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EXECUTIVE SUMMARY

The Beaf Access proaram (DAP) was 9stab11shed by Ch 1]93/80
.(AB ?980) The program provides funds tm'fhe-Dgpartment_of Sacial Sé?vices
{DSS) for cbntrér+siw1£h Tocal aQenciPs;fo prdvide'sﬁeciffed'sérviceS't0~
deaf and hear1nq 1mpa1red 1nd1v1dua1q | | |

| 0r1g1na11v fhrep aqenc1es contrar+ed w1fh fhe stafe to pr0v1de

'faccosc aSSWStance serv1ces for the deaf S1nce 1980 fhe program has bepn
'Pxpanded and now. 1nc1udeq f1ve Tocal corfratf agenc1es Areas rurrent1y
-servpd bv ‘the DAP 1nc1ude (1\ Los Angeles, (?) the San Franr1sco Bay Area,
_(3)_San Diego, (4) the greater Sacramerto area,_and (5)-Santa Barbara. |

State law requikés deaf access centers to prnv1dp seven catean1e<
of sérvice to dpaf and hearing- 1mpa1red 1ndw1dua1q These ca+9n0r1eq of
service are (1) communicatior assistanrce, (?) advocacv- (?\ -dob deveTopmenf
aﬁd placement, (4) 1nformatién and referral, .(5) counspl1nq, {6)
independen+‘1{ying skilts instruction,wéﬁd (7) communjty education.”

- Based on'oﬁr Tevieﬁ, wé'concTude'fhaf the varfous3centé}s*héve set

| different prioritfes in hfovidinu the 9even cateqor1es of serV1ce fo the1r
| c1ienfs In edd1t1or, we 1dent1f1ed fnur areas in wh1ch stafe
adm1n1qfrat1nn of- the. program need 1mprovement Spec1f1ca11y

1. Prouram E1ements are 111-De‘1ned The stafe has fa1IPd rn

adequateTv defxne (a) cateqor1es of service to he. prov1d9d to clients, _Cb)
: staffﬁno classwf1cat1ons, and (c) work1oad measures. These are essent1a1

. rompnnontq of +he DAP w1thout =uch def1n1t1onq the preqram cannof be

'adm1n1sfered in a cons1sfpnt manner acrnss a11 centers




As a consequence, we are unable to determine the extent to which the

individual centers provide appropriate services to deaf and

hearing?impairéﬁ individuals. Therefore, we recommend that, prior to the

‘1egi51atﬁvp heérinqs on-its 1984-85 hudget, the DSS submit to the fiscal

‘comnittees a plan for iﬁcluding in the 1984-85 request for contract

proposal specific definitions and standards for specified aspects of the
DAP. | |

2. Thp DS§ Has Nnt Adequate1v Comp11ed w1fh Sfatufnry Pequ1rements;

Chapter 1193 requires the deparfment to {a) esfab11sh in requTat10n
definitions oF_"deafness“ and_"significant hearing impairment® and (b)i
determiﬁe the oumber and Tocation of regions in @he state providing public
spcial services In our review of the DSS administration of the pkéqfam,
we fnund fhat ne requ1a+1onq have been promuTGafpd to meet the sfatutorv

requirement, nor have service r9q1ons adequa*e1v been defined,

_Accordingly,-we recommend'that, prior t0'the budget hearings, the

depavtment repnrt'tn(the'fisca1 committees its progress ir complying with
these statutory reou1remen+s. | |

3. State Picks Up the Tab for Uncnl1ecfed Fees. Communication

assistance is ore of the seven categorjes of serv1ce provided by deaf

access centers. Communication assistance consists.of several kinds of

services, inc1udind-intprpreter services. The DSS'réduires that therdeaf

arcess centprs charge fees fo pub11c and pr1vate auenc1es fhat rece1ve

-1nferpre+er services frnm-fhe centers. Thpse fpes are 1nfended to covpr
' fhe cnqt of fhp qerV1ce prov1ded Our ana]ysms 1nd1cates, however, that a

'hlqh percenfaap oF fhe costs of 1nterpr9ter <9rv1ces 1s horne bv fhe




1aGénéra1 Fund beqauSe the centers either faiT to assess fees or are
L unsucaessfuT-1n:co11ecting:the charges. Accordingly, we recormend. that,
'prinf to the budqét heéfians {he.départment smeit a_pﬁanato‘thp fiscal

COmm1ffees propn<1ng a un1form prorndurp fn ensure the recoupmen+ of feps

for r91mburqab1e 1nterpro+er serv1ces.

' 4, Measures of Prooram Effect1veness Need fo Be Esfah11shed The -

ﬁppartment has not 1denf1f1ed measurab1e 0b1ect1ves for the DAP. iﬂ

’a "add1t10n, it has fa11ed t6 c0119ct data measur1ng the 1mpact of the prooramf

{‘on'the_actual Tife sntuat1ons of_c11ents. -Someiof the serv1ces-mandated by

*Chapter.1193 suggest that ore goal of the program is to have a Qermaheht,

and positive impact onfc1iehts' 1ive§ .Becauqe no specific goals have been '

jﬁdpf1ned and nn data cnl1ecteﬂ however, the effect1venpss 0F the deaf

access cen*erq in fu1f1111ng statutnrv renuarements and in sat1sfv1ng

1 1eqwq1af1ve 1ntent rema1ns 1arqp1y unassessed Fnr,thTS reasona.we

.f;recommend fhat, pr*or to fhe budqe+ hpar1nq= the departmenf subm1+ to the

R

1qra1 romm1ftees a pTan for Pstah11ch1ng and meacur1nq the qoals and

0b1er+1ves for +he DAP
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INTRODUCTION

Chapter 1193, Statutes of 1980 {AR 2980), which established the Deaf
Access program (DAP)}, required the Legislative Analyst to review the DAP
and recormend changes necessary to improve the program. Chapter 1193
required the Leaislative Analyst to include in his report (1) er evaluation
of the effectiveness of the services provided under the progrem and (2) a
review of the Department of Social Services' (DSS) supervision of agencies
centracting with the state to provide services to deaf and hearing-impaired
clients. This report was prepared in response to the requirements of
Chapter 1192,

This report consists of two chapters. The first chapter provides an
overview of the DAP. Chapter II evaluates the DAP with particular emphasis
placed on the DSS supervision of the local contract agencies. The report

was prepared by Sarah Reusswig under the supervision of Hadley Johnson,



CHAPTER T
ACCESS ASSTSTANCE FOR THE DEAF

The DAP, established by Ch 1193/80 (AR 2980), provides funds for
social services to deaf and hearing-impaired persons. In addition, the
program supports (1) activities advocating the interest of the deaf and (2)
activities designed to educate the general public o the needs of deaf
individuals. The O0ffice of Deaf Access (ODA) within the state DSS

contracts with nonprofit agencies that provide social services to deaf and

 hearing-impaired individuals at the local level.

Chapter 1193 reoquires the Legislative Analyst to review the DAP,
inctuding the department’s supervision of the pregram. The following
review is provided pursuant to thet reaquirement.

Deaf BAccess Centers and Services Provided

to Clients
In 1983-84, the state contracted with five agencies to provide deaf
access services. These agencies include:

8 The Greater Los Angeles Council on Deafness (GLAD), which serves
the Los Angeles area,

o The Deaf Counseling, Advecacy, and Referral Agercy (DCARA),
located in San Leandro, which provides services to clients in the
San Francisco Bav Area,

® Episcopal Commurity Services/Deaf Communitv Services (ECS/DCS)
servina deaf end hearing-impaired clients in Sar Diean,

e NorCal Center on Deafness (NorCall, which serves the greater

Sacramento area.



¢ The Independent Living Pesource Center, Inc. (TLRC) serving the

Santa Barbara area.
Chapter 1193 reauires each center to provide specified services te
deaf end hearing-impaired individuals. Thase services include:
e Communication assistance;
e Advocacy:
o e Job development and placement;
. o Information and referral;
e Counseling;
¢ Independent Tiving skills instruction; and
e Community education.
Each deaf access certer determines the extent to which it will provide each
¢ of the services required by Chapter 1193,
- Chart 1 shows that the five regional centers have set different
priorities in providing services to deaf and hearing-impeired clients. For
instance, the DCARA propnses to spend approximetely ?5 percent of available

furds in the current vear for support of communicaticn as<istance, In
contrast, MorCal plans to spend €4 percent of its rescurces on

communications assistance. The centers differ in their support of advncacy

&

and emplovment assistance, as well, While the ILRC plans to spend less
than 4 percent of its resources to provide advocacy assistance to clients,
GLAD anticipates sperding almost 14 percent of its funds on advocacy

services.
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Budget Proposal

The Governor's Budget proposes $2,165,000 in Geperal Fund support
far the DAP in 1984-85. This consists of $2,123,000 budaeted ir Ttem
5180-151-001 for support of basic program costs and $47,000 hudgeted in
Ttem 5180-181-001 for support of a 2 percent COLA. The proposed funding
level is $114,000, or 5.6 percent, areater than the estimated expenditures

in the current year for the progranm.
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Chart 1

Expenditures for Service Categor{es
Vary Among Deaf Access Csnters
1983-84 Contracts

/
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Totals do not equal 100 percent because centers also provide counseling,
independent Tiving skills instruction, referral and information, and

community education.
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CHAPTER 11
STATE ADMINISTRATTCN OF THE DEAF ACCESS PRCGGRAM

The ODA is the administrative unit within the DSS charged with
responsihility for adminis+ef1ng the DAP. State law reauires the
departrment to:

e Establish criteria for funding deaf access servicess

o Determine the number and lacation of deaf access assistance

regions in the state;

e Coordinate services with the Department of Rehabilitation;

e Establish uniform accounting procedures and contracts for deaf

access centers:

o Award contractes for deaf access centers:

o Establish regulatory definitions for "deafress" and “"sionificant

hearing impairment;® and

e Perform management and fiscal audits of cortracts with deaf

access certers.
In addition, Chapter 1193 requires that the DSS report to the legislature
concerning specified aspects of the DAP, Curreﬁtly, the ODA corsists of
two professional positions,

State Administration of the Program Needs Improvemert

Cur review of the DAP found four areas where the proaram needs
improvement:

¢ When contracting with deaf access centers, the depariment has

fajled to adequately define (1) categories of services tc bhe




o

provided to clients, (2) staffina, and {3) workload measures.

Without such definitions, it {is impossible to evaluate the
cost-effectiveness of the programs offered by the deaf access
centers,

e The department has failed to (1) issue regulations that define

deafness and (2) adequately define statewide service reaions, as

required by current law.

e The proaram lacks adequate fiscal controls to ensure that

interpreter services are reimbursed. Without adequete controls,

the state is ebsorbina the costs of these services.

o The department has not established reasorable means hy which

program performance can he evaluated. Without adequate

performance measures and valid evaluation technicues, it is not
possible to determine the Tona-term effects of the various
centers on the lives of clients.
Fach of these problems is discussed in detail helow. Because of these four
problems, it is difficult to determine the extent teo which the DAP has
succeeded in providing services to deaf and hearing-impaired individuals.

Greater Specificity is Meeded in Proaram Definitions

We recommend that, prior to legislative hearings on its 1984-85

hudget, the department submit to the fiscal committees a plan for includina

in the 1984-85 request for contract proposal (RFP) specific definitions and

standards for specified aspects of the DAP,

The ODA is responsible for promulgating RFPs, selecting contractors,

and overseeing the contracts with the deaf access centers. Qur review of

-10-




the administration of the DAP sugoests that the ODA has failed to

adeguately perform some of these functions. In particular, the department

has failed to promulgate specific program definitions that can be
implemented by the T1ocal centers. For example, our review of the RFP for
1983-24 found that the department failed to adequately define (1) the
cateoories of services to be provided by the centers, (2) staffing, and (3}
workload measures.

Categories of Service, Chapter 1193 mandates seven services to be

provided by the Tocal centers. The 1983-24 RFP, however, does rot define
seven mutually exclusive categories of service. Rather, categories overlap
and some services mav be counted in more than ore catecorv, For example,
help in cases of jicb discrimination may he offered under two
categories-~"advocacy” and "job development and placement.” Overlapping
definitions mean that various cortractors may deliver similar--or
identical--services to clients under different categories. I¥f éimiTar
services are not accourted for in a similar manner by all contractors,
comparison of the programs offered by the various local centers is
impossible.

Staffing, We attempted to determine the functions performed and
services previded by salaried staff a*t each of the centers. We were unable
to determire their functions because:

e The deaf access centers lack standardized iob descripfions and

position titles for their staff. The DCARA, for example, has six
separate Titles for its personnel who brovide services to

clients. In contrast, the GLAD uses one jigh title, "Cormunity

-11-
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Client Advisor," for most of the service personnel operating out
of its field offices.

. Pnsifions with different titles and iob descriptions are used to

provide the same services. For example, many personnel at GLAD,
DCARA, and DCS, regardless of their job titles, are used as
te1ecomhunications operators relaving and interpreting calls made
to or from a telecommunications device. Only NorCal has
designated telecommunications operators,

Without standardized job classifications, we are unable to assess
the extent to which personnel have been used in a cost-effective manner
within the program. This is because the overlap in classification, tasks,
and wage rates do not readilv allow for comparisons amona the various
access assistance centers.

Workload Measures. The RFP for 1983-84 required that contract

hidders submit proiections for 1983-84 of the number of ¢lients to be
served {undupiicated ¢lient count), number of units of service to be

provided, and the number of staff service hours, The RFP, however, did rnt

define what constituted & unit of service or how it was to be measured.

Our review of the 1983-84 contract found significant variation in the
centers' proiections of these measures. We are unable to determine the
extent to which this variation (1) can be attributed to real programmatic
differences amona the centers or {2) is a conseauence of each contractor
interpreting the workload measures differently.

The absence of clearly defined workload measures cembined with

overlappinc definitions of service categories and varyina icob

-12-
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classifications, makes it impossible to evaluate the cost-effectiveness of
proarams offered by the contractors. Therefore, we recommend that, prior
to the budget hearings, the department submit to the fiscal committees a
plan for including in the 1984-85 RFP specific definitions and standards
for the DAP.

Statutory Requirements Remain lUnsatisfied

We recommend that, prior te the budget hearings, the deparfment

report to the fiscal committees concerning progress in promulgating

reguired requlations and adequately identifyving service regions.

State law requires the department fo establish in regulation
definitions of “deafness" and "significant hearing impairment.,” In
addition, state law recuires the department to determine the number and
Tocation of regions in the state providing public social services. The
departmént has failed to adeguately satisfy these requiremerts,

Requlations Have Not Been Filed. The DSS has failed to establish in

regulation definitions of deafness and significant hearing impairment, as
reguired by Chapter 1193. Althouch the department does have definitions
that it provides to the centers, these definitions are not an acceptable
substitute for requiatory definitions, Without definitions established ir
requlation, each local deaf access center can set its own policies as to
which ¢lients shall receive services. Because centers are not reguired to
report the level of hearing disability experienced by a ¢lient, we cannot
assess the extent to which contractor pregrams provide services ta clients
with similar levels of deafness and hearing impairment. In addition,

because no uniform statewide definition of the client population exists,

-13-



there is 3 potential for inecuities in service Tevels amona reaions served
hv the deaf access centers.

Tdentification of Service Reainns Needs to Be Tmproved. The RFP for

1983-84 1includes a map defining nine potential service regions in
California. The DSS determined these regions based on two factors: ({1}
the estimated deaf and hearing-impaired population statewide and (2) the
geogréphic distance to a central peint of service. However, when
defermining the nirne reaions, the departmert did not assess the extent to
which alternative sources of service are available to deaf persons in each
region. In addition, the department did not estimate the number of deaf
and hearing-impaired individuals in each region, Finally, some of the
service regions, 2s defined by the MDA, are sparsely populated areas in
which it mav he difficult and costiv to deliver services.

Pased on our review, we conclude that the department has not
catisfied the legislative reaquirements to defire in requlation dea‘ness and
significart hearing impairment. 1In addition, the department has fajled to
adequately ecsess the extent to which alternative services are avajilable in
each deaf access regior. Therefore, we rerommend that, prior to the hudget
hearinas, the department report to the fiscal commitiees or its progress fir
{1) rromulgating regulations to define ceafness and significant hearinc
impairment and (?) determining access assistance services reginns based on
ar evaluation of (a) the potertial client populatiecn and {b) the
alternative resources avaiiah1e to serve deaf or hearing-impaired

individuals in that region,

-14-
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Greaipr Fiscal Control is Needed Dver the

Reimbursement of Interpreter Services

We recommend that, prior to the budget hearings, the department

submit a plan to the fiscal commiftees to ensure that centers recoup the

costs of interpreter services provided to public and private adgencies.

Chapter 1192 reaquires that deaf access centers provide communication
assistance tn deaf and hearing-impaired individuals., Commurication
assistance ircludes telephone relay, telephone assistance, document
transcription, and interpreter services. One of the most important
commurication assistance services provided to deaf persons is interpreter
services,

In general, the centers provide interpreter services to public ard
private agencies throuch third-party contracts with interpreters., The
centers pay the interpreters and then seek reimbursement for the so;vices
from the public or private agency. The DSS recuires that the centers
charge fees to all public and privafe agencies that receive interpreter
services supported with state funds. Tn addition, the DSS requires that
the fees be equal to the actual cost of providing the service.

Each deaf access center is responsible for establishing procedures
to collect reimbursements from public and private agercies for interpreter
services. In general, if a center is unable to collect the reimbursement
within 90 days, it contacts the department for assistence. If the
department is unsuccessful in persuadinc the aaency that received the
interpreter service to pav, the cost is paid by the General Fund through

the contract.

-15-
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Table 1 shows the costs of providing interpreter services and the
fees collected for those services by four deaf access centers in 1982-83.
The Santa Barbara center did not receive state funds during 1982-83 and

therefore is not shown in Table 1.

Table 1

Revenues and Expenditures for Interpreter Services
Provided by the Deaf Access Centers

1982-83
Deaf Interpreter Interpreter Fees Not Received
Access Center Costs Fees Received Amount Percent
lL.os Angeles $302,959 $180,879 $122,080 40.3%
San Francisco 240,000 132,691 107,309 a4.7
Sacramento 108,091 36,385 71,706 66.3
San Diego 40,996 10,717 30,279 73.9

As Table 1 shows, the deaf access centers have not been successful
in collecting fees from public and private agencies that are sufficient to
cover the actual cost of the service provided. Nor has the department been
successful in persuading these agencies to pay their past-due accounts.
Because the state acts as the paynr of last resort, the centers are not at
risk for the costs of interpreter services. Thus, the centers have 1ittle
incentive to collect the fees owed. For this reason, we recommend that the
DSS submit a plan to the fiscal committees proposing a uniform procedure to
engure that centers recoup the costs of interpreter services provided to

public and private agencies.

~-16~
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The Department Needs to Determine Measures
for Program Performance

We recommend that, prior to the hudget hearings, the department

‘submit to the fiscal committees a plan for assessing basic program goals

and objectives.

Chapter 1193 requires our office to review the effectiveness of the
services provided by the DAP. However, we are unable to assess the
effectiveness of the services provided by the centers because the
department has failed to identify measurable objectives for the DAP.

Chapter 1193 concluded that deaf access services are necessary
because (1) current governmental services do not meet the communication
needs of the deaf and {2) services received by deaf persons may be less
than those provided to the gereral public bhecause of communication
prohlems. Presumably, the DAP should address both of these problems.
Little information, however, is available to document the effectiveness of
services provided by the local centers in addressing these problems. {ne
reason for this Tack of information is that the ODA has not identified
measurable program ohjectives.

In addition, the department has not coliected data measuring the
gffect of the program on the actual life situations of clients., Some of
the services mandated hy Chapter 1193--notably, independent living skills
instruction--suggest that the purpose of the program is to have a permanent
impact on clients' 1ives. The extent to which the Legislature's goals have
been achieved remains largely unassessed. Therefore, we recommend that,
prior to the budget hearinas, the department submit to the fiscal
committees a plan which (1) defines measurable obiectives for the DAP and
{2) proposes a methodology for measuring the impact of the program on

clients.
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