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The Gobble Gobble Road
Race added a 10k and a
One Mile Fun Run in
2009 in the hope of
attracting more runners.
At the start of the race
there were more than
130 registered runners, a
increase of over 100
runners from 2008.

“I like coming to
my program to
see my friends
and the staff. |

also enjoy
learning new
things each
day.”
Greta Favreau,

Day Hab member

Linda Cournoyer at the
2009 Legislative Break-
fast showing why
dental coverage is so
important to people
with disabilities.
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Letter from the Executive Director

In reviewing the activities, events, publications and notes about 2009, it is incredible to see the
many accomplishments of the staff, program members, board members, other volunteer com-
mittees, donors, and members of our community. Through the efforts of all of these amazing
people, despite the many moves from building to building that were necessary to improve the
services of the folks we serve, all was accomplished, while seamlessly continuing all program
activities. It is very clear that there are many dedicated individuals in our programs who go the
extra mile, not once or twice, but regularly, with a smile on their faces.

Every year the Center of Hope strives to make quality improvements in every area, including
programmatically, fiscally, and in community and legislative outreach. The year 2009 was no
exception, with new outreach and appreciation events, buying two small companies, increasing
enrollment in our Day Hab programs, increasing our presence legislatively and beginning con-
struction on the long-awaited HUD project.

As you read this report, it will be clear that the Southern Worcester County Arc is committed to
following its mission and vision, ever improving the quality and scope of the services and pro-
grams it provides in the 52 town area in Southern Worcester County and Northern Connecticut.
It is also clear that there are many very dedicated people that continue to make this happen year
after year, and we want to thank them for all they do to make this such a vibrant agency.

2009 in Review

As the years have gone by, the Center of Hope has realized several fundraisers and events that
work very well for us, so in 2009 we continued those, as well as trying other new events. We
continue to have the Snow Ball Semiformal, the Country for a Cause with the Help Wanted
Band and Susan Jayne, the Spring Fling, Hyland Family Festival, our July Poker Run with the
Gatekeepers, our annual Golf Tournament, the Annual Talents & Treasures Auction and the
Gobble Gobble Road Race. Each year these events provide funding for our unfunded activities,
including our year-round Special Olympics programs and recreational activities, and our
Thanksgiving and Holiday giving.

This year the Jane Baron Memorial scholarship fund was established to allow for program
members to participate in trips and we sold clothing and other merchandise with our logo for
the holidays. Additionally, we started planning a statewide event with the other Arcs in Massa-
chusetts, called All Aboard the Arc, which will be held in the spring of 2011.

Self advocates programs continue as well as Job Club. Dinner Dances and Saturday trips are
being held regularly. The Voc department held a successful Volunteer Breakfast for the 50 pro-
gram member volunteers who volunteered an incredible 4,917 hours out in the community. For
the third year, Compassion Camp Kids, sponsored by the East Woodstock and First Traditional
Churches of Woodstock, had 30 kids spend a day with our program members. Furthermore, the
United Way had groups of volunteers during their Day of Caring make garden boxes and paint
at our West Street program.

We also continue to participate in events and groups towards community outreach and market-
ing of our small businesses. We continue to be involved in the local Chamber of Commerce,
Business Networking International, Southbridge Downtown Partnership, the board of Harring-
ton Memorial Hospital, etc. We set up booths at Southbridge High School, the ADDP confer-
ence and the Chamber of Commerce Business Expo in Worcester.

In February and March the Center moved Pioneer Valley to 1 North St. by necessity, and reno-
vations were being made to the north wing of the building on Foster St. When the renovations
were completed Quinebaug River Day Hab moved to that wing temporarily, while the apart-
ments were being built for the HUD project. Books & Beans and Honest Town Postal Center
moved to 100 Central St.

The Agency had the opportunity to buy two new small businesses, one being Expert Laser’s




Copy and Print Center, which fits in very well with the postal center and shipping business.
The other business is Inquiry Systems, a direct mail marketing business, formerly owned by
Mark Carron. Mark came to work for the Center, marketing for this business and all of our
small businesses, while we take over the day to day production of direct mail. We also
planned and implemented Hope Grows, a gardening project, hoping to be able to provide
work as well as produce for our own use and to sell. Participants loved the work, but due to
the weather output was not enough to sell. We may try this venture again another year.

With a terrible economy and looming threats of budget cuts, the Center increased the amount
of legislative activity with more legislative trainings, more visits to the State House for recep-
tions and visits to Legislator’s offices and other legislative events and more testifying at the
State House before legislative committees. The Center had to move its annual Legislative
Breakfast to Worcester at Holy Cross College in order to accommodate the 450 people who
attended to listen to Speaker of the House Robert Deleo. In May we had voluntary layoffs due
to projected budget cuts, and by August there was a 30% restoration of funding.

In November Jim was able to express to the 350 statewide leaders at the Governor's Health
and Human Services Summit the entrepreneurial spirit of our agency and other nonprofits, as
well as express opinions about ways that state government can better support human service
agencies.

The Center continued to show appreciation for the wonderful and dedicated staff through
Professional Development Day, Quality Transportation Work Program, a staff appreciation
party at OSV, and employee recognition awards through Between Us, the employee newslet-
ter. Jim Howard was also recognized for his 25th year at the Center of Hope at the Apprecia-
tion dinner.

A very exciting new program providing summer jobs for youth started this summer through
the Worcester Community Action Council, funded by the Workforce Investment Act. We
were able to support 100 youth in the area in attaining summer employment throughout our
community’s businesses. We are very excited to include this new project as part of our mis-
sion and vision for the agency.

We look forward to continuing the growth and development of every aspect of our agency
into 2010 and beyond.

HUD Groundbreaking

A -

The 12,000 foot building was purchased in
2003 with the intent of starting a new Day
Hab program, and the dream was to have
apartments for people upstairs. It was 2004
when we began the research into what made
the most sense for developing apartments and
it was clear that HUD was the way to get
quality apartments that would also provide
long-term support for people. The HUD 811
grant was submitted in 2004 and awarded to
the Center of Hope in early 2005.

Our long-awaited HUD 811 project began con-
struction in late summer with a Groundbreak-
ing Ceremony on October 1st. We were very
fortunate to have the Secretary of Health and
Human Services, Dr. JudyAnn Bigby at that
event as our featured speaker. She joined us
for an extended tour of some of our programs
and small businesses. She was so impressed by
the Center's activities that she invited us to be
speakers at the upcoming Governor's Health
and Human Services Summit.

A Southbridge Day Hab
program member
participates in a kitchen
workshop preparing corn
muffins for lunch.
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Each year Center of
Hope Day Hab
decorates more than
30 dozen eggs for the
Capen Hill Easter Egg
Hunt each year.

“I like coming to
the Center
because | like
working and
going on the
Basketball Hall

of Fame trip”
Andrew Bigwood,

Day Hab member

e

Center of Hope at the
State House Rally to
make legislators aware
of what would be lost
without funding.

2009, A Year of Transition

This year was a year of ongoing transitions for
the Center’s four Day Habilitation programs
due to changes in the other day programs. In
February 2009, just on the tail end of another
successful Medicaid Audit of Center of Hope
Day Habilitation program, our Pioneer Valley
Day Habilitation in Wales suddenly had to be
closed due to facility issues. The Pioneer Val-
ley program moved into our 1 North Street lo-
cation and shared space with Center of Hope
Day Hab in their 11,000 square foot facility.
This required the programs to make significant
organizational changes, office re-assignments,
changes in management staff and scheduling
changes. Julie Monette, Program Administrator
of Pioneer Valley and Chad Krause, Program
Administrator of Center of Hope Day Hab pro-
grams worked collaboratively to ensure that the
programs ran smoothly. Melissa Luce, Pro-
gram Director for Pioneer Valley and Kristine
O’Coin, Program Director for Center of Hope
Day Hab continued in their roles, with the nurs-
ing staff of Donna Lepanas, RN from Pioneer
Valley and Peggy Brousseau, RN from Center
of Hope rounding out the management team.

Chad Krause was promoted to Director of Day
Programs in June 2009 when Erika Maynard
left to work for a local school system. Chad
worked closely with Rachel Reyes, Director of
Programs and all Day Hab management teams
in preparation for the next series of changes
within the Center’s Day Hab services; which
would be the result of the planned closure of the
Quinebaug River program. At that time, Julie
Monette was named Administrator of Pioneer
Valley and Center of Hope Day Hab programs.

Over the spring and summer, as the Pioneer
Valley and Center of Hope Day Hab programs
settled into their new locations and roles, the
Center’s maintenance team prepared for addi-
tional changes by renovating the last vacant
wing of the Center’s main building known as
the North Wing; in preparation for the planned
temporary closure of the Quinebaug River Day
Hab program at 40 West Street. The North
Wing was designed for the long range plan of
being a small program specifically built for
individuals with Autism and Sensory Integra-
tion issues, however during the West Street
closure the site was licensed to serve 50 indi-
viduals. The wing was completed just in time to
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move the Quinebaug River program so that the
long awaited construction of the HUD 811
funded apartments on the second floor of the 40
West Street could commence. Sandy Whitney,
Administrator and Carrie Kuszpa, RN were
joined by Michelle Chapdelaine as Program
Director to serve as the management team for
Quinebaug River Day Hab in its temporary lo-
cation.

On August 3, 2009, the West Street location
was closed for the 10 month renovation. All of
their program members and staff were reas-
signed, with the individuals’ and families’ ap-
proval. All program rosters were changed sig-
nificantly at all locations, including Southbridge
Day Hab. At the time of the move, Nancy
Moore was the Administrator of Southbridge
Day Hab, and Roger Hodgkins was named Pro-
gram Director. Donna Lepanas, RN, moved to
Southbridge Day Hab to join Kerry Blanchard,
RN as the number of individuals who needed
medical interventions was quite high at this
location. The closure was successful and the
major reconfiguration of programs was ex-
tremely smooth.

In early September the agency made a decision
to change four management positions, asking
Nancy Moore to become the Director of Family
Support, Julie Monette to move to Program
Administrator for Southbridge Day Hab and
Monique Chapdelaine to serve as Program
Director for Center of Hope Day Hab. Kristine
O’Coin was promoted to Administrator of
Center of Hope Day Hab and Pioneer Valley
Day Hab.

The programs ran in this configuration for the
rest of 2009. The Center of Hope Day Hab
continued to be the largest of all of the Day
Habilitation programs run by the agency. The
program began the year serving 95 individuals
and closed the year with an increase in member-
ship to 125 individuals. Pioneer Valley down-
sized from 38 individuals to 20 individuals with
the move to Southbridge. Quinebaug River Day
Hab grew from a membership of 44 at West
Street to 50 members in the North Wing.
Southbridge Day Hab grew from 38 to 50 mem-
bers. Overall the agency Day Habilitation pro-
grams grew by 30 memberships or by 12% in
20009.




2009

Family Support Services

The Center of Hope has continued its ser-
vices to adults, children and their families
through its Family Supports Programs. In
the start of 2009, the Center’s programs
were mainly children oriented, offering
Summer Camp Services, Afterschool Pro-
grams, the Autism and Voucher Programs,
Intensive Programs such as the DDS/DESE
(Dept. of Education partnership program)
and General Family Support for children and
their families. In mid-2009 the Family Sup-
ports Department endured significant budget
cuts, as all programs throughout the state
were impacted by the down turn of the
economy and subsequent DDS funding re-
ductions. Although funding remained for
summer camp through a variety of small
grants, school funding, fundraising and a
small amount of DDS funding, the rest of
the family support contract was cut. In Au-
gust 2009, following months of intensive
legislative advocacy by agencies, families
and self-advocates, and through the work of
key DDS staff, partial funding was restored.
With the restoration came a new plan: to
provide services to those families most in

Transportation - If you provide

Over the years the Center of Hope’s trans-
portation services have continued to grow at
a steady rate. In 2009, the Center added two
new runs for a total of 24 Mart runs per day,
three Connecticut runs and numerous special
one to one runs and extended day transporta-
tion services. In 2009, transportation was
provided daily to 22 Massachusetts towns as
well as Woodstock, Thompson and Eastford,
Connecticut. In addition, due to the move of
Pioneer Valley in February and the tempo-
rary closure of West Street in August, most
runs had to be reconfigured significantly,
and through the work of Lena Travinski,
Transportation Director and Ann Leigher
Transportation Coordinator, the changes in
routing went smoothly for all riders and
drivers.

Center of Hope Transportation Facts:

Mini-vans and cars must be replaced every

need, through an Emergency Funding
Allocations, Summer Camp Programs for
children who would otherwise have no ser-
vices in the summer and Extended Day and
Group Respite for adults whose families had
lost after-work and weekend respite services.

As has been the history of the Center, the
staff responded to adversity by developing
new programs and options for families.
Extended Day is now provided 4 days a week
with transportation home for adults in the
Center’s main building. Youth receive
afterschool services through the Live &
Learn program as well as through summer
camp and the DDS/DESE program. Saturday
trips are provided to give families a full day
of respite at a nominal charge (used for ad-
mission to fun community activities) and
Friday Night Dances are staffed with four
trained staff so that families may drop off
their loved one in a supervised setting. A
small amount of emergency funds remained
intact which have benefitted many individu-
als and their families and our family supports
team looks forward to developing new
programs and opportunities in 2010.

it they will come

five years and wheelchair and 15 passenger
vans must be replaced every seven years.
This year the Center added four new vehi-
cles to its fleet, three wheelchair vans and
one 15 passenger van.

The transportation contracts account for
nearly one sixth of the agency’s annual
budget.

Our satisfaction rate continues to be very
high with 98% satisfaction being reported by
riders and their families in 2009.

All of the agency’s van drivers are fully
trained, screened and monitored and all but

one long-term van driver are full time direct =

care or casemanagement level staff, which
ensures that the drivers have a strong invest-
ment in ensuring that their riders are happy,
safe and respected during their ride to and
from their programs.

Center of Hope Summer
Programs at EIm Hill Farm

“I enjoy working for
an agency with a
great reputation and
strives to better the
lives of the
individuals that they

serve”

Ryan Thompson,

Asst. Director of Clinical Services

“The Center is a
wonderful family
friendly employer
and truly cares
about each
employee which
makes it a great

place to work”

Jennifer Lancaster,

Yocational Job Coach

Kristine O’Coin,COHDH
Program Administrator, and
a happy passenger after being
transported to her program.




Just the Details is one of
the Center’s small busi-

nesses. As a full service
car detail business it pro-
vides on the job training to
several program members
that in the future may be
able to secure a job in a
detail shop due to their
knowledge of the trade.

The mission of the
Southern Worcester
County Arc, Inc., also
known as Center of
Hope, is to provide
people with disabilities
and their families with
the resources, services
and opportunities to be
contributing members of
their communities and to
achieve the most fulfilling
and meaningful lives
possible.

The Center hosts several
dances throughout the
year but the most popular
is the Spring Fling. With
more than 100 people in
attendance, it has become
the “Prom” of the Center.

Employment Support Services

The Employment Services program, located at
100 Foster Street in Southbridge served an av-
erage of 166 program members in 2009. The
Employment Supports Program has two pri-
mary funding sources, DDS Employment Sup-
ports and Community Based Day Supports
Funding. Other funding sources were MRC,
Schools, Thornfield Hall, and the CT DDS. On
average, there were 17 individuals served with-
out funding.

2009 Employment Supports over the Year:

In January 2009, Books & Beans moved from
Hamilton Street in Southbridge to 100 Central
Street, a larger location with parking. Alicia
Tretheway was named Assistant Director of
The Employment Department in January, work-
ing closely with Program Director, Jennifer
Williams, to run this large and busy department.

Throughout the winter and spring, Job Club

was held monthly and the Career Center was
open regularly, where staff assisted program
members in seeking employment.

In April a new cleaning site was developed at
White Water and the Southbridge DPW and the
agency held its annual Volunteer Breakfast for
the dozens of program members who volunteer
throughout the community. In April, Honest
Town Postal Center, that had been located at 12
Crane Street, moved to join Books & Beans at
100 Central Street in Southbridge. The move
created a number of new work opportunities for
program members.

In May, the program (as well as all Day Hab
Programs) began community clean up through-
out Southbridge. Yards of Hope became busy
again, providing outdoor landscaping jobs to
many program members. Also in May, major
DDS budget cuts were announced, necessitating
a reduction in Vocational Staff.
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On June 1, 2009, after 20 years of delivering
the newspapers, the Southbridge News
(Stonebridge Press the parent company) began
direct mailing the News, effectively ending a
job for 21 individuals.

In July, the Center purchased Expert Laser’s
Copy and Shipping Center in Webster and after
one month of intense training (Marty Currie,
Jennifer Williams, Ken LaHue and Alicia
Tretheway) the business was moved to join
Books & Beans and Honest Town Postal to
form the new Honest Town Postal and Print
Center/Books & Beans on August 3™.

On September 26", Harrington Memorial
Hospital honored its volunteers and numerous
program members and staff attended the event
and received awards.

Over the course of the year, 12 individuals were
placed competitively in jobs in their local
communities.

In 2009, the Center sent volunteers to 9
different volunteer sites on a regular basis.

In 2009, the Center operated 9 group supported
worksites, including production and cleaning
sites.

In addition, the Center supported dozens of
individuals in their individual job sites and on
mobile crews as well as in the Main Building
where a wide range of production work was
completed, often along side of non-disabled
community workers.

Over the course of the year, the program pro-
vided Move-out/Clean-out services to numerous
individuals and families.

There have been 44 admits to the Employment
Services program and 36 discharges.

The Best of Center of Hope Fundraiser

Country for a Cause, held in March

Family Festival at Hyland Orchard, held in June
Poker Run, held in July

Center of Hope Golf Tournament, held in August

Talents & Treasures Charity Auction, held in November

Gobble Gobble Road Race, held in November

Center of Hope fundraisers are a success
due to the dedication of so many employ-
ees who willingly donate their time on
the weekends to ensure that the event is
the best it can be. Without such fundrais-
ers, the Center would not be able offer so
many of the wonderful unfunded pro-
grams and activities that it does.




Youth Development and Employment - A New Focus Area

In May 2009, the Center of Hope became a
partner with the Worcester Community Ac-
tion Council as a host site for the Summer
Employment Program for South County.
This program, funded by the federal Amer-
ica Reinvestment and Recovery Act (ARRA)
provided employment to 100 youth ages 16-
24 throughout our local communities. Youth
had to meet several criteria including being
low income and having at least one addi-
tional barrier (such as a disability, English as
a second language, being pregnant or a par-
ent, be a foster child). Through this program
the Center actively assisted youth by devel-
oping job sites, monitoring the youth’s suc-
cess and helping youth and employers prob-
lem solve. Two of the Center’s Employment
Supports Participants found employment
through the program. At the end of the sum-
mer, many of the youth were either hired
competitively, or continued in a second pro-

Quality Services Department

The Center of Hope’s Quality Services De-
partment is responsible for a wide range of
monitoring and instruction for the agency’s
various programs; including Case Record
Review, audits such as successful DMA au-
dits, CARF Certification and DDS Licens-
ing, Department of Labor time study and
wage monitoring, program member satisfac-
tion and completion of quarterly Balanced
Score Card analysis of all programs. Addi-
tionally the Q.S. Department manages the
Safety Teams and Emergency Response
plans including the Continuation of Opera-
tions Plan for the agency.

Another successful Division of Medicaid
Audit in February 2009

Continued conformance with CARF stan-
dards (Three year certification 2008-2011)
and DDS Quality Enhancement and Licens-
ing Standards (Two Years with Achievement
2008-2010)

Pati Hale, Director of Q.S. and Renee
Proulx, Q.S. Coordinator complete a full
annual analysis of all Q.S. systems and
results and are pleased to announce
continued excellence in programming in
2009 as demonstrated by:

gram; this time run exclusively by The Center
of Hope. The second program entitled Youth
Pathways was also funded through the ARRA
funds, and provided employment to 83 youth
in Southbridge, Webster and Milford through

the fall and early winter of 2009. This program

offered in-school youth with afterschool jobs
and out of school youth in 30 hour a week po-
sitions. This program was exceptionally suc-
cessful with 96% successful completion rate

for all youth. In 2010, the Center plans to con-

tinue its focus on youth development, through
a Block Grant and additional ARRA funds, as
well as through alliances with You Inc. and
their Upward Bound Program. Jenna Mosely,
who was initially a WCAC employee assigned
to the Center for the first youth program, be-
came a Center of Hope staff member in Sep-
tember 2009, and has continued to develop
programs and services for the youth in our
communities.

Exemplary Satisfaction Survey results:

Center of Hope Day Hab-

Families 95%  Members 93%
Quinebaug River Day Hab-

Families 96%  Members 97%
Pioneer Valley Day Hab-

Families 97%  Members 94%
Southbridge Day Hab-

Families 98%  Members 97%
Employment Program-

Families 97%  Members 99%
Transportation-

Families 98%  Members 98%
Outside Agency Responses All 94%
Balanced Scorecard results:
Center of Hope Day Hab- 90% Average
Quinebaug River Day Hab- 89% Average
Pioneer Valley Day Hab- 92% Average
Southbridge Day Hab- 95% Average
Employment Program- 94% Average

At the Center’s Summer
Camp program, youth
volunteer at area organi-
zations to learn the im-
portance of giving back to
the community and feel-
ing good about a job well
done. Here a camper is
washing a fire truck at the
Brookfield Fire Depart-
ment.

“l enjoy my job. |
like being able to
help other program
members. | like
our community
trips especially Old
Sturbridge Village.”

Kristen Rushton, Day

Hab member

Upon completion of the
north wing renovation,
Quinebaug River Day Hab
was moved in to allow for the
HUD construction to begin.




“I wake up every morning excited to see what my next 8 hours holds. Even on my
worst of days | am at my happiest just knowing I can put a smile on someone’s
face while helping them get through their day a little bit easier. | know that in

my past 2 years here | have been able to get to know each and every person here

on a level that allows them to have a place in my heart. Every day holds another
fun-filled adventure that | could never trade in or pass up. If | had to describe, in
one word, what it is to be employed at the Center of Hope it would be
heartwarming. Because it truly does make me happy to be able to say | work
here, let alone I get to work with people that not only I consider co-workers but
more along the lines of great friends that | get to see ”

- Center of Hope Day Hab Direct Care Staff Member

Vision

The vision of the Southern Worcester County ARC, Inc. (Center of Hope) is to
broaden the scope of care, resources, advocacy and services to an ever widening
circle of individuals with disabilities and disabling circumstances who desire to
work, overcome barriers to opportunity, who need critical supports to prevail over
disadvantages and who wish to achieve and preserve the prospect of a fulfilled life.

This will be pursued without limiting the populations served or their geographic lo-

cations through:

e expanding our workforce by employing individuals with special talents;

e continuing education and training for our current work force;

e educating and engaging the community and our legislators in support of
addressing fundamental human needs;

o developing marketing, fundraising and business development skills to provide a
strong economic base for fulfillin
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