The appointments are 

scheduled on the same day and same time each week.  During the appointments, a list of employers to visit, (either in person, cold calling or 

online) will be developed.  Most job development appointments should include visiting employers in the community to pick up applications, 

return applications or follow up on applications that were submitted.  Some appointments will also take place in the office in order to have 

computer access. In order to ensure that the consumer is engaged in attempting to obtain employment, the consumer will be given an assignment 

to get applications from certain employers at the end of each appointment.   When a consumer has to attend an interview, the Job Developer 

prepares them for the interview and/or attends the interview with them.  Once placement has been secured, a placement report will be completed 

and recorded.  
 

 

 

 



9 | P a g e  
 

Job Retention (JR): 

Job retention occurs once job coaching is complete and the employer is pleased with the consumer’s work.  We can provide support to the 

consumer for up to 90 days.  The Job Developer or Job Coach will visit the consumer and employer during the consumer’s work shift to 

determine their progress.  If any issues or concerns arise with the consumer or employer, those issues area addressed then. 

 

Job Seeking Skills Training (JSST): 

This service is to teach consumers the basic work skills needed to search for employment in the community.  By the end of the JSST service, the 

consumers will have learned how to find job leads, where to find job leads, how to speak to employers, how to complete an application, develop a 

resume, review interview questions, and review interview skills.  They will register with Ohio Means Jobs www.ohiomeansjobs.com (OMJ).   

 

       Summer Youth Program (SYP):  

      This is a five-week summer youth employment opportunity for eligible youth, ages 16-24, referred by    

      Opportunities for Ohioans with Disabilities. 

 

Work Adjustment (WA): 

Work Adjustment is designed to help the consumer improve their work performance, soft skills, and behaviors. The consumer’s work adjustment 

can last anywhere from 2 weeks to 4 weeks.  They will be assigned to work in a Goodwill location or at a community employer developed 

through Goodwill.  The consumer will be paid for the time they are in the work adjustment service. A Goodwill job coach will be assigned to the 

consumer during the work adjustment program.  The coach will develop a detailed report to be sent to the counselor who requested the service.  

The consumer is paid during the work adjustment, but is not an employee of Goodwill or the community employer. 

 

 

PERFORMANCE MEASUREMENT AND ANALYSIS 
 

Performance indicators were reviewed annually by leadership and compared to prior-year performance, established internal targets, and available 

industry benchmarks where applicable. Quantifiable targets were established based on historical trends and program capacity. 

Key Performance Indicators and Results (2023–2025) 

‘Partial’ indicates progress toward the established target with improvement demonstrated across the reporting period, though the full target was not 

achieved within all years reviewed. 
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Indicator Target 2023 2024 2025 Trend Target Met 

Individuals Served 10% annual growth 283 514 564 Increasing Yes 

Individuals Placed 10% annual growth 24 55 53 Increase then slight decrease Partial 

Placement Rate 11% 8.5% 10.7% 9.4% Increase then decrease No 

90-Day Retention Rate 70% 68% 72% 74% Increasing Yes 

Average Days to Placement ≤ 60 days 68 61 58 Improving Yes 

 

Analysis of Results 

Service volume increased significantly from 2023 to 2025, exceeding the organizational target of 10% annual growth. This increase is attributed to 

expanded outreach efforts, increased referral partnerships, and enhanced visibility within the community. 

Placement outcomes improved from 8.5% in 2023 to 10.7% in 2024 due to increased employer engagement, additional job development staff, and 

improved job matching practices. In 2025, placement rates declined to 9.4%, which was attributed to an increase in participants with multiple barriers 

to employment, labor market challenges in key sectors, and staff turnover during portions of the year. Despite this decline, overall placements 

remained significantly higher than 2023 levels. 

The 90-day retention rate improved steadily over the three-year period, exceeding the organizational target in 2024 and 2025. This indicates 

improved job matching, effective job coaching, and stronger employer relationships. 
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Service Access 

Service Access Indicator Target 2023 2024 2025 Target Met 

Average Days to Service Start ≤ 10 days 9 8 7 Yes 

 

Access to services improved as demonstrated by increased enrollment and reduced time from referral to service initiation across the three-year 

period. 

Satisfaction Results 

Satisfaction Indicator Target 2025 Result Target Met 

Persons Served Satisfaction 90% 93% Yes 

Employer Satisfaction 90% 95% Yes 

 

Satisfaction results indicate that services are responsive to participant needs and employer expectations. Feedback highlighted strengths in 

individualized support, job coaching, and participant preparedness. 

Use of Results for Quality Improvement 

Placement Rate Decline:  
Data identified a decline in placement rate in 2025. In response, employer outreach was expanded and staff received additional training in job 

matching and employer engagement. Initial internal monitoring following implementation indicates increased interview activity and improved 

employer engagement. 

Participant Barriers:  
Data indicated an increase in participants with multiple barriers. Enhancements were made to Job Seeking Skills Training (JSST), including 

expanded soft skills training and work readiness preparation. This resulted in improved participant progression through services. 
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Retention Improvement:  
Retention data showed improvement over time. Continued emphasis on job coaching and employer follow-up contributed to sustained employment 

outcomes. 

Satisfaction Feedback:  
Participant feedback indicated a need for more hands-on preparation. Job coaching services were expanded, resulting in sustained satisfaction scores 

above target levels. 

 

 

Performance Improvement Process 

The organization follows a structured performance improvement process: 

1. Data Collection – Ongoing throughout the year 

2. Quarterly Review – Identification of trends and issues 

3. Annual Analysis – Comparison to targets and prior performance 

4. Action Planning – Development of improvement strategies 

5. Implementation – Execution of actions 

6. Follow-Up Measurement – Evaluation of effectiveness 

CONCLUSION 

The 2023–2025 PMMS demonstrates a fully implemented and effective performance measurement and management system that includes measurable 

indicators across effectiveness, efficiency, service access, and satisfaction; multi-year trend analysis; stakeholder input in indicator development; and 

documented use of results for continuous quality improvement. The organization has demonstrated full implementation of prior Quality Improvement 

Plan requirements and alignment with CARF standards 1.M and 1.N. 

 


