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Our Mission

We provide expert, individualized services to Iowans with disabilities to achieve their independence through successful employment and economic support.
Our Motto

Finding Solutions.  Generating Success.
Our Vision

To be a respected leader that delivers innovative services to better the lives of Iowans with disabilities.

Our Guiding Principles
We are responsive to the unique needs and goals identified by individuals with disabilities.
We demonstrate teamwork and cooperation among staff, customers and partners.
We operate with trust and integrity.
We demonstrate compassion and respect for all people.
We value continued improvement and learning.

We openly communicate with clarity and consideration.

We are results driven.
Assessment: 

Strengths:  The Iowa Disability Determination Services Bureau (DDSB) is comprised of a highly trained professional staff that invests in quality decisions and outcomes.  The DDSB has historically met or exceeded all operational goals set by the Social Security Administration (SSA).  DDSB staff has long tenure, with one of the highest rates of staff retention of all DDSB’s. Excellent working relationships exist with our key partners in IVRS and SSA (local, Regional and National).  We focus on program integrity and apply policy and procedures in services to claimants, SSA and the citizens of Iowa.  Business process review and improvement is ongoing and ingrained in the culture of the DDSB.  Technology usage is advanced and continuously improved.  Leadership and staff focus on employee health and well-being.  Opportunities exist to advance learning and improve job satisfaction.  Staff are encouraged and solicited to be part of decision-making. Managers have an open door policy.  Regularly scheduled meetings are held to discussed trends and emerging issues.  Internal communication is increasingly transparent.  DDSB has an excellent relationship with the medical community with a large and experienced consultative examiner panel.  
Weaknesses:  Career level staff can demonstrate content with the status quo.  With tenure comes a familiarity and entrenched positions and this contributes to communication difficulties.  Internal conflict sometimes escalates to unhealthy levels.  Due to constant changes in technology, medicine, policy and fiscal uncertainty from both Federal and State levels, stressors exist that can affect individual and agency performance. Current staffing is sufficient to process work but leaves the DDSB short for growth and development. Protection of Personally Identifiable Information has lapses in DDSB with resulting reduced confidence.   Not all technology applications are utilized to the fullest.  There is a focus on how the staff wants to communicate with our citizens rather than a focus on how the citizen wants to communicate with us.  The Bureau has a low number of administrative, management and program integrity staff.  The DDSB is unable to move forward with some recommended business process improvements due to SSA hiring freeze and budget restrictions. Individualized staff development plans are not consistently utilized.  
Opportunities:  Video Service Delivery options for service have recently become available.  Partnership between all IVRS Bureaus is flourishing under new leadership.  SSA is providing more national training, thus the DDS has more opportunity to utilize staff formerly dedicated to training in the new ways.  Self directed learning opportunities are more readily available.  DDSB’s relationship with SSA is excellent.  Policy and Project managers at the DDSB allow for increased administrative capacity.  The newly created Learning Coordinator position provides for increased opportunities for directing knowledge activities.   New approaches to staff development are in process (job rotations, shadowing etc.).  Technology exists to move to a more customer focused and cost-effective way of paying bills.   
Threats:  Federal Hiring freezes and extremely tight funding situations put staff and staffing at risk with increased stress and potential impact on retention.  SSA predicts increased workloads, higher pending caseloads, increased processing time and negative impacts on service delivery are expected.  Increases in work demands can negatively affect capacity for succession planning, learning, growth and service.  Higher-level expectations have been placed on DDSB and IVRS administrative staff regarding budget and workload planning. Increased pressure for performance and clearances threatens quality and integrity.  Negative public opinion about the Social Security Disability program creates stress on claimants and employees.  Planned and unplanned loss of staff with no hiring will result in backlogs of work.  Increased security risks exist. Uncertainty about the fee schedule (Medicare) threatens vendor relationships.  DDSB is experiencing the inability to hire critical positions (clerical support staff supervisor) due to Federal hiring freeze.  SSA has expressed that in the short term a degradation of service from the DDSB is expected.
Goal 1 –

Develop and deliver customer service that addresses 

customer needs and requirements
	Strategies
	Actions
	Measures
	Due By

	· Ensure citizen choice and citizen driven interactions increase
	1. Document the DDS “as-is” processes and touch points for citizen (claimant and vendor) interaction and identify potential improvements.
2. Implement improvements to citizen (claimant and vendor) interaction – both incoming and outgoing.
3. Engage vendor participation in the improvement process & capture baseline vendor satisfaction
4. Train staff on the principles of  improving service delivery in government
5. Establish positive feedback mechanism for impressive citizen service.
6. DCPS project preparation and planning
	20% decrease in outbound paper mailings, 20% increase in ERE usage
Reduce missed appointments

by 10%

Reduce occurrences of PII loss by 50%

SSA Performance Indicators exceeded.

Improvement on baseline vendor satisfaction
Measurable standards for service will exist

Project Management training for Resource Managers is completed
Develop structure for Project Team and proceed with activities as directed by SSA
	End of FFY12
End of FFY13

End of FFY12

Ongoing

Ongoing
FFY12

As directed by SSA

	
	
	
	

	· Internal customer feedback and recognized quality practices are incorporated into delivery of administrative services (ASB)
	1.  Develop and implement survey for staff.  Analyze results, both internal and IT and compare to previous results. Survey results are shared with staff completing the feedback loop.  
2. Clear guidelines are posted & available for each checkpoint related to FMLA/Reasonable Accommodations requests & hiring process are shared bi-weekly with DDS Management.
	Identify recommendations that are integrated into operational report of learned survey information
Checklists created and used by staff with roles and responsibilities clearly identified.  Staff hiring plan is tracked to ensure follow-up communication with DAS as necessary. Zero instances of DDS management not being aware of checkpoint status reports.  
	10/13
Per ASB


Goal 2 – 
Develop a workforce that responds to changing 
workforce and work place needs
	Strategies
	Actions
	Measures
	Due By

	· Establish DDS programs to encourage employee development
· Improve individualized learning opportunities for DDS employees 
· Streamlined fiscal claims processing is administered in user friendly manner.  Paperless processing is studied and implemented as feasible.

	1. Work with existing Learning Culture team ideas
2. Build business cases outlining potential programs (ex. mentor program, job details, job rotations, employee exchanges)
3. Create start to finish package 

4. Implement

1. Hold individuals accountable for participating in ongoing learning activities

2. Hold individuals and managers accountable for learning
3. Hold administration and management responsible for providing learning opportunities for employees
4. Provide regularly scheduled “soft skills” learning opportunities (ex. critical thinking, communication, interpersonal skills, group dynamics, coaching, safety, motivation etc.)
1. Team work process from DDS/ASB/RSB is implemented.  Recommendations are identified and agreed upon.

	10% of staff will be involved in a formal development program
Maintenance of excellent employee retention as measured against baseline data.
Employee Development plans on the IPPE will be implemented and monitored regularly by individuals and supervisors
All supervisory staff will undergo training on employee development

One session per quarter

DDS Claims processing goals are met.  Financial reports are completed on time.  
	End of FFY12
Ongoing

Ongoing

End of FFY12

April 2012 & ongoing

Kaizen Checkpoint dates


Goal 3 – 
Build external collaborative relationships which contribute to
improved services for Iowans with disabilities
	Strategies
	Actions
	Measures
	Due By

	· Afford opportunities for education through presentations and interactions with the public.


	1. Collaborate with SSA components and RSB on outreach activities.

2. Perform medical community outreach.

3. Assess technology resources that we can use to communicate (ex. VSD, autodialer, Secure Messaging, social media, Government to Government services.)
	One outreach activity per quarter

Two outreach activities per calendar year

VSD gradually replaces ICN for DHO hearings with resulting cost savings of $25,000 annually

20% increase in ERE usage with 20% decrease in outbound mailing and postage


	Ongoing

Ongoing

Pilot in FY2012

Complete FY2014

Kaizen checkpoints


	· 
	
	.


	 


 








Goal 4 –
Establish/maintain Financial Accountability/Sustainability resulting in

increased service outcomes for individuals with disabilities
	Strategies
	Actions
	
	Due By

	· Increase the speed and quality of disability process
· Create a performance culture
· Financial resources are accurately predicted, managed and reported with no major audit issues (Admin/ASB/PDT responsibility)

	1. Ongoing business process review and implementation of improvements.
2. Ongoing technology review and implementation of improvements.
3. Develop a mechanism to recognize staff achievement
4. Hold all staff accountable to maintain acceptable performance standard
1. Management teams communicate financial status and recommend revisions in operations, as appropriate.

2. Financial planning tools are utilized for predictive ability.

3. Information is reviewed across bureaus to identify effectiveness.
	Reduce processing time by 5%.
Task completion time standards are met

Increase quality by persisting at a level above 97%

Increase Disability Examiner assisted assessments to 40% of total referrals with ongoing ramp up
Per Admin/ASB/PDT
	End of FFY12 and ongoing
Ongoing

Jan 2013

June 2012 and ongoing ramp up to higher levels
Per Admin/ASB/PDT


    Our Assumptions
· Greater population with significant disabilities

· National push to deliver more direct services

· Global approach to service delivery

· Technology continues to advance

· Expectation to use technology

· Language and cultural differences will impact services
· 17% of IVRS workforce eligible to retire in next 5 years

· Changing employee expectations for younger/new/different/aging workforce

· Budget and Hiring continues to be a challenge

· Continual push to increase client participation



NOTES:
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