Department of Aging
and Disability Services

GUARDIANSHIP PROGRAM

Work Measurement Study for the Period
July 2006 - December 2006

Final Report
June 2007

Prepared by:

Performance & Workload
Measurement Unit

Office of Budget & Data
Management Services




ACKNOWLEDGMENTS

The following Performance and Workload Measurement Unit staff conducted the Guardianship work
measurement study: developing study parameters, training participants, reviewing, analyzing, and
correcting data, and preparing the report:

Jan Amazeen, Manager

Rick Ash, Senior Analyst

Tony Aragon, Senior Analyst (former)
Anila Syed, Senior Analyst

Sonya Ruffin, Analyst

Tim McGinnis, Dennis Bach, Barbara Scobey, Cindy Kenneally, Clifford Walker, and Jory Sutherland of
the Guardianship program guided the design and implementation of the study.

Tim English, Gloria Gomez, and Rene Zamora of HHSC MIS IT assisted in the automated delivery of
study software via distribution through the Novell system.

A special “thank you” to the following Guardianship Supervisors and Specialists who participated in the
study for their professionalism, patience, and persistence in completing the study:

Gustavo Chavez Janet Brock La-nett Belasco
Region Rosemary Foster Traci Delaney Jackie Del Fierro
01/10 Vicki Jones Region Diana Pritchard Region Michele Gaylor
Samantha Webster 04 Sharon Savage (?8 Sarah Hassinger
Henry Wagner Jr. Scott Womack Olga Levario
Leslie Brannon Robert Best Susie Thoman
Reqi Johnnie Davis Gloria Ahart Linda Vivenza
eé;2|on Debra King , Katie Bowers Pamela Arthur
Region - .
Teresa Reynolds 05 Dena Debreaux Region Stori Binggeli
Joana Agerton Luci Sheppard (?9 David Brooks
Sharon Booth Annie Bell Janice Hyden
Deborah Marak Melissa Alejandro Tracey Oliver
Paula Perkins Sevie Dean Sulema De La Cerda
Tina Roth Region Mollie Graybill Region Elva Jones-West
Region Gwendolyn Strong 06 Mayra Morris 11 Janie Leal
03 Ronald Turpin Tyesheia Mosley Frank Lopez
Jeri Wood Elizabeth Zapata Norma Cavazos
Sharon Washington Jana Garrett
Carolyn Woolen-Johnson Jerry Bell
Dominica lhegboro Region Daniel Berezin
07 Steve Long
Jessica White

Each participant is a credit to the Guardianship program.

Send requests for information or reports to:

Performance & Workload Measurement Unit (W-421)
Texas Department of Aging & Disability Services

P.O. Box 149030
Austin, Texas 78714-9030

For telephone inquiries, please call (512) 438-3673



TABLE OF CONTENTS

23 0 1] 210 11 ] 0
STUDY DESIGN ....eiiiieiiiinsnnissiisss s s s s s s s sas s s £ e s £ s £ A e e £ AR R AR e £ AR E R AR R EA AR ER R RS Ea AR RRRRRRRRRRn R En
V/1=1dgTe o (o] (oo |V PP TP PPP TP UPP
=g (1o7] o T= V(o] o WP PP R OTPRPP
D= U= W O o] 1= o o OO P SO PRPTOPRRPRI
CoNFIAENCE INTEIVAIS ...t e e n e s e s r e e e nr e e nneeeenneas
D=1 = W ) (=Y |17 R
KEY FINDINGS.......ooiiioiiiisiiinsiasssssmssasmsessssssasassassssasss e sasasasms s sms e sas s £ams £ Ea R A A RS £ R AR E AR REEARRE AR RRE £ mnEaRRnR R Rnn s
Standard Times — Referral and GuardianShip .......c.eeeo i
Level 1 — Percentage Of TIME ..ot e e e s
Level 2 — Percentage Of TIME ..o e e s e e s enneeens
Level 3 — Percentage of Time — Referral .........oo e
Level 3 — Percentage of Time — GUArdianShip .......cueeeieeiiiieeiie e
Level 3 — Percentage of Time — General Program Related ...........coooeiiiiiiiiiiiiiin e
Level 3 — Percentage of TIMe — NON WOIK .....cooiiiiiiiiiie e
STATEWIDE RESULTS — STANDARD TIMES......ccciiiomiimmrimnissasnssmssssssssssss s ssssmssssmsssssss sasssssssnssssmssnss
Standard Time Definition ........c.ooiiiiiie e e
Standard Times for Referral and GuardianShip.........cooooiiieiiiiiii e e
Referral: Standard Times in Hours and MINUEES ..........oooiiiiiiiiie e
Guardianship:  Standard Times in Hours and MIiNUEES ..........ceoeiiiiiiiiiiii e
STATEWIDE RESULTS — PERCENTAGE OF TIME .......cccoiititnnes s ssss s s sssms snsssnsse s 11
Level 1 — Percentage Of TiME . ... et e e s e e e s rne e e e sneneeeaans 11
Level 2 — Percentage Of TIME . ... et e e ne e e senr e e e sneeeeeaans 12
Level 3 — Percentage Of TIME . ..o it e e e e e s ene e e e sneeeeeaans 13
Referral — Level 2 Percentage Of TiME ...t 15
Referral — Level 3 Percentage of TiMe ...ttt s 16
Referral — APS by LeVel 8 ACHIVILY ......eeiieieee et et 17
Referral — CPS by LeVEI 3 ACHVITY ....eeiieiiieee et e 18
Referral — Other by Level 3 ACHVILY ......eiiiiieee e s e 19
Referral — Application Process by Level 3 ACHVILY ...oc.eeve i 20
Guardianship — Level 2 Percentage Of TIME ..c.o.ei ittt 21
Guardianship — Level 3 Percentage Of TIMe ..c...ei it 22
Guardianship — Case Initiation by Level 3 ACHVILY........ciiiiiiiii e 23
Guardianship — Institutional Case Management by Level 3 ACHiVIty........cccooiiiieiiiin i 24
Guardianship — Community Case Management by Level 3 ACHVIty........cccoviiiiiiiin e 25
Guardianship — Legal Activities by Level 3 ACHVILY ......c.oiiiiiiiie e 26
Guardianship — Case Closure by Level 3 ACHVITY......coiiiiiiiiiiie e 27
General Program Related — Level 2 Percentage of TIMe .....c..eeviiiiiiiiiiiiiieee e 29
General Program Related — Level 3 Percentage of TIMe .....c.eeiiiiiiiiiiiiiiiceee e 30
General Program Related — Non Case Related Activities by Level 3 ACtivity ........ccccvvviiieiiiiieciniieen, 31

General Program Related — Supervisory Activities by Level 3 ACtiVity ..o, 32



REGIONAL RESULTS — STANDARD TIMES AND PERCENTAGE OF TIME ........cccccvrmrimrsnernserssennsens 33

Regional Standard TIMES .....cooi it e s e e s ebt e e e e s bee e e e ebee e e e ebteeeennnes 33
Region 01/10 — Percentage Of TiM ... ..ot e e e snaeee s 34
Region 01/10 — StANAard TIMES. ......uiiiiee ittt et e e st e e saee e sbe e e saeeesnbessbeeesaneaans 35
Region 02 — Percentage Of TIMe.. ..o i anne e 36
Region 02 — Standard TIiMES. ......ei ittt ettt e s bt e e sabe e s be e e saee e sbeeesseeesnbeesaneeesaneaans 37
Region 03 — Percentage Of TIMe.. ... 38
Region 03 — Standard TIiMES. ......ei ittt ettt et e bt e e sabe e s be e e saeeesbeeesaeeesnbeeeseeesaneaans 39
Region 04 — Percentage Of TIMe.. ..o it anne e 40
Region 04 — StaNAard TiMES.....uueiii ettt et e et e s st e e s sabee e e e snseeeesanseeeeeannneeens 41
Region 05 — Percentage Of TiMe. ... it e e eneeee s 42
Region 05 — StANAArd TiMES....cueeiiiiiiiiee ettt e et e e s st e e e snseeeesanseeeesannneeeas 43
Region 06 — Percentage Of TiMe.. ..o ittt e e e snnee s 44
Region 06 — StANAArd TiMES....cuueiei ettt ettt e e s st e e s st e e e e snseeeesanseeeesannneeess 45
Region 07 — Percentage Of TiMe. ... it e e e snnee s 46
Region 07 — Standard TIiMES. ......ei i iee ettt ettt et e s rae e st e e st e e e saee e sbeeesaeeesneeesbeeesnneaans 47
Region 08 — Percentage Of TIMe.. ..o it 48
Region 08 — Standard TIiMES. ... ..ei ittt et ettt e s bt e sabe e s be e e saeeesbeeesaeeesneeesneeesaneaans 49
Region 09 — Percentage Of TIMe.. ..o it 50
Region 09 — Standard TIiMES. ......ei ittt et et e e sbe e e sabeesbe e e saee e sbeeeaseeasnbeeebeeesnneaans 51
Region 11 — Percentage Of TIMe.. ..o i 52
Region 11 — StANAArd TiMES....cueeiei ettt e e sttt e e e sase e e e s anseeeeeannneeens 53

I I 0 55
RECOMMENDATIONS......oiictiimnisssiasmsissssssssmssasassssss e sassasss s s sms e sa s e s e sms £amn £ AR RE £ AR ERRRREERRRRERERRERamnbaRmnnnnns 55

Appendix A — Basic Study Statistics — Guardianship SpecialistS.......cccoovveiriiiiini e, A-1

Appendix B — Guardianship SUPervisor Data..........cceviiiiiiiiiiiiiee e B-1

Appendix C — PDA Orientation PowerPoint Presentation ... C-1

Appendix D — Study Code Levels and DefinitioNS .........oocveieiiiiieiniee e D-1

Appendix E — Guardianship Study Instruction BOoKIet...........oceiiiiiiiii e E-1

Appendix F — Additional Work Measurement Study Data ..........ccceievieriiiiieei s F-1



Figures
Figure 1:

Figure 2:
Figure 3:
Figure 4:

Figure 5:
Figure 6:
Figure 7:
Figure 8:
Figure 9:

Figure 10:

Figure 11:
Figure 12:
Figure 13:
Figure 14:
Figure 15:
Figure 16:
Figure 17:

Figure 18:
Figure 19:
Figure 20:
Figure 21:

Figure 22:
Figure 23:
Figure 24:

Figure 25:
Figure 26:
Figure 27:

Figure 28:
Figure 29:
Figure 30:

Figure 31:
Figure 32:
Figure 33:

Figure 34:
Figure 35:
Figure 36:

Figure 37:
Figure 38:
Figure 39:

ILLUSTRATIONS

WMS Study Instrument DECISION TrEE....c..uiiiiiieiee ettt rae e 2

Level 1 — Percentage Of TIME . ..o e i 11
Level 2 — Percentage Of TIME . ..o i 12
Level 3 — Percentage Of TIME . ..o i 13

Referral — Level 2 Percentage of TIMe ..o 15
Referral — Level 3 Percentage of TIMe ..o 16
Referral — APS by LeVel 3 ACHVILY ..ovveiiiee e 17
Referral — CPS by LeVEI 3 ACHVITY ...coiiiiiiiieiiee et 18

Referral — Other by LeVel 3 ACHVILY ..ocooueiiieiee e e 19
Referral — Application Process by Level 3 ACHVILY .....ocueiiiiiiiiiii e 20
Guardianship — Level 2 Percentage of TiMe ....oocuei it 21
Guardianship — Level 3 Percentage of TiMe ......ocuei i 22
Guardianship — Case Initiation by Level 3 ACHVItY.......coooeiiiii e 23
Guardianship — Institutional Case Management by Level 3 ACtiVity.......cocoerieiiiiiiien e, 24
Guardianship — Community Case Management by Level 3 Activity.......cccocveiiieiinieiinienn, 25
Guardianship — Legal Activities by Level 3 ACHIVILY .....coooiiiiiiii e 26
Guardianship — Case Closure by Level 3 ACHVItY........cooiiiiiiiiic e 27
General Program Related — Level 2 Percentage of TIMe ......occcvviiiiiiiiiiee e 29
General Program Related — Level 3 Percentage of TiMe ........occoiiiiiiiiiiiiineeee e 30
General Program Related — Non Case Related Activities by Level 3 Activity ........ccccceevuennee 31
General Program Related — Supervisory Activities by Level 3 ACtiVity ......ccooveeiieiinieniienenee 32
Region 01/10 — Level 1 Percentage of TIMe .......ceeiiiiiiiiiie e 34
Region 01/10 — Level 2 Percentage of TIMe ......oceeiiiiiiiiie e 34
Region 01/10 — Level 3 Percentage of TiMe ......ocuiiiiiiiii e 35
Region 02 — Level 1 Percentage Of TiMe ....c.ueiiiiiie e e 36
Region 02 — Level 2 Percentage Of TiMe ....c.ueiiiiiiie e e 36
Region 02 — Level 3 Percentage Of TiMe .....ueiiiiiiii e 37
Region 03 — Level 1 Percentage Of TIMe ....c..oooiiiii e 38
Region 03 — Level 2 Percentage Of TIMe ......oii i 38
Region 03 — Level 3 Percentage Of TiMe ......ooooiiiiiiie e 39
Region 04 — Level 1 Percentage Of TiMe .......ooo e e 40
Region 04 — Level 2 Percentage Of TiMe ...o.uiii i 40
Region 04 — Level 3 Percentage Of TiMe ...o.ueiiiiiiiie e 41
Region 05 — Level 1 Percentage Of TiMe ....c.ueiiiiiiii et 42
Region 05 — Level 2 Percentage Of TiMe .....ueii i 42
Region 05 — Level 3 Percentage Of TiMe ...oc.uoii it 43
Region 06 — Level 1 Percentage Of TIMe .......oooiiiii e e 44
Region 06 — Level 2 Percentage Of TIMe .......oooiiiiiiii e 44
Region 06 — Level 3 Percentage Of TIMe .......oooiiiiiiii e 45



Figure 40:
Figure 41:
Figure 42:

Figure 43:
Figure 44:
Figure 45:

Figure 46:
Figure 47:
Figure 48:

Figure 49:
Figure 50:
Figure 51:

Figure 52:
Figure 53:
Figure 54:
Figure 55:
Figure 56:
Figure 57:

Region 07 — Level 1 Percentage Of TiMe ....c.ueiiiiiiii e e 46

Region 07 — Level 2 Percentage Of TiMe ....c.uoiii i e e 46
Region 07 — Level 3 Percentage Of TiMe ....c.ueii i 47
Region 08 — Level 1 Percentage Of TIMe .......ooo i 48
Region 08 — Level 2 Percentage Of TIMe .......oooiiiiiiiie e 48
Region 08 — Level 3 Percentage Of TIMe .......oooi i 49
Region 09 — Level 1 Percentage Of TIMe .......ooiiiiii e 50
Region 09 — Level 2 Percentage Of TiMe ....c.uiei i 50
Region 09 — Level 3 Percentage Of TiMe ....c.uiiiiiiiii e 51
Region 11 — Level 1 Percentage Of TiMe ..o e 52
Region 11 — Level 2 Percentage Of TiMe ....c.uoiii i e e 52
Region 11 — Level 3 Percentage Of TiMe ....c.uoiii it 53
Level 1 Percentage of TiMe — SUPEIVISOIS.......cuii ittt B-2
Level 2 Percentage of TiIMe — SUPEIVISOIS......ccuii ittt B-2
Level 3 Percentage of TiIMe — SUPEIVISOIS......ccuiiiiiiiiiei ittt B-3
General Program Related — Level 2 Percentage of Time — Supervisors ..........cccccceeveeenieene B-4
General Program Related — Non Case Related Activities by Level 3 Activity — Supervisors. B-5
General Program Related — Supervisory Activities by Level 3 Activity — Supervisors ........... B-5



Tables

Table 1:
Table 2:

Table 3:
Table 4:

Table 5:
Table 6:

Table 7:
Table 8:

Table 9:

Table 10:

Table 11:
Table 12:

Table 13:
Table 14:

Table 15:
Table 16:

Table 17:
Table 18:

Table 19:
Table 20:

Table 21:
Table 22:

Table 23:
Table 24:

Table 25:
Table 26:

Table 27:
Table 28:
Table 29:
Table 30:
Table 31:
Table 32:
Table 33:
Table 34:
Table 35:
Table 36:
Table 37:
Table 38:
Table 39:
Table 40:

Referral STandard TIMES ........oi i s s e e e 9
Guardianship Standard TIMES .......ccoiuii it rae e sbe e s b e e e raee e s beeesaeeas 9
Regional — Referral Standard TimMES. ......coiuii ittt e sae e s b e saee s 33
Regional — Guardianship Standard TIMEeS ......cueiiii i e 33
Region 01/10 — Referral Standard TIMEeS ......ccueiiiiiiiiiee e 35
Region 01/10 — Guardianship Standard TimMeES........cccoviiiiiiiiiee e 35
Region 02 — Referral Standard TIMES .......c.oviiiiiiii e 37
Region 02 — Guardianship Standard TiIMES.........couiiiiiiiiiiiiie e 37
Region 03 — Referral Standard TIMES ........oviiiiiiiie e 39
Region 03 — Guardianship Standard TimeS........cocie it e 39
Region 04 — Referral Standard TIMES ........ciiiiiiiiii e 441
Region 04 — Guardianship Standard TimMeS.......ccocee i 41
Region 05 — Referral Standard TIMES .........oiiiiiiiiii et 43
Region 05 — Guardianship Standard TimMeS........ccceeiiieiiie e e 43
Region 06 — Referral Standard TIMeS .......c.oviiiiiiiieie e e 45
Region 06 — Guardianship Standard TimMeS........cocveiiieiiie e 45
Region 07 — Referral Standard TIMES .........ooiiiiiiiiiiie e 47
Region 07 — Guardianship Standard TimesS........coceeiiiiiiiieee e e e 47
Region 08 — Referral Standard TIMES .........coiiiiiiiie e 49
Region 08 — Guardianship Standard TimMeS........cocuee i 49
Region 09 — Referral Standard TIMES .......c.ooiiiiiiiie e e 51
Region 09 — Guardianship Standard TimMesS........ccceiriieiiie e 51
Region 11 — Referral Standard TIMeS .......cooiiiiiiiie e e 53
Region 11 — Guardianship Standard TimMesS........c.ce i e 53
BasiC StUAY StatiSTICS ....oueeiieiiiiie ettt e be et e e ne e saneeea A-1
Basic Study StatiStiCsS — SUPEIVISO ......eiiiiiiiiiie ettt B-1
Level 3 Percentage of Time —UNabridged ...........ooi i F-1
Referral — Level 3 Percentage of Time — Unabridged ..........coooiiiiiiiiiiiniieec e F-2
Guardianship — Level 3 Percentage of Time — Unabridged..........cccceviieiiiniene e F-2
General Program Related — Level 3 Percentage of Time — Unabridged.........c.cccccceeirienennee F-3
Region 01/10 — Level 3 Percentage of Time — Unabridged..........ccoovoieeiiiiiiiiiniiee e, F-4
Region 02 — Level 3 Percentage of Time — Unabridged..........cccevviiiiiiiniieeee e, F-5
Region 03 — Level 3 Percentage of Time — Unabridged..........cccviiiiiiiiniieiee e, F-6
Region 04 — Level 3 Percentage of Time — Unabridged..........cccevviiiiiiiniiiiec e, F-7
Region 05 — Level 3 Percentage of Time — Unabridged...........ccoviiiiiiiiniiiiieieee e F-8
Region 06 — Level 3 Percentage of Time — Unabridged...........cccovviiiiiiiniiiieiieee e F-9
Region 07 — Level 3 Percentage of Time — Unabridged..........coccvviiiiei e F-10
Region 08 — Level 3 Percentage of Time — Unabridged..........ccceviiiiiiiinieeeiee e F-11
Region 09 — Level 3 Percentage of Time — Unabridged..........coccveiiiiii i F-12

Region 11 — Level 3 Percentage of Time — Unabridged..........ccccvviiiiiiiiiieeeee e F-13



[This page is intentionally blank.]
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Work Measurement Study
Final Report






BACKGROUND

At the request of DADS Associate Commissioner Access and Intake, Gary Jessee, and DADS Chief
Financial Officer, Gordon Taylor, this work measurement study (WMS) of Guardianship Supervisors and
Specialists was conducted by the Performance and Workload Measurement (PWM) unit.

The WMS provides statistically reliable information regarding the percentage of time spent by
Guardianship Supervisors and Specialists on identified guardianship related activities.

Additionally, study results provide Guardianship program management information for evaluating the
impact of program and policy changes and analytical tools for use by budget staff in the development of
the Legislative Appropriations Request.

STUDY DESIGN
Methodology

To develop Guardianship program standard times and percentages of time with a high degree of
statistical reliability, PWM employed a simple random sampling methodology to conduct a Random
Moment Time Study (RMTS) using Personal Digital Assistants (PDA’s) for data collection.

A RMTS is a federally recognized statistical sampling technique where participants record work activities
from defined selections at random moments during a study period.

Sampling occurred in two stages:

1) random start dates were assigned to each participant to begin recording work activities, and,
2) random time samples emitted by the PDA’s were collected by participants to record activities.

Participation
The six (6) month study period began July 1, 2006 and ended December 31, 2006.

All Guardianship Supervisors and Specialists were required to participate in the WMS. The resulting
Guardianship study population consisted of fifty-seven (57) full time employee (FTE) positions, with seven
(7) FTE’s vacant at the start of the WMS.

Guardianship Supervisors were not expected to maintain ongoing case loads but included in the WMS
data gathering process because supervisors occasionally must maintain or manage a case load due to
vacancies. Additionally, program management desired data regarding certain supervisory activities.

A total of fifty-three (53) employees completed the study consisting of nine (9) Supervisors and forty-four
(44) Specialists. All participants took part in the study until collecting at least 240 time samples (average
time 107 hours).

One participant retired from the agency before completing the study and a clerical error precluded
another from reaching the goal of 240. The remaining available population did not complete the study
due to vacant FTE’s and/or hire dates precluding participation.

e Appendix A provides a summary of basic study participation statistics.
e Appendix B provides a summary of Supervisory results.



Data Collection

Participants were provided an interactive PDA Orientation PowerPoint presentation prior to the start of
their WMS training to familiarize them with basic WMS data collection. PWM analysts then conducted
one-on-one telephone training to participants explaining the purpose of the WMS and the use of the PDA
for collecting, entering, and submitting collected study data. Basic identification and work information for
each participant was confirmed during the training session.

The PDA study instrument for data collection incorporated a three-level menu-driven decision tree, with
each code level selection determining the following level menu choices. From a Guardianship work
profile submitted by program staff, the code level menu selections consisted of the following:

e Level 1 — identified the broadest category of work involving Referral, Guardianship, General
Program Related, or Non Work activities.

e Level 2 —divided each Level 1 category into a sub-group of related activities corresponding to the
Level 1 selection. There were twelve (12) possible Level 2 selections.

e Level 3 —divided each Level 2 selection into a sub-group identifying the specific activity in which
the participant was engaged at the time of the signal. There were fifty-one (51) possible Level 3
activity selections.

The PDA emitted random signals at an average of 2.5 times per hour and study participants recorded the
corresponding code Level 1, Level 2, and Level 3 activity they were performing at the moment of the
signal. Lunch, leave, travel, and court times were entered into the PDA using special manual procedures.

Participants collected time samples whenever working, including work occurring outside normal assigned
hours. Participants were required to submit collected data at least once per week via the PDA “hot-sync”
method electronically transmitting their data to the PWM server.

Figure 1 summarizes the PDA decision-tree in the following flowchart:

PDA
Sample
Alert

Lunch
Leave
Travel
Court

Level 1
Decision

Level 2
Decision

Input Selection

Input Selection

Level 3
Decision

Input Selection

\ 4

End

Input Selection Process

Figure 1: WMS Study Instrument Decision Tree

e Appendix C provides a copy of the PDA Orientation PowerPoint presentation.
e Appendix D provides a copy of the Guardianship Study Code Levels and Definitions.
e Appendix E provides a copy of the Guardianship Study Instruction Booklet.

' For the report, “Working On Study” time samples are excluded, leaving fifty (50) Level 3 activities used for calculations.




Confidence Intervals

The confidence interval is a mathematical description of the estimated range of values in which collected
results are expected to fall. The degree of confidence, or confidence level, is an index of certainty that
the probability of that expected range is true. The amount of information collected can influence the
confidence level and the estimated range of the confidence interval, for example, the more information
collected, the more confident that results will be within a given interval.

Guardianship Specialists collected 10,897 time samples and Supervisors collected 2,272 time samples
(13,169 combined) with time spent “working on the study” excluded from calculations. Because of the
large number of samples collected during the WMS the calculated standard times and derived
percentages of time spent in given activities are both precise and statistically reliable.

The WMS maintained a ninety-five (95%) percent confidence interval with a statewide margin of error of
12.0. The regional confidence level was ninety-five (95%) percent with a margin of error varying between
5.0 and £7.1 depending upon the amount of activity in the region.

Data Integrity

To ensure data integrity, PWM staff employed the following quality assurance steps and techniques:

. an interactive PowerPoint presentation (Appendix C), combined with one-on-one telephone
training and written study instructions (Appendix D) were provided to each participant;

. the PDA data collection structure insured entry of only logical activity combinations predicated by
each preceding menu choice of the participant;

. PWM analysts reviewed data for accuracy with the participant throughout the study period each
time the participant submitted data;

. PWM analysts used a variety of data-cleaning procedures to capture and correct data entry errors
prior to analysis of the data; and,

o standard times calculated from study data were reviewed with program subject matter experts.
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KEY FINDINGS

Standard Times — Referral and Guardianship2

Level 1 Level 2 Hr:Min
Adult Protective Services (APS) 13:30
Child Protective Services (CPS) 8:41
Referral
Other NS
Application Process 8:21
Case Initiation NS
Institutional Case Management 51:29
Guardianship Community Case Manag.ernent 89:49
Case Management (Undivided) 65:57
Legal Activities 7:36
Case Closure 4:02

Level 1 — Percentage of Time

Level 1 Percent Total
Referral 11.6%
Guardianship 65.8%
100.0%
General Program Related 20.8%
Non Work® 1.8%

Level 2 — Percentage of Time

Level 1 Level 2 Percent Total
APS 68.1%
Referral CPS 12.5% o
11.6% Other 2.4% 100.0%
Application Process 17.0%
Case Initiation 0.9%
. ) Institutional Case Mgmt 42.8%
Gua6rg|§cr)}sh|p Community Case Mgmt 45.2% | 100.0%
o Legal Activities 10.1%
Case Closure 0.9%
General Program Related Non Case Related Activities 98.9% 100.0%
20.8% Supervisory Activities 1.1% e
Non ork No Case Action 100.0% | 100.0%

*Totals may not equal 100% due to rounding.

2 Standard times are calculated using Specialist data only. For accuracy, additional time for case-related activities performed by
Supervisors and non-participants (Human Services Technicians and Guardianship Accountants) was factored into the calculation.
® Time samples collected when a participant was “Working On Study” have been excluded.



Level 3 — Percentage of Time — Referral

Level 1 Level 2 Level 3 Percent Total
Assessment 30.8%
Initial Research 23.8%
Document Results 19.8%
APS Travel 10.0% | 100.0%
68.1%
In House Consult 6.6%
DFPS Consult 5.0%
Referral Review 4.0%
Document Results 29.7%
Assessment 22.2%
Initial Research 21.5%
CPS DFPS Consult 7.0% 100.0%"
12.5% Travel 51%
Referral Review 5.1%
Referral AOC Transition Planning 5.1%
11.6% In House Consult 4.4%
Initial Research 36.7%
Assessment 23.3%
In House Consult 13.3%
CZ)T;: Document Results 13.3% | 100.0%
' DFPS Consult 6.7%
Referral Review 6.7%
Travel 0%
Application 59.3%
o Notice & Service 14.0%
Ag?gg:ggn Hearing/Oath | 8.9% | 100 .09%
17.0% Legal Consultation 6.1%
Travel 6.1%
Document Results 5.6%

*Totals may not equal 100% due to rounding.




Level 3 — Percentage of Time — Guardianship

Level 1 Level 2 Level 3 Percent Total
Placement & Benefits 48.5%
Document Results 29.4%
Travel 8.8%
Case Initiation Initial Service Plan 7.4% 100.0%
0.9% Inventory 5.9%
Investment Plan 0%
Transport Ward 0%
Notice & Allowance 0%
IMPACT/IGOR/Case Files 28.9%
General Person Activities 25.8%
Monthly Contact 17.2%
Institutional Case | Travel 12.0%
Mgmt General Estate Issues 10.2% | 100.0%
42.8% Service Plan 2.7%
Consult 2.3%
Annual Review 0.8%
Transport Ward 0.1%
General Person Activities 33.7%
IMPACT/IGOR/Case Files 21.6%
Guardianship Monthly Contact 16.9%

65.8% Community Case | 1ravel 12.9% .
Mgmt General Estate Issues 7.0% | 100.0%
45.2% Consult 4.0%

Service Plan 2.8%

Annual Review 0.6%

Transport Ward 0.3%

Other Court Documents 35.0%

Annual Report 22.1%
Legal Activities Attorney Consult 18.3% 100.0%
10.1% Travel 10.6% —

Annual Accounting 7.0%

In Court 7.0%

Final Accounting 26.2%

Final Report 23.1%

Update IMPACT/IGOR 20.0%

Case Closure Close Accounts 9.2%
100.0%

0.9% Arrange/Attend Funeral 9.2%

Travel 7.7%

Consult 3.1%

In Court 1.5%

*Totals may not equal 100% due to rounding.




Level 3 — Percentage of Time — General Program Related

Level 1 Level 2 Level 3 Percent Total
Email/Mail/Copying/Filing 26.4%
Training 22.5%
Meetings/Presentations 13.1%
Travel 11.8%
Non Case Related | Other Activities 7.3%

Activities Conversing w/Co Workers 6.1% | 100.0%
General Program 98.9% Travel Voucher 4.8%
Related Policy Study 4.0%
20.8% Personal AccessHR Issues 2.0%
Individual Meetings 1.4%
Run Reports 0.5%
. Consult 79.2%

ngﬁz/\i/tlﬁa%ry Case'load Management 20.8% | 00 0o
1.1% Quality Assurance 0%
Supervisor AccessHR 0%

*Totals may not equal 100% due to rounding.

Level 3 — Percentage of Time — Non Work

Level 1 Level 2 Level 3 Percent Total
Non Work No Case Action Break 58.3% 100.0%
1.8% 100.0% Other Business 41.7% '

Appendix B provides a summary of Supervisory results.
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STATEWIDE RESULTS — STANDARD TIMES
Standard Time Definition
A “standard time” is the average time it takes a Guardianship Specialist following applicable policy and
procedure to complete a Guardianship product such as a Referral, Application, Annual Report, Annual

Accounting, Final Report, and/or Final Accounting.

The time samples collected and product count (completed Referrals, Applications, etc.) serve as the basis
for developing standard times and determining the percentage of time in work activities.

The number of time samples participants collect in a specific activity was divided by the total number of
collected time samples to calculate a percentage of time that participants spent in a specific activity.

A concurrent time and leave analysis of Guardianship Supervisors and Specialists provided a reliable
model of the average monthly time available for work used in calculating standard times.

A “standard time” for a Level 1 and Level 2 combination is presented only when collected data was
sufficient to maintain statistical reliability. Where time samples reported and/or product counts within
a Level 1 and Level 2 combination were inadequate for a reliable computation, NS (not sufficient) is
listed. Standard times are stated in hours and minutes (i.e., one hour and fifteen minutes = 1:15).

For accuracy, additional time for case-related activities performed by Supervisors and non-participants
(Human Services Technicians and Guardianship Accountants) was factored into the calculation.

e Appendix B provides a summary of Supervisory results.
Standard Times for Referral and Guardianship

The PDA-based WMS instrument gathered Guardianship-specific information on four (4) Level 1
categories, twelve (12) Level 2 categories, and fifty-one (51) Level 3 activities® (See Appendix D).
Referral: Standard Times in Hours and Minutes

Table 1 provides the standard times for Referral — Level 2 combinations:

Application
APS CPS Other Process
Referral 13:30 8:41 NS 8:21
Table 1: Referral Standard Times

Guardianship: Standard Times in Hours and Minutes
Table 2 provides the standard times for Guardianship — Level 2 combinations:

Case Institutional | Community Case Legal Case

Initiation® Case Case Manage_ment Activities | Closure
Management | Management | Combined
Guardianship NS 51:29 89:49 65:57 7:36 4.02
Table 2: Guardianship Standard Times

* For the report, “Working On Study” time samples are excluded.
® There was no viable product count available for determining a standard time in “Case Initiation.”
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STATEWIDE RESULTS — PERCENTAGE OF TIME
Level 1 — Percentage of Time

Guardianship Specialists accounted for 82.7% of all time samples collected during the WMS. Of the
13,169 total time samples gathered, 10,897 were obtained by Specialists.

There were four (4) Level 1 categories from which to choose.
Calculated within the 10,897 time samples collected by Specialists:
e  Guardianship comprised 65.8% of time spent.
e General Program Related made up 20.8% of time spent.
e Referral accounted for 11.6% of time spent.
e Non Work® encompassed 1.8% of time spent.

Figure 2 provides the percentage of time spent within each Level 1 category by Specialists.

Level 1 Percentage of Time - Specialists

Non Work
1.8% Referral
11.6%

General Program
Related
20.8%

Guardianship
65.8%

Figure 2: Level 1 — Percentage of Time

® All time samples collected by participants showing “Working On Study” have been excluded from calculations.
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Level 2 — Percentage of Time
There were twelve (12) Level 2 selections corresponding to the four (4) Level 1 categories.
Calculated within Level 2 for Specialists:
e Community Case Management accounted for 29.8% of time spent.
e Institutional Case Management comprised 28.2% of time spent.
¢ Non Case Related Activities involved 20.6% of time spent.
e Each of the nine remaining Level 2 selections accounted for less than 10.0% of Specialist time.

Figure 3 provides the percentage of time spent in each Level 2 category by Specialists.

Level 2 Percentage of Time - Specialists

APS

No Case Action 7-9%

Supervisory Activities 1.8%
0.2%

CPS

1.4% Other
0.3%

Application Process

Non Case Related 2.0%

Activities
20.6%
Case Initiation
0.6%

Case Closure
0.6%

Institutional Case Mgmt

Legal Activities 28.2%

6.7%

Community Case Mgmt
29.8%

Totals may not equal 100% due to rounding.

Figure 3: Level 2 — Percentage of Time

12



Level 3 — Percentage of Time

There were fifty-one’ (51) Level 3 activities corresponding to the twelve (12) Level 2 selections. Some
Level 2 selections, such as APS, CPS, Other, Institutional Case Management, and Community Case
Management shared the same Level 3 activities.

For reporting purposes, the Level 3 activities of IMPACT/IGOR/Case Files, Update IMPACT/IGOR, and
Document Results are calculated collectively as IMPACT/IGOR/Case Files.

Calculated within Level 3 for Specialists:
e General Person Activities occupied 17.3% of time spent.
¢ IMPACT/IGOR/Case files accounted for 17.0% of time spent.
e Travel comprised 11.4% of time spent.
e Monthly Contact made up 9.9% of time spent.

Figure 4 provides the percentage of time spent in the top ten (10) Level 3 activities for Specialists.

Level 3 Percentage of Time - Specialists
Top 10 Activities

General Person Activities l 17.3%

IMPACT/IGOR/Case Files l1 7.0%

Travel

Monthly Contact

Email/Mail/Copying/Filing

General Estate Issues

Training

Assessment

Meetings/Presentations

Other Court Documents

I I [
0.0% 5.0% 10.0% 15.0% 20.0%

Figure 4: Level 3 — Percentage of Time

e Appendix F provides the percentage of time spent in all Level 3 activities (unabridged).

7 For the report, “Working On Study” time samples are excluded, leaving fifty (50) Level 3 activities used for calculations.
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REFERRAL
GUARDIANSHIP SPECIALISTS






Referral — Level 2 Percentage of Time

Referral accounted for 11.6% of the 10,897 total time samples collected by Specialists during the study
period. Specialists gathered 1,260 time samples within Referral.

Calculated within the 1,260 Referral time samples:
e APS encompassed 68.1% of time spent by Specialists.
e Application Process accounted for 17.0% of time spent.
e CPS took up 12.5% of time spent.
e Other comprised 2.4% of Specialist time.

Figure 5 provides the percentage of time spent within each Referral Level 2 category by Specialists.

Referral - Level 2 Percentage of Time - Specialists

Application Process
17.0%

Other
2.4%

CPS
12.5%

APS
68.1%

Percentages calculated from Level 1 Referral time samples only. Excludes
Guardianship, General Program Related & Non Work categories from calculation.

Figure 5: Referral — Level 2 Percentage of Time
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Referral — Level 3 Percentage of Time
There were twelve (12) possible Level 3 activities corresponding to the four (4) Level 2 categories in
Referral. APS, CPS, and Other shared the same Level 3 activities, with the exception of AOC Transition
Planning unique to CPS. All Level 2 categories shared the Level 3 activity of Document Results.

e Assessments encompassed 24.3% of time for Specialists.

e Initial Research accounted for 19.8% of time spent.

e Document Results consisted of 18.5% of activity within Referral.

Figure 6 provides the percent of time spent in the top ten (10) Referral Level 3 activities for Specialists.

Referral - Level 3 Percentage of Time - Specialists
Top 10 Activities

Assessment l 24.3%

Initial Research 9.8%

Document Results

Application

Travel

In House Consult

DFPS Consult

Referral Review

Notice & Service

Hearing/Oath

I I f
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%

Figure 6: Referral — Level 3 Percentage of Time

e Appendix F provides the unabridged percentage of time for all Referral Level 3 activities.
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Referral — APS by Level 3 Activity

APS comprised 68.1% of time spent by Specialists within Referral. Of the 1,260 Referral time samples
collected, APS accounted for 858.

There were seven (7) possible Level 3 activity selections corresponding to APS.
Calculated within APS time samples:
e Assessment constituted 30.8% of time spent by Specialists.
e Initial Research encompassed 23.8% of time spent.
e Document Results accounted for 19.8% of time spent.
e Each of the four (4) remaining activities comprised 10.0% or less of Specialist time.

Figure 7 provides the percentage of time spent within each APS Level 3 activity for Specialists.

Referral - APS by Level 3 Activity - Specialists

Figure 7: Referral — APS by Level 3 Activity
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Referral — CPS by Level 3 Activity

CPS comprised 12.5% of time spent by Specialists within Referral. Of the 1,260 Referral time samples
collected, CPS accounted for 158.

There were eight (8) possible Level 3 activity selections corresponding to CPS.
Calculated within CPS time samples:
e Document Results constituted 29.7% of time spent by Specialists.
e Assessment took up 22.2% of time spent.
¢ |nitial Research accounted for 21.5% of time spent.
e Each of the five (5) remaining activities encompassed less than 10.0% of participant time.

Figure 8 provides the percentage of time spent within each CPS Level 3 activity for Specialists.

Referral - CPS by Level 3 Activity - Specialists
29.7%

Totals may not equal 100% due to rounding.

Figure 8: Referral — CPS by Level 3 Activity
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Referral — Other by Level 3 Activity

Other comprised 2.4% of time spent by Specialists within Referral. Of the 1,260 Referral time samples
collected, Other accounted for 30.

There were seven (7) possible Level 3 activity selections corresponding to Other.
Calculated within Other time samples:
e Initial Research constituted 36.7% of time spent by Specialists.
e Assessment comprised 23.3% of time spent.
e Document Results and In House Consult each accounted for 13.3% of time spent.
e Each of the three (3) remaining activities accounted for less than 10.0% of time.
e Travel was not selected by any Specialist during the study period.

Figure 9 provides the percentage of time spent within each Other Level 3 activity for Specialists.

Referral - Other by Level 3 Activity - Specialists

Figure 9: Referral — Other by Level 3 Activity
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Referral — Application Process by Level 3 Activity

Application Process comprised 17.0% of time spent by Specialists within Referral. Of the 1,260 Referral
time samples collected, Application Process accounted for 214.

There were six (6) possible Level 3 activity selections corresponding to Application Process.
Calculated within Application Process time samples:

e Application constituted 59.3% of time spent by Specialists.

¢ Notice and Service made up 14.0% of time spent.

e Hearing/Oath accounted for 8.9% of time spent.

e Each of the three (3) remaining activities accounted for less than 10.0% of Specialist time.

Figure 10 provides the percentage of time spent within each Application Process Level 3 activity for
Specialists.

Referral - Application Process by Level 3 Activity - Specialists

Figure 10: Referral — Application Process by Level 3 Activity
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Guardianship — Level 2 Percentage of Time

Guardianship encompassed 65.8% of the 10,897 total time samples collected by Specialists during the
WMS. Specialists gathered 7,175 time samples within Guardianship.

Calculated within the 7,175 time samples:
e Community Case Management comprised 45.2% of time spent within Guardianship.
e Institutional Case Management encompassed 42.8% of time spent.
e Legal Activities accounted for 10.1% of time spent.
e (Case Initiation made up 0.9% of Specialist time spent.
e Case Closure included 0.9% of time spent.

Figure 11 provides the percentage of time spent within each Guardianship Level 2 category by
Specialists.

Guardianship - Level 2 Percentage of Time - Specialists

Case Closure
0.9%

Case Initiation

Legal Activities 0.9%

10.1%

Institutional Case Mgmt
42.8%

Community Case Mgmt
45.2%

Excludes Referral, General Program Related &
Non Work observations from calculation.
Totals may not equal 100% due to rounding.

Figure 11: Guardianship — Level 2 Percentage of Time
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Guardianship — Level 3 Percentage of Time

There were twenty-four (24) possible Level 3 activity selections corresponding to the five (5) Level 2
categories making up Guardianship. Institutional Case Management and Community Case Management

shared the same Level 3 activities.

For reporting purposes, the Level 3 activities of IMPACT/IGOR/Case Files, Update IMPACT/IGOR, and

Document Results are calculated together and reported collectively as IMPACT/IGOR/Case Files.

e General Person Activities encompassed 26.3% of time for Specialists within Guardianship.

e IMPACT/IGOR/Case Files comprised 22.6% of time spent.

¢ Monthly Contact accounted for 15.0% of time spent within Guardianship.

¢ Notice and Allowance was not selected by Specialists during the study period.

Figure 12 provides the percent of time spent in the top ten (10) Level 3 activities for Guardianship.

Guardianship - Level 3 Percentage of Time - Specialists

Top 10 Activities

\ \ \ \ \

General Person Activities ‘ ‘ ‘ ‘ '26.3%
IMPACT/IGOR/Case Files ‘ ‘ '22.5%

Monthly Contact | | ' 15.0%

Travel ‘ ' 12.2%
General Estate Issues J 7.5%
Other Court Documents 3.6%
Consult 2.8%
Service Plan 2.4%
Annual Report 2.2%
Attorney Consult 1.9%
I I I T T ‘ ‘
0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0%

Figure 12: Guardianship — Level 3 Percentage of Time

e Appendix F provides the unabridged percentage of time for all Guardianship Level 3 activities.
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Guardianship — Case Initiation by Level 3 Activity

Case Initiation comprised 0.9% of time by Specialists within Guardianship. Of the 7,175 Guardianship
time samples collected, Case Initiation accounted for 68.

There were seven (7) possible Level 3 activity selections corresponding to Case Initiation.
For this report, “Service Plan” time samples within Case Initiation are shown as “Initial Service Plan.”
Calculated within Case Initiation time samples:

e Placement and Benefits constituted 48.5% of time spent by Specialists.

¢ Document Results encompassed 29.4% of time spent.

e Travel comprised 8.8% of time spent.

¢ Notice & Allowance and Investment Plan were not selected by any Specialist during the WMS
and therefore not depicted in Figure 13 below.

Figure 13 provides the percentage of time spent within each Application Process Level 3 activity for
Specialists.

Guardianship - Case Initiation by Level 3 Activity - Specialists

Figure 13: Guardianship — Case Initiation by Level 3 Activity
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Guardianship — Institutional Case Management by Level 3 Activity

Institutional Case Management comprised 42.8% of time spent by Specialists within Guardianship. Of
the 7,175 Guardianship time samples collected, Institutional Case Management accounted for 3,069.

There were nine (9) possible Level 3 activity selections corresponding to Institutional Case Management.
Calculated within Institutional Case Management time samples:

e IMPACT/IGOR/Case Files constituted 28.9% of time by Specialists.

e General Person Activities comprised 25.8% of time spent.

e Monthly Contact composed 17.2% of time spent.

Figure 14 provides the percentage of time spent within each Institutional Case Management Level 3
activity by Specialists.

Guardianship - Institutional Case Management by Level 3 Activity - Specialists

30.0%

25.0%

20.0%

15.0%

Figure 14: Guardianship - Institutional Case Management by Level 3 Activity

24



Guardianship — Community Case Management by Level 3 Activity

Community Case Management comprised 45.2% of time spent by Specialists within Guardianship. Of the
7,175 Guardianship time samples collected, Community Case Management accounted for 3,245.

There were nine (9) possible Level 3 activity selections corresponding to Community Case Management.
Calculated within Community Case Management time samples:

e General Person Activities constituted 33.7% of time spent by Specialists.

e |IGOR/IMPACT/Case Files accounted for 21.6% of time.

e Monthly Contact comprised 16.9% of Specialist time.

Figure 15 provides the percentage of time spent within each Community Case Management Level 3
activity by Specialists.

Guardianship - Community Case Management by Level 3 Activity - Specialists

Totals may not equal 100% due to rounding.

Figure 15: Guardianship — Community Case Management by Level 3 Activity
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Guardianship — Legal Activities by Level 3 Activity

Legal Activities comprised 10.1% of time spent by Specialists within Guardianship. Of the 7,175

Guardianship time samples collected, Legal Activities accounted for 728.

There were six (6) possible Level 3 activity selections corresponding to Legal Activities.

Calculated within Legal Activities time samples:
e Other Court Documents comprised 35.0% of time spent by Specialists.
e Annual Report encompassed 22.1% of time spent.

e Attorney Consult constituted 18.3% of time.

Figure 16 provides the percentage of time spent within each Legal Activities Level 3 activity by

Specialists.

Guardianship - Legal Activities by Level 3 Activity - Specialists
35.0%

35.0%

20.0%

Figure 16: Guardianship — Legal Activities by Level 3 Activity
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Guardianship — Case Closure by Level 3 Activity

Case Closure comprised 0.9% of time spent by Specialists within Guardianship.

Guardianship time samples collected, Case Closure accounted for 65.

There were eight (8) possible Level 3 activity selections corresponding to Case Initiation.

Calculated within Case Closure time samples:
e Final Accounting represented 26.2% of time spent by Specialists.
e Final Report consisted of 23.1% of time spent.

e Update IMPACT/IGOR comprised 20.0% of time spent.

Of the 7,175

Figure 17 provides the percentage of time spent within each Case Closure Level 3 activity for Specialists.

Guardianship - Case Closure by Level 3 Activity - Specialists

Figure 17: Guardianship — Case Closure by Level 3 Activity
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GENERAL PROGRAM RELATED
GUARDIANSHIP SPECIALISTS






General Program Related — Level 2 Percentage of Time

General Program Related represented 20.8% of the 10,897 total time samples collected by Specialists.
Specialists gathered 2,270 time samples within General Program Related.

Calculated within the 2,270 General Program Related time samples:
¢ Non Case Related Activities comprised 98.9% of time spent by Specialists.
e Supervisory Activities accounted for 1.1% of participant time.

Figure 18 provides the percentage of time spent within each General Program Related Level 2 category
for Specialists.

General Program Related - Level 2 Percentage of Time - Specialists

Supervisory Activities
1.1%

Non Case Related
Activities
98.9%

Excludes Referral, Guardianship &
Non Work observations from calculation.

Figure 18: General Program Related — Level 2 Percentage of Time
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General Program Related — Level 3 Percentage of Time

There were fifteen (15) possible unique Level 3 activity selections corresponding to the two (2) Level 2
categories making up General Program Related.

e  Email/Mail/Copying/Filing® encompassed 26.1% of time for Specialists.
e Training comprised 22.2% of time spent.
e Meetings/Presentations accounted for 13.0% of Specialist time.

Figure 19 provides the percent of time spent in the top ten (10) General Program Related Level 3
activities for Specialists.

General Program Related - Level 3 Percentage of Time - Specialists
Top 10 Activities

Email/Mail/Copying/Filing 26.1%
Training
Meetings/Presentations
Travel

Other Activities
Conversing w/Co Workers
Travel Voucher

Policy Study

Personal AccessHR Issues

1.4%

Individual Meetings

\ \ \ \ \ \
0.0% 5.0% 10.0% 15.0% 20.0% 25.0% 30.0%

Figure 19: General Program Related — Level 3 Percentage of Time

e Appendix F provides the unabridged percentage of time for all General Program Related Level 3
activities.

8 Early in the WMS, some participants selected Email/Mail/Copying/Filing when the activity was case-related. The WMS training
session was modified to advise participants to code case-related email/filing/copying within Referral or Guardianship.
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General Program Related — Non Case Related Activities by Level 3 Activity
Non Case Related Activities comprised 98.9% of time spent by Specialists within General Program
Related. Of the 2,270 General Program Related time samples collected, Non Case Related Activities
accounted for 2,246.
There were eleven (11) possible Level 3 activity selections corresponding to Non Case Related Activities.
Calculated within Non Case Related Activities time samples:

e Email/Mail/Copying/Filing® occupied 26.4% of time spent by Specialists.

e Training accounted for 22.5% of time spent.

e Meetings/Presentations comprised 13.1% of time.

Figure 20 provides the percentage of time spent within each Non Case Related Activities Level 3 activity
for Specialists.

General Program Related - Non Case Related Activities by Level 3 Activity - Specialists

Totals may not equal 100% due to rounding.

Figure 20: General Program Related — Non Case Related Activities by Level 3 Activity

e Participants conducting financial reviews for a special project were advised in their training
session to report time spent on this project as Policy Study.

® Early in the WMS, some participants selected Email/Mail/Copying/Filing when the activity was case-related. The WMS training
session was modified to advise participants to code case-related email/filing/copying within Referral or Guardianship.
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General Program Related — Supervisory Activities by Level 3 Activity

Supervisory Activities comprised 1.1% of time spent by Specialists within General Program Related. Of
the 2,270 General Program Related time samples collected, Supervisory Activities accounted for 24.

There were four (4) possible Level 3 activity selections corresponding to Supervisory Activities. Only
those Specialists serving in a supervisory capacity were advised to use this category.

For this report, Level 3 selections of “Consult” for supervisors providing consultation are shown as
“Supervisory Consult” to distinguish this activity separately from Specialists seeking consultation.

Calculated within Supervisory Activities time samples:
e Supervisory Consult represented 79.2% of time spent by Specialists.
e (Caseload Management comprised 20.8% of time spent.

e Quality Assurance and Supervisor AccessHR were not selected and therefore not shown in
Figure 21.

Figure 21 provides the percentage of time spent within each Supervisory Activities Level 3 activity for
Specialists.

General Program Related - Supervisory Activities by Level 3 Activity - Specialists

Figure 21: General Program Related — Supervisory Activities by Level 3 Activity
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REGIONAL RESULTS — STANDARD TIMES AND PERCENTAGE OF TIME

Regional Standard Times

Standard times'® determined for the regions are summarized in the following tables:

Regional Referral Standard Times

Referral APS CPS Other Application
Region 01/10 10:58 NS NS NS
Region 02 NS NS NS NS
Region 03 10:25 NS NS NS
Region 04 NS NS NS NS
Region 05 NS NS NS NS
Region 06 NS NS NS NS
Region 07 NS NS NS NS
Region 08 7:01 NS NS NS
Region 09 NS NS NS NS
Region 11 NS NS NS NS
Table 3: Regional — Referral Standard Times
Regional Guardianship Standard Times
_ _ Case Institutional | Community Case Leqal Case
ElELE T Initiation Man(a:gztranent Man(azgztranent Mgz;gl;nm: dnt Acti\?ities Closure
Region 01/10 NS NS NS 48:44 5:15 NS
Region 02 NS NS NS 65:41 3:39 NS
Region 03 NS NS NS 80:37 7:38 NS
Region 04 NS 69:21 NS 67:34 3:44 NS
Region 05 NS NS NS NS NS NS
Region 06 NS NS 46:05 41:02 1:56 NS
Region 07 NS NS NS 40:55 6:49 NS
Region 08 NS NS NS 90:59 14:14 NS
Region 09 NS 52:54 NS 64:36 5:05 NS
Region 11 NS NS NS NS NS NS
Table 4: Regional — Guardianship Standard Times

' Where data is insufficient for a reliable standard time calculation, NS (not sufficient) is shown.
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Region 01/10 — Percentage of Time

Region 01/10 - Level 1 Percentage of Time - Specialists

Non Work
2.4%
Referral
17.1%

General Program
Related
24.1%

Guardianship
56.5%

Totals may not equal 100% due to rounding.

Figure 22: Region 01/10 — Level 1 Percentage of Time

Region 01/10 - Level 2 Percentage of Time - Specialists

APS
No Case Action 13.9%
Supervisory Activities 2.4%

0.0%

CPS
0.7%

Other
0.0%
Non Case Related
Activities
24.1%

Application Process
2.5%

Case Initiation
0.6%

Case Closure
0.2%

Legal Activities
5.4%

Institutional Case Mgmt
24.9%

Community Case Mgmt
25.4%

Totals may not equal 100% due to rounding.

Figure 23: Region 01/10 — Level 2 Percentage of Time
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Region 01/10 - Level 3 Percentage of Time - Specialists
Top 10 Activities
\
General Person Activities ‘ P17.5%
Monthly Contact ‘ 0.1%
Travel ‘ 10.1%
IMPACT/IGOR/Case Files | P 9.0%
A it J 8.9%
\
Email/Mail/Copying/Filing | J 81%
General Estate Issues P 7.4%
Conversing w/Co Workers 4.9%
Meetings/Presentations 3.3%
Consult 2.4%
I I I I [
0.0% 5.0% 10.0% 15.0% 20.0%
Figure 24: Region 01/10 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 01/10 — Standard Times
Referral APS CPS Other g AL
Process
Region 01/10 10:58 NS NS NS
Table 5: Region 01/10 — Referral Standard Times
Institutional | Community Case
: . Case Legal Case
Guardianship Initiation Case Case Management A cti\?iti es | Closure
Management | Management | Combined
Region 01/10 NS NS NS 48:44 5:15 NS

Table 6: Region 01/10 — Guardianship Standard Times
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Region 02 — Percentage of Time

Region 02 - Level 1 Percentage of Time - Specialists

Non Work
0.3% Referral
10.8%

General Program Related
16.8%

Guardianship
72.2%

Totals may not equal 100% due to rounding.

Figure 25: Region 02 — Level 1 Percentage of Time

Region 02 - Level 2 Percentage of Time - Specialists

. APS
Supervisory Activities No Case Action o0/ CcPS

0.0% 0.3% 1.0%

Non Case Related
Activities
16.8%

Case Closure
0.0%

Legal Activities
3.8%

Community Case Mgmt
32.0%

Other
0.0%

Application Process
0.8%

Case Initiation
0.0%

Institutional Case Mgmt
36.4%

Totals may not equal 100% due to rounding.

Figure 26: Region 02 — Level 2 Percentage of Time
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Region 02 - Level 3 Percentage of Time - Specialists
Top 10 Activities
\ \
IMPACT/IGOR/Case Files | | J) 23.8%
General Person Activities | ‘ P19.9%
Travel | P17.3%
Monthly Contact P 12.4%
Meetings/Presentations ) 8-9L/o
Initial Research 3.79
Service Plan 3.0%
General Estate Issues 2.7%
Travel Voucher 1.2%
Other Court Documents 1.1%
I I I I I [
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 27: Region 02 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 02 — Standard Times
Referral APS CPS Other Application
Process
Region 02 NS NS NS NS
Table 7: Region 02 — Referral Standard Times
Institutional | Communit Case
. . Case y Legal Case
Guardianship Initiation Case Case Management Activities | Closure
Management | Management | Combined
Region 02 NS NS NS 65:41 3:39 NS

Table 8: Region 02 — Guardianship Standard Times
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Region 03 — Percentage of Time

Region 03 - Level 1 Percentage of Time - Specialists

Non Work
1.6%

Referral
14.5%

General Program
Related
18.0%

Guardianship
65.9%

Figure 28: Region 03 — Level 1 Percentage of Time

Region 03 - Level 2 Percentage of Time - Specialists

APS
9.3% CPS
1.7%

No Case Action
Supervisory Activities 1.6%
0.0%

Other
1.5%

Non Case Related
Activities
18.0% Application Process

2.0%

Case Closure

1.3% Case Initiation

0.8%

Legal Activities

5.5%
Institutional Case Mgmt

24.4%

Community Case Mgmt
33.9%

Figure 29: Region 03 — Level 2 Percentage of Time
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Region 03 - Level 3 Percentage of Time - Specialists
Top 10 Activities
[
General Person Activities ‘ P17.9%
IMPACT/IGOR/Case Files | p13.1%
Monthly Contact ‘ P12.1%
Travel ‘ ' 9.1%
General Estate Issues | J 7.6%
Email/Mail/Copying/Filing P 72%
Assessment 4.3%
Other Activities
Consult
Initial Research
I I I
0.0% 5.0% 10.0% 15.0% 20.0%
Figure 30: Region 03 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 03 — Standard Times
Referral APS CPS Other AL
Process
Region 03 10:25 NS NS NS
Table 9: Region 03 — Referral Standard Times
Institutional | Community Case
. . Case Legal Case
Guardianship Initiation Case Case Management Acti\?ities Closure
Management | Management | Combined
Region 03 NS NS NS 80:37 7:38 NS

Table 10: Region 03 — Guardianship Standard Times
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Region 04 — Percentage of Time

Region 04 - Level 1 Percentage of Time - Specialists

Non Work
4.0% Referral

11.4%

General Program

Related
12.9%

Guardianship
71.8%

Totals may not equal 100% due to rounding.

Figure 31: Region 04 — Level 1 Percentage of Time

Region 04 - Level 2 Percentage of Time - Specialists

APS
No Case Action 8.8% CPS

4.0% 2.5% Other
0.0%

Supervisory Activities
0.0%

Non Case Related
Activities
12.9%

Application Process
0.1%

Case Closure

0.0% Case Initiation

0.0%

Legal Activities
3.8%

Community Case Mgmt

17.2% T
° Institutional Case Mgmt

50.7%

Figure 32: Region 04 — Level 2 Percentage of Time
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Region 04 - Level 3 Percentage of Time - Specialists
Top 10 Activities
\ \ L
IMPACT/IGOR/Case Files | | JJ 20.5%
General Person Activities ‘ ‘ p19.9%
Travel ‘ J15.9%
Monthly Contact J 10.7%
Initial Research
Training
Email/Mail/Copying/Filing
Assessment
Other Business
Annual Report
I I I I
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 33: Region 04 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 04 — Standard Times
Referral APS CPS Other Gl
Process
Region 04 NS NS NS NS
Table 11: Region 04 — Referral Standard Times
Institutional | Communit Case
. . Case y Legal Case
Guardianship Initiation Case Case Management Activities Closure
Management | Management | Combined
Region 04 NS 69:21 NS 67:34 3:44 NS

Table 12: Region 04 — Guardianship Standard Times
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Region 05 — Percentage of Time

Region 05 - Level 1 Percentage of Time - Specialists

Non Work Referral
0.8% 5.6%

General Program
Related
17.5%

Guardianship
76.1%

Figure 34: Region 05 — Level 1 Percentage of Time

Region 05 - Level 2 Percentage of Time - Specialists
APS
43% _CPS

Other

No Case Action 0.0%

S| i Activiti
upervisory Activities 0.8%

0.1%
Application Process

Non Case Related 0.4%

Activities

17.4% Case Initiation

0.2%

Case Closure
2.2%

Institutional Case Mgmt
44.9%
Legal Activities
10.5%

Community Case Mgmt
18.3%

Totals may not equal 100% due to rounding.

Figure 35: Region 05 — Level 2 Percentage of Time
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Region 05 - Level 3 Percentage of Time - Specialists
Top 10 Activities
‘ _
IMPACT/IGOR/Case Files | J24.3%
General Person Activities | p12.8%
Monthly Contact P12.4%
Email/Mail/Copying/Filing 6.5%
Travel 6.1%
Service Plan
Meetings/Presentations
Other Court Documents
General Estate Issues
Annual Report
I I I I
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 36: Region 05 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 05 — Standard Times
Referral APS CPS Other Gl
Process
Region 05 NS NS NS NS
Table 13: Region 05 — Referral Standard Times
Institutional | Communit Case
. . Case y Legal Case
Guardianship Initiation Case Case Management Activities Closure
Management | Management | Combined
Region 05 NS NS NS NS NS NS

Table 14: Region 05 — Guardianship Standard Times
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Region 06 — Percentage of Time

Region 06 - Level 1 Percentage of Time - Specialists

Non Work Referral
3.8% 6.2%

General Program
Related
25.6%

Guardianship
64.5%

Totals may not equal 100% due to rounding.

Figure 37: Region 06 — Level 1 Percentage of Time

Region 06 - Level 2 Percentage of Time - Specialists
APS

4.7% CPS Other

0.0%

No Case Action
3.8%

Supervisory Activities
0.6% Application Process

0.6%

Case Initiation
1.6%

Non Case Related
Activities
25.0%

Institutional Case Mgmt
23.6%

Case Closure
0.8%

Legal Activities
2.8%

Community Case Mgmt
35.7%

Figure 38: Region 06 — Level 2 Percentage of Time
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Region 06 - Level 3 Percentage of Time - Specialists
Top 10 Activities
\ \ \ \
General Person Activities ‘ ‘ ‘ JJ 20.9%
IMPACT/IGOR/Case Files | | J16.6%
Travel ‘ ‘ P1a.8%
Training ‘ ) 13.6%
Monthly Contact J 8.8%
Email/Mail/Copying/Filing
Break
General Estate Issues
Annual Report
Initial Research
I I I I
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 39: Region 06 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 06 — Standard Times
Referral APS CPS Other Gl
Process
Region 06 NS NS NS NS
Table 15: Region 06 — Referral Standard Times
Institutional | Community Case
. . Case Legal Case
Guardianship Initiation Case Case Management Acti\?ities Closure
Management | Management | Combined
Region 06 NS NS 46:05 41:02 1:56 NS

Table 16: Region 06 — Guardianship Standard Times
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Region 07 — Percentage of Time

Region 07 - Level 1 Percentage of Time - Specialists

Non Work
0.2%

General Program
Related
19.6%

Referral
32.1%

Guardianship
48.1%

Figure 40: Region 07 — Level 1 Percentage of Time

Region 07 - Level 2 Percentage of Time - Specialists

Supervisory Activities No Case Action APS
0.5% 0.2% 18.9%

Non Case Related

Activities
19.2%
Case Closure CPS
0.1% 4.5%
Other
Legal Activities 0.3%

6.7%

Application Process
8.4%

Case Initiation
1.0%
Community Case Mgmt
30.3%
Institutional Case Mgmt
10.0%

Totals may not equal 100% due to rounding.

Figure 41: Region 07 — Level 2 Percentage of Time
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Region 07 - Level 3 Percentage of Time - Specialists
Top 10 Activities
L
IMPACT/IGOR/Case Files Jj20.7%
General Person Activities Jjo.4%
Monthly Contact J 8.6%
Application 71%
Training 6.9%
Initial Research 6.1%
Meetings/Presentations 5.9%
Assessment
General Estate Issues
Other Court Documents
I I I I
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 42: Region 07 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 07 — Standard Times
Referral APS CPS Other AL
Process
Region 07 NS NS NS NS
Table 17: Region 07 — Referral Standard Times
Institutional | Communit Case
. . Case y Legal Case
Guardianship Initiation Case Case Management Activities Closure
Management | Management | Combined
Region 07 NS NS NS 40:55 6:49 NS

Table 18: Region 07 — Guardianship Standard Times
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Region 08 — Percentage of Time

Region 08 - Level 1 Percentage of Time - Specialists

Non Work
0.8%

Referral
7.6%

General Program
Related
18.4%

Guardianship
73.2%

Figure 43: Region 08 — Level 1 Percentage of Time

Region 08 - Level 2 Percentage of Time - Specialists
APS
No Case Action 4 79,

0.8% Other

0.1%

Supervisory Activities
0.1% Application Process

2.1%
Non Case Related
Activities
18.4%

Case Initiation
0.7%

Case Closure

0.3% Institutional Case Mgmt

11.4%

Legal Activities
9.8%

Community Case Mgmt
50.9%

Figure 44: Region 08 — Level 2 Percentage of Time
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Region 08 - Level 3 Percentage of Time - Specialists
Top 10 Activities
General Person Activities J16.6%
IMPACT/IGOR/Case Files p14.6%
Travel p11.9%
General Estate Issues P 11.3%
Monthly Contact P 8.2%
Training P 7.0%
Email/Mail/Copying/Filing 5.5%
Other Court Documents
Consult
Annual Report
I I
0.0% 5.0% 10.0% 15.0% 20.0%
Figure 45: Region 08 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 08 — Standard Times
Referral APS CPS Other Application
Process
Region 08 7:01 NS NS NS
Table 19: Region 08 — Referral Standard Times
Institutional | Community Case
. . Case Legal Case
Guardianship Initiation Case Case Management Acti\?ities Closure
Management | Management | Combined
Region 08 NS NS NS 90:59 14:14 NS

Table 20: Region 08 — Guardianship Standard Times
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Region 09 — Percentage of Time

Region 09 - Level 1 Percentage of Time - Specialists

Non Work
2.3%

Referral
71%

General Program
Related
24.1%

Guardianship
66.4%

Totals may not equal 100% due to rounding.

Figure 46: Region 09 — Level 1 Percentage of Time

Region 09 - Level 2 Percentage of Time - Specialists

APS

Other
0.1%

No Case Action
2.3%

Application Process

. A 2.0%
Supervisory Activities

0.0%

Case Initiation
Non Case Related 0.5%
Activities

24.1%

Case Closure
0.4%

Institutional Case Mgmt

Legal Activities
44.5%

4.8%

Community Case Mgmt
16.2%

Figure 47: Region 09 — Level 2 Percentage of Time
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Region 09 - Level 3 Percentage of Time - Specialists
Top 10 Activities
[ [
IMPACT/IGOR/Case Files | | J)23.4%
General Person Activities ‘ i1 6.5%
Travel P12.6%
Email/Mail/Copying/Filing P 81%
Monthly Contact P 7.8%
Training 6.5%
Service Plan
General Estate Issues
Assessment
Conversing w/Co Workers
I I I [
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 48: Region 09 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 09 — Standard Times
Referral APS CPS Other AL
Process
Region 09 NS NS NS NS
Table 21: Region 09 — Referral Standard Times
Institutional | Communit Case
. . Case y Legal Case
Guardianship Initiation Case Case Management Activities Closure
Management | Management | Combined
Region 09 NS 52:54 NS 64:36 5:05 NS

Table 22: Region 09 — Guardianship Standard Times
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Region 11 — Percentage of Time

Region 11 - Level 1 Percentage of Time - Specialists

Non Work
1.1%

Referral
2.4%

General Program
Related
35.8%

Guardianship
60.8%

Totals may not equal 100% due to rounding.

Figure 49: Region 11 — Level 1 Percentage of Time

Region 11 - Level 2 Percentage of Time - Specialists

CPS
APS 0.1%
2.0%

Other
0.0%

Application Process
0.3%

No Case Action
1.1%

Case Initiation

Supervisory Activities 0.1%

1.3%

Institutional Case Mgmt
22.9%
Non Case Related
Activities
34.4%

Community Case Mgmt
22.5%
Case Closure
0.0%

Legal Activities
15.3%

Figure 50: Region 11 — Level 2 Percentage of Time

52



Region 11 - Level 3 Percentage of Time - Specialists
Top 10 Activities
[ [
General Person Activities ‘ ‘ P23.1%
Travel p16.8%
Policy Study P 81%
Monthly Contact P 7.8%
IMPACT/IGOR/Case Files 6.8%
Email/Mail/Copying/Filing 6.4%
Other Activities
Other Court Documents
Training
Attorney Consult
I I I I
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%
Figure 51: Region 11 — Level 3 Percentage of Time
e Appendix F provides a summary of all Level 3 activities for the region.
Region 11 — Standard Times
Referral APS CPS Other AL
Process
Region 11 NS NS NS NS
Table 23: Region 11 — Referral Standard Times
Institutional | Communit Case
. . Case y Legal Case
Guardianship Initiation Case Case Management Activities Closure
Management | Management | Combined
Region 11 NS NS NS NS NS NS

Table 24: Region 11 — Guardianship Standard Times
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LIMITATIONS

As used in this report, standard times indicate the average amount of time Specialists spent completing a
particular product, not how much time the product should have taken to complete.

A standard time was reported only for Level 1 and Level 2 combinations where sufficient data was
available to calculate a time with statistical reliability. Where time samples collected, or products
completed within a Level 1 and Level 2 combination were insufficient for a reliable calculation, a standard
time was not listed.

To maintain statistical reliability, PWM calculates standard times on Level 1 and Level 2 combinations
with a product count of thirty (30) or more."" Standard times for unreported combinations can be provided
upon request, but without the level of statistical reliability as standard times presented within the report.

As a result of a financial audit recommendation, the Guardianship program was required to make
substantive changes to the fiscal operation of the program during the study. Extensive training and case
reviews interrupted the normal flow of work beginning September 12" through October 31%. Study
participants affected by these changes received special WMS instruction to use Level 3 activities
“training” and “policy study” for financial audit work.

The Guardianship program’s automated tracking system, “Information for Guardianship On-Line
Resource” (IGOR), encountered technical problems during the WMS. |IGOR data files became corrupted
and had to be reconstructed and moved to a new server. Consequently, the integrity of the IGOR data
was compromised despite efforts by program to correct missing and corrupted data. IGOR was used for
providing the product count.

RECOMMENDATIONS

To better inform agency leadership of the effects of major initiatives and address seasonal concerns, it is
recommended that work measurement studies be conducted on a continuous basis.

To improve the Performance and Workload Measurement unit’s ability to provide future targeted work
measurement study assistance, it is recommended that the Guardianship program provide a six-month
feedback report on the use and benefits of the current study.

"' Statistical research has demonstrated that as the sample size approaches or exceeds thirty (30) the distribution of the means
moves closer to the norm. Accordingly, to publish statistically reliable standard times PWM has established a product count of thirty
(30) as the threshold for reporting.
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Appendix A — Basic Study Statistics — Guardianship Specialists

Data collected by Guardianship Specialists served as the basis for calculating standard times.

Basic study statistics for Specialists are presented in the following table:

There were forty-seven (47) full-time equivalent (FTE) Guardianship Specialist positions available at the
start of the WMS.

Average number of hours on study: 107.3
Average number of beeps per hour: 2.4
Length of study in weeks (8 hr/day, 5 day/week): 2.7
Population: 47
Number of participants’ 44
Participation rate: 93.6%

Table 25: Basic Study Statistics

There were forty-one (41) Specialists employed at the beginning of the study.

Five (5) Specialists separated from the program during the study period; four (4) of the separating
employees completed the WMS.

Nine (9) Specialists were hired during the study period; four (4) of the new-hires completed the

All Specialists hired between 7/1/06 and 11/1/06 participated in the WMS.
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Appendix B — Guardianship Supervisor Data

Basic Study Statistics

Average number of hours on study: 106.1

Average number of beeps per hour: 2.4

Length of study in weeks (8 hr/day, 5 day/week): 2.7

Population: 10

Number of participants’ 9

Participation rate: 90.0%
Table 26: Basic Study Statistics — Supervisor

There were nine (9) Supervisors employed at the beginning of the study:

e One (1) Supervisor separated from the program during the study period prior
to participation in the WMS.

e One (1) Specialist was promoted to Supervisor during the study period and
completed the WMS as a Supervisor.

The vacancy created by the Specialist promoted to Supervisor was not filled in time for the new employee
to participate in the WMS.

Data Summary

Supervisors and Specialists collected 13,169 total time samples during the WMS, with Supervisors
collecting 2,272 samples for 17.3% of the total.

Calculated within the 2,272 time samples collected by Supervisors:

e General Program Related encompassed 78.3% of Supervisor time.

e Guardianship accounted for 14.1% of Supervisor time.

e Referral comprised 5.2% of Supervisor time.

e Non Work made up 2.4% of Supervisor time.
Guardianship Supervisors were not expected to maintain ongoing case loads but were included in the
WMS data gathering process because supervisors occasionally must maintain or manage a case load
due to vacancies. Additionally, program management desired data regarding certain supervisory

activities.

For accuracy, the percentage of case work conducted by supervisors was factored into the standard
times calculated for Guardianship Specialists (see page 9).
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Level 1 Percentage of Time - Supervisors

Non Work Referral
2.4% 5.2%

Guardianship
14.1%

General Program
Related
78.3%

Figure 52: Level 1 Percentage of Time — Supervisors

Level 2 Percentage of Time - Supervisors
Application Process

Other
cPs 0.6%

13% \0-2%

APS

3.2% Case Initiation

0.7% Institutional Case Mgmt

No Case Action 3.2%

2.4%
Community Case Mgmt
5.4%

Legal Activities
4.5%

Case Closure
0.3%

Supervisory Activities
44.7%
Non Case Related
Activities
33.6%

Totals may not equal 100% due to rounding.

Figure 53: Level 2 Percentage of Time — Supervisors
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Level 3 Percentage of Time - Supervisors
Top 10 Activities

[
Supervisory Consult ‘ ' 23-8LA’
Email/Mail/Copying/Filing Pri.7%
Caseload Management 10.4%
Travel i 7.7%
Quality Assurance
Supervisor AccessHR
IMPACT/IGOR/Case Files
Meetings/Presentations
Training
General Person Activities
0.0% 5.0% 10.5% 15.5% 20.5% 25.5%
Figure 54: Level 3 Percentage of Time — Supervisors
Remaining Level 3 Activities
Activity Percent | Activity Percent
Conversing w/Co Workers 2.7% | In Court 0.4%
Consult 1.9% | In House Consult 0.4%
Run Reports 1.7% | Application 0.4%
Policy Study 1.6% | Personal AccessHR Issues 0.3%
Attorney Consult 1.4% | Monthly Contact 0.3%
Other Business 1.3% | Annual Accounting 0.3%
Other Activities 1.2% | Inventory 0.3%
Individual Meetings 1.2% | Annual Report 0.2%
Other Court Documents 1.1% | Initial Service Plan 0.2%
Break 1.1% | Placement & Benefits 0.2%
Referral Review 1.0% | Service Plan 0.1%
Initial Research 0.7% | Legal Consultation 0.1%
Assessment 0.7% | Notice & Service 0.1%
DFPS Consult 0.6% | Notice & Allowance 0.0%
Travel Voucher 0.5% | Annual Review 0.0%
General Estate Issues 0.5%
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General Program Related — Level 2 Percentage of Time — Supervisors

Figure 52 showed that WMS data collected from Supervisors indicated that 78.3% of work performed by
Supervisors occurred in the Level 1 category of General Program Related.

The following information provides analysis of this specific area of supervisory activities.

Within General Program Related, the percentage of Supervisor time was divided between the following
Level 2 categories:

e Supervisory Activities accounted for 57.1% of Supervisor time.
¢ Non Case Related Activities comprised 42.9% of Supervisor time.

Figure 55 provides the percentage of time spent within General Program Related for Supervisors.

General Program Related - Level 2 Percentage of Time - Supervisors

Non Case Related
Activities
42.9%

Supervisory Activities
57.1%

Excludes Referral, Guardianship &
Non Work observations from calculation.

Figure 55: General Program Related — Level 2 Percentage of Time — Supervisors

The following page provides analysis of the percentage of time spent in specific Level 3 activities for each
of the preceding Level 2 categories depicted in Figure 55.
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General Program Related - Non Case Related Activities by Level 3 Activity - Supervisors
34.9%

35.0%

25.0%

Totals may not equal 100% due to rounding.

Figure 56: General Program Related — Non Case Related Activities by Level 3 Activity — Supervisors

General Program Related - Supervisory Activities by Level 3 Activity - Supervisors

Totals may not equal 100% due to rounding.

Figure 57: General Program Related — Supervisory Activities by Level 3 Activity — Supervisors
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Appendix C — PDA Orientation PowerPoint Presentation

Slide 1

Slide 2

Slide 3

X, “TEXAS

Department of Aging
and Disability Services

Guardianship
Work Measurement Study

210]0]5)
“PDA Orientation”

Performance & Workload Measurement
Office of Budget & Data Management Services I

WMS Purpose

The Work Measurement Study (WMS) determines the amount
of time spent on various guardianship activities.

WMS results are used by Guardianship management
and DADS budget staff to:
» assess the amount of time spent in various activities,

» evaluate the impact of program and policy changes
on guardianship activities,

» develop the Legislative Appropriations Request (LAR),
* and, equitably distribute agency resources.

)

PDA Orientation

You have been scheduled for a WMS telephone trainin
session with a PWM analyst. =

You should have received:

» Personal Digital Assistant (PDA),
» PDA Cradle Charger, and

» Study Instruction Booklet.

The PDA is the device you will use to collect all of your
WMS study data. Completing the following presentation

prior to your training session will provide you with a basic
understanding of the WMS data collection process.




Slide 4

Slide 5

Slide 6

PDA Orientation

The following demo provides an improvised “real-time”
example of how to make entries for the WMS.

With some variation due to revision, the demo displays the
PDA selection screens and selection process as they
appear in the WMS.

The demo has pre-set selections; clicking on selection
choices other than what the example requests will not alter
the following screens.

Use your mouse cursor to make the selections.

Turning on the PDA

Move your cursor
over the “Power
Button” and click to
turn on the PDA.

NOTE: The demo has pre-set selection entries and will only
produce responses matching the examples.

Starting the Study

Move your cursor
over the “SamplePro
Icon” and click to
initiate the study
software.
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Slide 7

Slide 8

Slide 9

Entering Your User ID

ASHORTLEVELS.

G

Move your cursor
over the “Keyboard
Icon” and click to
bring up the PDA
keyboard.

[Work Measurement!

In this example, the
User ID is “abcd”

Move your cursor
over the keyboard
and click the keys to

enter your “User ID”

Your study instruction

booklet will provide
your “User ID.”

agn

[alv[e[ T [u]io[p] « |

[91[al: o] ]
ol

Move your cursor
over the keyboard

and click the keys to
enter your “User ID”

ap”




Move your cursor
over the keyboard
and click the keys to
enter your “User ID”

“gr

Slide 10

Move your cursor
over the keyboard
and click the keys to
enter your “User ID”

“dr

Slide 11

Move your cursor
over the “Done”
button and click to
enter your “User ID.”

Slide 12




Move your cursor
over the “Continue”
button and click to
complete sign on.

Slide 13

WorkMeasurement I
er Ref

4SHORTLEVELS

Signing on to the Study

Slide 14

User Ret: zbee IS

Move your cursor
over the “Start Study”
button and click to
begin the study.

“Sound” is the
default setting that
emits a beep for
sample alerts.

“LED” is reserved for
attending court
hearings.

Slide 15

Sound and/or Buzz

There are three options on how you want the PDA to signal.
You may choose a combination of these options.

Sampling in Progress NN

‘Samplingin Progress - Flease wait

Lunch/Leave/Travel/Court

“Buzz” causes the
PDA to silently
vibrate for sample
alerts.

Click “Buzz.”




Slide 16

Slide 17

Slide 18

mpling in Progress

S5 i

Sampling in Progress I

The “Sampling in
Progress” screen is
the primary screen

‘Somplingin Progress - Please wait

where you wait for To simulate a
sample alerts. “Sampls Alert”
Once you are on this click anywhere
screen you have
started the study. on the screen.

Resume your work

duties and wait to

respond to sample
alerts.

ampling

lease return to the data collction
screen and make your sompling
entries os required.

Click “OK” to
respond to the
sample alert and go
to the Level 1 menu
choices.

Level 1

Menu Choices

st £
For this example, 4sHORTLE _09:33 I
click “Referral” to
make your Level 1

study entry.

Your training
instruction booklet will
contain all level menu
choices.

NOTE: The demo has pre-set selection entries and will only
produce responses matching the examples.




Slide 19

Slide 20

Slide 21

Level 2

For this example,
click “Application
Process” for your
Level 2 selection.

Menu Choices

Level 3

Menu Choices

For this example,
click “Notice &
Service” for your
Level 3 selection.

. £

4sHORTLE _09:35 I
[FeFERRAL
RO FRoGEs |

TCRTION

LEGAL CONSULTRTION

NOTICE AND SERVICE

DOCUMENT RESULTS

Selection Summary

Normally, you will only need to correct
one or two levels. In this example,

Correction

4SHORTLE

[FRPLICRTION PROCESS
[NOTICE NG SERVICE

you will be changing all entries.

To make a correction,
click the first level
entry to re-display
the menu choices.

For this example,
click “Referral” to re-
display menu
choices.
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Slide 22

Slide 23

Slide 24

Level 1

Menu Choices

asHoRTLE _ 09:37 I |

For this example,
click “Guardianship™
for your corrected
Level 1 selection.

Level 2

Menu Choices

For this example,
click “Institutional
Case Mgmt” for your
corrected Level 2
selection.

Level 3

Menu Choices

For this example,
click “General
Person Activities” for
your Level 3
selection.




Slide 25

Slide 26

Slide 27

Level Summary

Enter Selections

For this example,
click “OK” to enter
your corrected
selections.

You have 6 minutes
to respond to an
alert.

If you do not respond
to the alert within 5
minutes, you get a

“one-minute
warning“ signal.

Click “OK” to
continue.

aroy Warnin,

lease return o the man nput
screen and moke your sampling
entries asrequires

o actionis tokenin 1 minute the
anpe tming wil ontinue.

If you fail to
respond after
the “one minute
warning” you
will receive one
final series of
beeps to let you
know you
missed a
sample alert.

Once you’ve entered
your selections, you
will return to the
“Sampling in
Progress” screen to
await the next sample
alert.

‘Sampling in Progress I
Sompling in Progress - lease woit

Lunch/Leave/Travel/Court

®sond  OLD  Bfeuz

Syt J w:

Repeat these steps with each sample alert.

)




Slide 28

Slide 29

Slide 30

Lunch, Leave, Travel & Court

There are four instances where you will ignore the sample
alerts you receive:

» when you are on your lunch break;

» when you are on leave during the day (but will return);
« when you are traveling in a car or plane; and,

« when you are in court.

You will enter and receive credit for the missed Travel and
Court sample alerts through the entry screens discussed in

the following pages.

Lunch, Leave, Travel & Court

The following screens provide an improvised “real-time”
example of how you will make your lunch, leave, travel and
court entries for the work measurement study.

With minor variations due to final revision, the demo will
display the selection screens and selection process as you
will see them on your own PDA.

The demo has pre-set selections; clicking on selection
choices other than what the example requests will not alter

the following screens.

Lunch/Leave/Travel/Court

Click on the
“Lunch/Leave/Travel/Court”
button to make these
entries.
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Slide 31

Slide 32

Slide 33

Activity Log: ThuMay 4,2006 I

If this is the first entry
of the day, the
“Activity Log” will be
blank.

Click on the “New”
button to access the
selection menu.

Click on the “Lunch”
selection to make a
lunch entry.

If your selection is not
visible, use the “scroll
bar” to reveal more
choices.

Lunch Entry
12:30 PM until 1:30 PM

For this example, click
on the “12P” to enter
the “hour” portion of

the lunch “Start Time”

entry.

The highlighted sections
indicates where the cursor
selection will make the entry.




Slide 34

Slide 35

Slide 36

Lunch Entry

12:30 PM until 1:30 PM

For this example, click
on the “30” to enter
the “minutes” portion
of lunch “Start Time.”

Lunch Entry
12:30 PM until 1:30 PM

Click on the “End
Time” box to make the
entries for the end of
lunch.

Lunch Entry

12:30 PM until 1:30 PM

The highlighted sections
indicates where the cursor
selection will make the entry.

For this example, click
on the “1” to enter the
“hour” portion of
lunch “End Time.”




Slide 37

Slide 38

Slide 39

Lunch Entry

12:30 PM until 1:30 PM

Click on the “30” to
enter the “minutes”
portion of lunch “End

Time.”
Lunch Entry
12:30 PM until 1:30 PM
After checking that
selections are
correct, click the
“OK” button to
submit the entries.
Lunch Entry
12:30 PM until 1:30 PM
The “Activity Log” is Activity Log: Thu May 4, 2006 l
now updated to {IE3pm=0T30 prLamr
include the entry.
Click the “Save”

button to conclude
the “Lunch” entry.
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Click on the
“Lunch/Leave/Travel/Court”
button to make a travel
entry.

Slide 40

Activity Log

Notice the prior lunch
entry is now shown in
the “Activity Log.”

T230 pr- 0130 pr Lunch

Click on the “New”
button to access the

selection menu. \@
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Lunch/Leave/Travel/Court Menu

Click on the “APS
Referral Travel”
selection to make a
travel entry.

Slide 42
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Slide 44

Slide 45

Travel Entry

2:50 PM until 3:20 PM

For this example, click
on the “2” to enter the
“hour” portion of the
lunch “Start Time”
entry.

The highlighted sections
indicates where the cursor
selection will make the entry.

Travel Entry
2:50 PM until 3:20 PM

For this example, to
get to the “50” you
must use the “scroll
m bar” to move the
choices down. Click
the “scroll bar.”

Travel Entry
2:50 PM until 3:20 PM

For this example, click
on the “50” to enter
the “minutes” portion
of the travel “Start

Time” entry.
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Slide 48

Travel Entry

Click on the “End
Time” box to make the
entries for the end of
travel.

2:50 PM until 3:20 PM

Travel Entry
2:50 PM until 3:20 PM

For this example, click
on the “3” to enter the
“hour” p
travel “End Time.”

The highlighted sections
indicates where the cursor
selection will make the entry.

Travel Entry

2:50 PM until 3:20 PM

Click on the “20” to
enter the “minutes”
portion of travel “End
Time.”
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Slide 50
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Travel Entry

2:50 PM until 3:20 PM

A Thu May 4,

After checking that
selections are
correct, click the
“OK” button to
submit the entries.

Travel Entry
2:50 PM until 3:20 PM

The “Activity Log” is 2
now updated to 230 prn - 0130 prn Lunch.

include the entry.

0250 o - 0320 prn Referral Tra

Click the “Save”
button to conclude
the “Travel” entry.

Once you’ve entered
your selections, you
will return to the
“Sampling in
Progress” screen to

Sompling in rogress - lease wait

await the next sample Th.at is Ia” thgre is
alert. to it. With a little
practice, maki_ng
Ssons DL the study entries
= will be quick and
easy.
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Slide 53

Slide 54

You should be
signed on to the
study as long as

you are on “state
time” and
working.

End your study at
the end of your
work day.

Signing Off of the Study

Click the “Exit Study”
button to initiate the

end of the study day.

Signing Off of the Study

Click the “End Study”
button to exit the
study.

This is a critical step.

Signing Off of the Study

Click the “Power”
button to turn off the
PDA.




Slide 55

Slide 56

Be Sure to Recharge

Be sure to recharge
the PDA each night
using the charger
cradle or the sync
cable.

=)

You will get a chance to perform actual “hands on”
practice with the PDA during your training session
with the PWM analyst.

The training session will take approximately one (1)
hour to complete.

Contact the Performance and Workload
Measurement Unit for questions, refer to page 2 of
your study instruction booklet for contact
information.

workmeasurement@dads.state.tx.us
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Appendix D — Study Code Levels and Definitions

Guardianship Study Code Levels and Definitions

1

nd P rd . el
Level 2" Level Definition 3 Level Definition
Any referral originatin L Reviewing IMPACT records, interviewing collaterals;
frorYn APS, Cpsgor oth%r Initial Research creating/updating a record in IGOR & IMPACT.
source. Make this Assessment Prepare/conduct assessment; arrange/obtain CME.
selection throughout the - ; .
APS entire referral & In-House Consult Consult with supervisor/legal regarding an open referral.
CcPS .as.ts.elssmegt_ th:e for | DFPS Consult Consult with DFPS regarding a PENDING referral.
initial guardianships
Other referred. Including initial | Document Results Notify DFPS & update IMPACT/IGOR & case file.
—_ research, assessment, Pre f ith CPS & or APS Ive i lated
o ; . pare for or meet wit or to resolve issues related to
= 'éravel, co?stgltatlgn, Referral Review completed referral.
Qo ocumentation, " . CPS Only: participate in transition planning before obtainin
'g:', referral review. AQOC Transition Planning guardianghiF;). P P 9 9
All actions pertaining to | Application Prepare application for guardianship hearing.
the legal proceedings to c Twith DADS/local g heari ish
establish DADS as legal | Legal Consultation onsu t W|t_ attorney [ /local] regarding hearing to establis
Aoplication guardian. Including guardianship. - - — —
P:)c?cess filing the application, Notice & Service Prepare legal notices, publish notice in paper, & ensure service is
consult, notice & made to collaterals.
service, hearing & oath,
court hearing, & Document Results Update IMPACT/IGOR & case file.
documentation.
- 2" Level Definition 3" Level Definition
Level
All initial (non-legal) Placement & Benefits Arrange placement, services or benefits for new ward.
case management Inventor Conduct physical inventory, file initial inventory, & arrange for
activities rglateq toa y safekeeping of ward’s personal property.
Case new g_uardlansh|p. Notice & Allowance Prepare/file notice to creditors or monthly allowance.
Initiation Including Placement &
Benefits through the Investment Plan Preparing & filing investment plan.
development, approval -
& implementation of a Document Results Update IMPACT/IGOR & case file.
Service Plan. Service Plan Develop, print & implement service plan for a new ward.
) Monthly Contact visit with ward (includes all activities conducted
All ongoing (non-legal) | Monthly Contact during contact: record reviews, etc.).
case management Change placement/benefits; pay bills; arrange for or purchase
activities for an existing items/services; calls from ward; medical decisions; report
. guardianshipinan General Person Activities | allegations of abuse, neglect or exploitation; respond to
Institutional | institutionalized setting emergencies, crisis, & unusual incidents; general problem solving;
or (e.g. Nursing Home, etc.
Community ICF/MR, State School, - - . -
o or State Hospital Only) IMPACT/IGOR/Case Files | Update IMPACT/IGOR,; enter case file information.
ﬁ Case or a community setting | Service Plan Run report, review & revise service plan for ward.
c Management | (e.g. All non-Institutional
) living arrangements, General Estate Issues Work on issues: sale of property; manage bank accounts/assets.
° including HCS, CBA, & , , , , , ,
] . ’ ’ Consult With Supervisor Consult with supervisor/state office regarding a ward.
3 other waiver
o placements). Annual Review Annual of case to determine successor guardian availability or
availability of less restrictive alternative.
All legal activities related | Annual Report Prepare annual report to submit to court.
to an ongoing ward.
Legal Including Annual Report, | Annual Accounting Prepare annual accounting to submit to court.
Activities Annual Accounting, Other Court Documents Prepare documents for court hearings for current wards.

court documents, legal
consult, court hearings,
& travel.

Attorney Consult

Consult [DADS/local] regarding annual reports, accountings,
hearings, & general case information.

Case Closure

All case management
activities related to the
closure of a case.
Including funeral
arrangements, account
closures, consult, court
appearance, final report
& account, & travel.

Arrange/Attend Funeral

Arrange/attend funeral services, notify family, placement or
government benefit agencies of death.

Close Accounts

Close accounts & dispose of ward’s property.

Consult

Consult with supervisor or attorney.

Final Report

Prepare & file the final report.

Final Accounting

Prepare & file the final accounting.

Update IMPACT/IGOR

Document actions & close record in IMPACT/IGOR.
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nd P rd . el
Level 2" Level Definition 3 Level Definition
Traini Attend DADS or other training/conference such as Word, Excel, or
raining
other computer systems.
. . . - Email, general correspondence, copying & filing not related to
Email/Mail/Copying/Filing specific case.
Policy Study Review handbook or other policy related materials.
s All other activities not Run Reports Run reports in IGOR or IMPACT.
P related to a specific Asking/ ] v h ST lated)
= referral or quardianshi . sking/answering coworker or another person’s (non-case relate
8 | Non-Case gu: P | Conversing w/Coworkers questions. Also any mentoring of staff.
[) Related case. Including reading ! ; i i
o elalec emails, policy study, Includes unit/general staff, supervisor, service providers or
g | Activities reports, filing, meetings, | Meetings/Presentations placement meetings unrelated to a specific ward. Also
% presentations’ Bl’esel’;t:tlons ﬁgatrllmpatlon n WOI’kgT(?u]E)S. = I
S AccessHR, etc. Personal AccessHR se of Access 0 manage personal information, e.g. leave,
a benefits, etc.
= Individual Meeting Meeting/discussion related to job performance.
E Travel Voucher Preparation & submittal of travel voucher.
8 Other Activities All other non-case related work unlisted elsewhere.
Performing duties in a Caseload Management Manage, monitor, & assign caseloads.
supervisory capacity: - -
Supervisory | managing caseloads, Consult Consult with GS/Attorney/SO regarding ward.
Activities consult re: ward, case | quality Assurance Case reading & other QA activities.
reading/QA activities, or
AccessHR. Supervisor AccessHR Use AccessHR for supervisory tasks.
PE
1 2" Level Definition 3" Level Definition
Level
Break Other than lunch.
c X No Case Break, personal .
o O Action business, & time spent | Working On Study Working on study (i.e. speaking with PWM staff).
zZ= with PWM staff on study. : , ,
Other Business Other personal business (i.e. personal phone calls, etc.).

Lunch/Leave/Travel/Court

1st/2nd Level

Entry Selection

Description

Lunch Time taken for lunch.
Annual, sick, or other leave during the middle of the work day. Only record this leave if you plan
Leave to return to work the same day. For leave at the beginning of the work day start your study when

you arrive, for leave at the end of the day, end your study when your leave begins.

Referral Travel

APS Referral Travel

Travel to & from a capacity assessment or CME.

CPS Referral Travel

Travel to & from a capacity assessment or CME.

Other Referral Travel

Travel time to & from a capacity assessment or CME.

Application Travel

Travel to & from court hearing to establish guardianship.

Referral Transport
Ward

Referral Transport Ward

Travel related to transporting a ward to & from appointments or other business. Prior to
established guardianship.

Case Initiation Travel

Travel to arrange placement, services, benefits, or conduct inventory for a new ward.

Institution Case Mgmt Travel

Travel for monthly contacts & all business related to institutional-based wards.

Community Transport Ward

?uard|ansh|p Community Case Mgmt Travel for monthly contacts & all business related to community-based wards.
ravel Travel
Legal Activities Travel Travel to & from court hearing for existing guardianships.
Case Closure Travel Travel related to any case closure activities.
Guardianship Institution Transport Ward g;?t\i/%.transportmg a ward to & from appointments or other business. Ward is in an institutional
Transport Ward Travel transporting a ward to & from appointments or other business. Ward is in a community

setting.

Referral Court

Referral Hearing/Oath

Attend court hearing to establish guardianship &/or take oath. Do not include travel.

Guardianship
Court

Legal Activities/In Court

Attend court hearings for existing guardianships. Do not include travel.

Case Closure/In Court

Attend court hearings related to termination of guardianship. Do not include travel.

General Program
Related

General Travel

Travel to & from training/meetings or conference or any non-case related travel.
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PURPOSE AND OVERVIEW

The Performance and Workload Measurement (PWM) unit of the Office of Budget and Data Management
is conducting the Guardianship Program work measurement study (WMS) at the request of the Chief
Financial Officer and the Assistant Commissioner for Access and Intake.

The purpose of the WMS is to provide statistically valid and reliable information about the amount of time
Guardianship Supervisors and Specialists spend performing various guardianship activities.

WMS results are used by managers to determine the impact of program and policy changes on
guardianship activities and budget analysts use the results in the development of the Legislative
Appropriations Request and in determining the equitable distribution of agency resources.

What is a work measurement study?

A WMS is a systematic, statistically valid method of gathering information about the
amount of time spent by staff on key functions and activities within the Guardianship
program.

Why conduct a work measurement study?

The results of the WMS yield an accurate picture of how time within the Guardianship
Program is spent for the period of the study. Budget staff can use the information to
determine workload associated with current caseloads and to determine the level of staff
needed to meet desired caseload demands.

What results are produced by work measurement studies?

The primary output of a WMS is the calculation of a “Standard Time.” A standard time is
the average time it takes to complete a specific process resulting in a quantifiable product
or unit of work. For example, the product may be the number of Monthly Contacts
completed, or the submission of completed Service Plans, Annual Reports, or Annual
Accountings.
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CONTACTS AND TROUBLESHOOTING ASSISTANCE

Performance & Workload Measurement Unit (PWM)
Office of Budget & Data Management

Department of Aging & Disability Services

701 W. 51 Street, W-421

Austin, TX 78751

Fax: (512) 438-4370

Contacts for:

e General Study Questions
e PDA Equipment

e PDA Use
Jan Amazeen, Lead Analyst (512) 438-3785
Rick Ash, Analyst (512) 438-5743
Tony Aragon, Analyst (512) 438-3909
Sonya Ruffin, Analyst (512) 438-4608

Or E-mail: workmeasurement@dads.state.tx.us

Please contact a Performance and Workload Measurement unit analyst for any hardware or
software problems and questions.
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WORK MEASUREMENT EQUIPMENT

e PDA HARDWARE

PALM m500 PDA

You will be using a Palm M500 for the study, your study package should include the following items
enclosed in protective bubble wrap:

-

Palm PDA Palm Power Cord Palm Synchronization
(AC Charger) Cradle

e You may also receive a sync/charger cable for
use in the car or with your PC. It allows you to
charge the PDA while in the car and to synch the
PDA without use of the cradle.

Palm Sync/Charger Cable

The power cord for the Palm should be attached to the cradle’s USB cord.

NOTE: Please retain the bubble wrap, shipping package, and shipping
form for returning your equipment upon completion of the study.
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PDA HARDWARE SETUP

1. Shut down your PC. It is important that your PC be off when you make the connections.

2. Plug the PDA synchronization cradle/cable into the USB port on the back of the PC as shown below
(Figure 1). Newer PC models may have the USB port located on the front panel (Figure 2).

The AC adapter connects directly to the cradle cable. Be sure to plug the AC adapter into an AC
current outlet after connecting the cradle to the PDA.

3. Power up the PC.

Figure 1

Figure 2

Newer PC’s may have USB
ports on the front panel.

AC Charger to Cradle Connection

Palm Cradle Installation

Note: The Palm Sync/Charger Cable connects to your desktop PC in the same manner as the Palm
Cradle (Figures 1 & 2).
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PDA MAINTENANCE

Charge the Palm PDA in the synchronization cradle or using the sync/charger
cable as shown below:

Be sure the AC Charger cable is connected
to the Cradle Cable and the AC Charger is
plugged into a wall outlet.

The stand-alone Sync/Charger Cable can be
used in your car with the Car Adapter or
plugged to the USB port of your PC.

Note: When charging the PDA, the PDA
Cradle does not have to be
connected to your computer.

Insert the PDA into the PDA Cradle as
shown.

The stand-alone Sync/Charger connects to
the PDA as shown.

Note: If you have inserted the PDA
correctly, you will hear a short beep
and see the On/Off button light up.

Remove the PDA from the PDA Cradle as
shown.

The PDA removes from the Sync/Charger by
squeezing the plug.

General Maintenance:

e Always use the stylus supplied with the PDA. Never use a pen, pencil, or other sharp object on
the surface of the PDA screen.

e The PDA is not waterproof. Do not expose it to rain or other moisture.

e To clean the PDA, dampen a soft cloth with a diluted window-cleaning solution and gently wipe the
PDA screen.

¢ Do not drop the PDA or expose it to strong bumps or impacts.

e Keep the PDA away from heaters and other heat sources. Do not leave the PDA on the dashboard
or the seat of a car on a hot day.
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FAQ

Where is the stylus?

The stylus is located on the right side of the PDA in a designated slot. The following figure shows other
important features you will use.

“Home” Icon

“Keyboard” Icon

What if | lose my stylus?

If you lose the stylus, contact the Performance & Workload Measurement unit (p.2) for replacement.

Why does my PDA keep turning itself off?

The PDA has an automatic “sleep” feature after two minutes of inactivity to conserve battery power.
Pressing the power button will restore the PDA. Sample alerts continue while in “sleep” mode.

Why won’t my PDA turn on?

The PDA’s battery may be low. Follow the instructions for charging the PDA (p. 5).

Why can’t | “Sync” my data?

Review the PDA Synchronization Procedures section (p.23). If the problem persists, contact the
Performance & Workload Measurement unit.

Why won’t my PDA charge?

Ensure all connections are secure (refer to charging section above) and that the PDA is turned off. If
you still have problems contact the Performance & Workload Measurement unit for instructions (p. 2).

For additional problems or questions, contact the Performance & Workload Measurement unit. See
Contacts and Troubleshooting Assistance (p. 2).
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STUDY INSTRUCTIONS OVERVIEW

General Instructions

When you begin each work day you will turn on the PDA device, log on to the work measurement study,
and remain logged on until your work day ends. You will receive and respond to random work study
“sample alerts” throughout the day.

NOTE: Your “work day” is defined as any time you are “on the clock” for state pay, not
just when you are working your normal office hours. If your day begins with work-related
travel, or you are required to work after hours, you should turn on the PDA when leaving
for work, and turn off the PDA when your work day ends. Your normal commute to the
office does not count as work-related travel.

During your lunch time you will not respond to PDA sample alerts; just ignore the alerts. Similarly, if you
are temporarily off duty during the middle of the work day for sick or annual leave, ignore PDA sample
alerts until you return to work. However, since your 15-minute break is paid state time, you should
respond to PDA sample alerts using the appropriate program code (Non-work).

You should receive about twenty (20) sample alerts during the course of an average eight (8) hour work
day (approximately 2.5 sample alerts per hour). For each sample alert you receive, you will have a total
of six (6) minutes to respond. If you do not make an entry, the PDA will provide a reminder alert after five
(5) minutes have elapsed. Following the reminder alert, you have one (1) minute to make your entry. |If
you fail to make an entry you will receive a final “missed sample alert” beep.

If you miss responding to a sample alert, make a note of the time and activity and provide this information
to your PWM Analyst for credit. If you fail to see the “Sampling in Progress” screen or your PDA fails to
send a sample alert for over two (2) hours, you may need to re-sign on to the study.

You will participate in the study until you have successfully responded to at least 240 “good” time
samples. The more diligently you respond to your sample alerts, the quicker the study will end.

If you take annual, sick, or other leave, you will make up that time at the end of the study. For example, if
you take annual leave for two (2) days, your study participation will be extended a couple of days to meet
your study requirements.

PLEASE REMEMBER TO CHARGE YOUR PDA EACH DAY.

At least once per week, you will transmit or “Hot Sync” your collected data to the PWM server (See PDA
Synchronization Procedures on p. 23).

When you “Hot Sync” your data, please call your PWM analyst to verify the data was received, confirm
the accuracy of the data, and/or provide information on any missed sample alerts you noted.

Your PWM analyst will provide an update on your study progress and let you know when you have met
the required number of time samples. When you have completed the study, your PWM analyst will
provide you with equipment return instructions.
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STUDY CODES AND DEFINITIONS

Guardianship Level Definitions — First Level

First Level Definition
Any referral originating from APS, CPS or other source. Select this program type throughout the
Referral entire referral & assessment phase for initial guardianships referred. Including initial research,

assessment, travel, consultation, documentation, & referral review.

Guardianship

An ongoing APS, CPS or other type case where the court has appointed DADS as guardian of
such person.

General Program Related

Performance of Guardianship type activities, but the duties cannot be identified with a specific
referral or guardianship case. Examples of General Program related activities include:

e training

. non case related meetings

e special projects/workgroups/mentoring

. personnel/AccessHR activities

Non Work

Performance of Non Work related activities during the paid workday. Lunch time is outside of the
paid workday, so lunch is NOT a Non Work activity.
Non Work examples include:

. break

e working on this study (e.g. communication with work measurement staff)

e  personal business

Guardianship Level Definitions — Second Level

Second Level

Definition

APS

Any referral originating from APS. Select this program type throughout the entire referral &
assessment phase for initial guardianships referred by APS. Including initial research,
assessment, travel, consultation, documentation, & referral review.

CPS

Any referral originating from CPS. Select this program type throughout the entire referral &
assessment phase for initial guardianships referred by CPS. Including initial research,
assessment, travel, consultation, documentation, & referral review.

Other

Any referral originating from a source other than APS or CPS. Select this program type
throughout the entire referral & assessment phase for initial guardianships (For example: court
initiated). Including initial research, assessment, travel, consultation, documentation, & referral
review.

Application Process

All actions pertaining to the legal proceedings to initially establish DADS as the legal guardian.
Including filing the application, consultation, notice & service, hearing & oath, court hearing, &
documentation.

Case Initiation

All initial (non-legal) case management activities related to a new guardianship. Including
Placement & Benefits through the development, approval & implementation of a Service Plan.

Case Management - Institution

All ongoing (non-legal) case management activities for an existing guardianship in an
institutionalized setting (e.g. Nursing Home, ICF/MR, State School, or State Hospital Only).

Case Management - Community

All ongoing (non-legal) case management activities for an existing guardianship in a community
setting (e.g. All non-Institutional living arrangements, including HCS, CBA, & other waiver
placements).

Legal Activities

All ongoing legal activities related to an existing guardianship. Including Annual Report, Annual
Accounting, court documents, legal consultation, court hearings, & travel.

Case Closure

All case management activities related to the closure of a guardianship case. Including funeral
arrangements, account closures, consultation, court appearance, final reporting & accounting, &
travel.

Non Case Related Activities

All other activities un-related to a specific referral or guardianship case. Including reading emails,
policy study, reports, filing, meetings, presentations, AccessHR, etc.

Supervisory Activities

Performing duties in a supervisory capacity such as:
e managing caseloads
e  consulting w/GS, attorney or SO staff re: ward
e  case reading/QA activities
e AccessHR

No Case Action

Break time, personal business, & time spent with PWM staff on study.
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Guardianship Level Definitions — Third Level

Third Level

Definition

Initial Research

Reviewing IMPACT records, interviewing collaterals; creating/updating a record in IGOR &
IMPACT.

Assessment

Prepare for & conduct a capacity assessment, arrange/obtain CME.

In-House Consult

Consultation with supervisor or legal regarding an open referral.

DFPS Consult

Consultation with DFPS staff regarding a pending referral.

Document Results

Notify DFPS & update IGOR & IMPACT.

Referral Review

Prepare for or meet with CPS & or APS to resolve issues related to completed referral.

AOC Transition Planning

For CPS Referrals Only, participation in the transition planning before obtaining guardianship.

Application

Prepare application for court hearing to establish guardianship.

Legal Consultation

Consult with attorney [DADS or local] regarding court hearing to establish guardianship & document
in IMPACT.

Notice & Service

Prepare legal notices, publish notice in paper, & ensure service is made to collaterals.

Document Results

Document outcome in IGOR & IMPACT.

Placement & Benefits

Arrange for placement, services or benefits for a new ward in the office.

Inventory

Conduct physical inventory, file initial inventory, & arrange for safekeeping of ward’s personal
property.

Notice & Allowance

Preparing & filing notice to creditors or monthly allowance.

Investment Plan

Preparing & filing investment plan.

Document Results

Update IMPACT, IGOR, case file.

Service Plan

Develop, print & implement service plan for a new ward.

Monthly Contact

Monthly Contact visit with a ward.

General Person Activities

Change placement or benefits; pay bills; arrange for or purchase items or services; calls from ward;
medical decisions; report allegations of abuse, neglect or exploitation to appropriate entity; respond
to emergencies, crisis, & unusual incidents; general problem solving; etc.

IMPACT/IGOR/Case Files

Enter narratives in IMPACT; enter information into the paper case file for a ward; update
information in IGOR.

Service Plan

Run report, review & revise service plan for ward.

General Estate Issues

Work on issues such as sale of property or manage bank accounts & other assets.

Consult With Supervisor

Consult with supervisor &/or state office program staff regarding a specific ward.

Annual Review

Annual of case to determine successor guardian availability or availability of less restrictive
alternative.

Annual Report

Prepare annual report to submit to court.

Annual Accounting

Prepare annual accounting to submit to court.

Other Court Documents

Prepare other documents for court hearings for current wards.

Attorney Consult

Consult with attorney [DADS or local] regarding annual reports, accountings, or court hearings.

Performance & Workload Measurement 9
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Guardianship Level Definitions — Third Level (cont.)

Third Level Definition

Arrange/Attend Funeral Arrange/attend funeral services; notify family, placement or government benefit agencies.
Close Accounts Close accounts & dispose of ward’s property.

Consult Consult with supervisor or attorney.

Prepare/File Final Report Preparef/file final report.

Prepare/File Final Accounting Preparef/file final accounting.

Update IMPACT/IGOR Document actions & close record in IMPACT & IGOR.

Training DADS training/conference or other training/conference such as Word, Excel, other computer

systems.

Email/Mail/Copying/Filing Email, general correspondence, copying & filing not related to a specific case.

Policy Study Review handbook or other policy related materials not related to a specific case.

Run Reports Run reports in IGOR or IMPACT.

Conversing w/coworkers Qfsl;ggf/answermg coworker or another person’s (non-case related) questions. Also any mentoring
Meetings such as unit/general staff, supervisor meetings or meeting with service providers or

Meetings/Presentations existing or potential placements not related to a specific ward. Also giving or attending any type of
presentation or participating in workgroups.

Personal AccessHR Issues Use of AccessHR to manage personal information, e.g. leave, benefits, etc.

Individual Meeting Meeting/discussion between employee & supervisor related to job performance.

Travel Voucher Preparation & submittal of travel voucher.

Other Activities All other work related activities not related to a specific case or listed elsewhere.

Caseload Management Managing & assigning caseloads.

Consult Consult or correspond with GS/Attorney/SO regarding a ward.

Quality Assurance Case reading and other QA activities.

Supervisor AccessHR Use of AccessHR for supervisory tasks.

Break Other than lunch.

Working On Study Working on study (i.e. speaking with PWM staff).

Other Business Other personal business.
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GUARDIANSHIP STUDY INSTRUCTIONS

To turn on the PDA device, press the “On/Off” button located at the top right portion of the device.

The following screen should appear:

w Sampling

Clock HotSwyne  SamplePro

Important items on this screen:

“On/Off” Button

Digital Time

Battery Charge Indicator
“Clock” Icon

“Hot Sync” Icon
“SamplePro” Icon

“Home” Button

Note: If this screen does not appear, use your

stylus to tap the “Home” button until you
see this screen.

Remove the stylus located on the top right side of the PDA and tap on the “SamplePro” icon to
start the program. The following sign-on screen will appear.

| ' Work Measurement _

User Ref

]

Guardianship

[ Continue ] [

Important items on this screen:

Note: Alert your PWM analyst if the study name

“User ID” Entry Box (User Ref)
Study Name “Guardianship”
“Continue” Button

“Exit” Button

“Keyboard” Icon

%

reads anything other than “Guardianship.”

Use your stylus to tap the “Keyboard” Icon (aq'a) to bring up the PDA keyboard.

Performance & Workload Measurement

11

Revised: June 21, 2006




Use the PDA keyboard to enter your “User ID” (located on the front of your study booklet). Tap in
your “User ID” with the stylus and tap the “Done” Button when finished. If you make an error, use
the backspace key in the upper right hand corner to make corrections.

;'Wnrk Measurement -

Keyboard a

R R Important items on this screen:

CIOBEGAOADNEE
W =L o [n[n . T [ *  PDA Keyboard
i -4

space

( pone | EEIY 123 inv] e “Backspace” Key

O E— e [
— =

e “Done” Button

8| | work Measurement _

User Ref

Guardianship

Important items on this screen:

[ Continue ] [ Exit e “User Ref” User ID Entry Box

e Study Name
e “Continue” Button

e “Exit” Button

Tap the “Continue” Button to move to the “Start/End Study” entry screen.
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This is a critical entry screen from which you begin and end the study each day. Using your
stylus, tap the “Start Study” button. This begins the study and starts the PDA’s sampling alerts.

Important items on this screen:

. | User Ref- zhee_
e “Start Study” Button
Start Study
e “End Study” Button
N Note: The PDA device is internally set up to
§ randomly send sample alerts. You may or

may not receive a sample alert during the
training session.

The following screen shots will illustrate
what your PDA would display when you
receive a sample alert.

If you receive a sample alert during the
training, be sure to let your PWM Analyst
know.

After you tap on the “Start Study” button the “Sampling in Progress” screen appears as shown
below. The bottom of the screen displays three (3) prompting modes: Sound, LED or Buzz. To
activate these options tap the square in front of your selection(s). You may have 1 or more
selected simultaneously.

[T —— _ Important items on this screen:

Sampling in Progress - Please wait e “Sam pIing in Progress" Notice

[LuncheLeaver Traveds Court | . e “Lunch/Leave/Travel/Court” Button

e “Exit Study” Button

e Sound/LED/Buzz Indicators

®Sound O LED . )
Note: If your PDA fails to send a sampling alert

for over two hours and/or you do not see
the “Sampling in Progress” screen when
exiting “sleep” mode, you may need to re-
sign on to the study. Tap the “Home”
Button to repeat the sign on process

(p.11).

The study is now in progress and this screen is where you will wait for all sample alerts. The
“Lunch/Leave/Travel/Court” button options will be discussed later (p. 18).

The “Exit Study” button will be discussed later (p.23).
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When you receive a sampling alert signal, you are prompted for an entry by the device according
to your selected Sound/LED/Buzz options. The sampling alert screen is shown below.

sereen and rake wour sarnpling
entries as required.

Important items on this screen:
e Sampling Alert Notice
e Time Stamp
e “OK” Button

Note: You have six (6) minutes in which to
respond to a sample alert.

Fleaze return to the main input
zcreen and rake your zampling
entries as required.

If o action is taken in 1 minute the
zarmple tirning will continue.

Alert lzsued at: &/ 1506 4:21 P

Important items on this screen:
e Sampling Alert Warning Notice
e Time Stamp
e “OK” Button
Note: If you fail to enter a selection within five (5)
minutes you will receive a warning “beep.”
You will then have one (1) minute after the
warning signal to make an entry.
If you have not entered a selection after

one (1) minute you will receive a series of
beeps indicating you have missed an alert.

To enter data, tap the “oK” button to proceed to the data collection screen.

Performance & Workload Measurement
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Use your stylus to tap on your First Level entry selection. In this example, tap “Guardianship.”

mi

16:22 G

Referral

Guardianzship

Genetal Pragrar Related
Man Waork

Important items on this screen:

e First Level Menu

Tapping the First Level entry displays the Second Level activity menu. The choices of the Second
Level Activity menu are based upon your first selection.

Your First Level selection is shown in a box and the Second Level activities are shown below it.
In this example, tap “Institutional Case Mgmt.”

|| cuarpian  16:2: [

uardianship

Caze Initiation
Inztitutional Case Mgrnt
Cornrnunity Case Marnt
Leqal Activities

Case Closure

Important items on this screen:

e Second Level Menu

e First Level Selection (highlighted)

When you tap on your Second Level Activity selection, the Third Level Menu is displayed.
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Your First and Second Level selections are shown in boxes and the Third Level activities are
shown below it. In this example, tap “Service Plan.”

mek

guarpian 1623 [TEGEGEG

|Guurdiunship

|Institutiu:unu:|l Cage Mgt

General Perzon Activities
IMPACT AGOR A Case Files
Serwice Plan

Gaeneral Estate |ssues
Consult

Annual Beview

|
‘ Manthly Contact

Important items on this screen:
e  Third Level Menu
e First Level Selection (highlighted)

e Second Level Selection (highlighted)

Once your selections are complete, review the entries for errors from the summary screen below.
To correct an entry, tap on the 1* Level entry to re-display the menu choices.

16:24 G

|Guu:|rdi-:|nshi|:-

Institutional Case Mgt

|Ser\.-1'-:e Flan

Selections complete - click OK

Important items on this screen:
e First Level Selection (highlighted)
e Second Level Selection (highlighted)
e Third Level Selection (highlighted)
e “OK” Button
Note: If corrections are required, tap the First

Level selection to re-display the menus and
then make corrections.

If your entries are correct tap “OK” to return to the “Sampling in Progress” screen (p. 13) to wait

for the next sample alert.

Performance & Workload Measurement
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Once your entries are complete you return to the “Sampling in Progress” screen to await your
next sample alert.

From this screen you will initiate the next lesson in your training: Lunch/Leave/Travel/Court

Sampling in Progress - Please wait

[LunchfLeuwﬁTruwlfﬁourt ] Important items on this screen:

e “Sampling in Progress” Notice

e “Lunch/Leave/Travel/Court” Button

?_Swnd — DE?EZ e “Exit Study” Button

e  Sound/LED/Buzz Indicators

Note:

As discussed in the General Instructions (p. 7), there are only four (4) instances where you ignore the
sample alerts you receive:

when you have lunch;

when you take leave during the day (but will return);
when you travel in a car or plane; and,

when you are in court.

Any time you are engaged in one of these activities you will not respond to PDA sample alerts.
Simply ignore these sample alerts.

You will enter and receive credit for these missed sample alerts through the
“Lunch/Leave/Travel/Court” entry screens discussed in the following pages.
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LUNCH/LEAVE/TRAVEL/COURT

The “Lunch/Leave/Travel/Court” function is to account for time during the study day in which you
will not respond to sample alerts. Tap on the “Lunch/Leave/Travel/Court” button with your stylus.

I | .Sumpling in Prngress_

Sampling in Progress - Please wait

[ LunchyLeaves TravelsCourt | Important items on this screen:

e “Sampling in Progress” Notice

e “Lunch/Leave/Travel/Court” Button
O LED .

e “Exit Study” Button

e Sound/LED/Buzz Indicators

If this is the first “Lunch/Leave/Travel/Court” entry of the day, the screen will be blank. Otherwise,
“Lunch/Leave/Travel/Court” entries for the day will appear summarized. Tap on the “New” button.

Important items on this screen:

e Activity Log Summary

e “New” Button

e “Exit” Button
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The menu displays a list for lunch, leave, various travel and court selections. Use your stylus to
tap on the appropriate selection. In this example, tap “Lunch” to enter the practice times for the

training.

Leawe
AP% Refarral Trawvel
Other Referral Trawel
CP5 Referral Travel
ApplicationTrawel
Case Initiation Trawvel
Institutional Case Mgrnt Travel
Cornrnunity Caze Mgrnt Trawel
Legal Activities Trawel

il

=

Important items on this screen:
e “Lunch/Leave/Travel/Court” Menu
e Scroll Bar

Note: To view all of the selections, tap the “scroll
bar” up or down with your stylus.

The “Activity Log” screen appears. You will need to enter your “Start Time” AND “End Time” for
your selection. The “Start Time” box is already highlighted. Tap the hour (1** vertical box) and
minute (2nd vertical box) start time, in this example, 12:00 PM. Tap the “End Time” box to
highlight it. Select the hour and minute end time; in this example, 1:00 PM.

Important items on this screen:
e [tem Description
e  Start time Box
e End Time Box
e Hours Scroll Bar
e Minutes Scroll Bar
e Elapsed Time

e “OK” Button

The system will calculate the total elapsed time and present it for confirmation purposes.

When you have entered the appropriate times, tap the “OK” button to confirm the entry.

Performance & Workload Measurement
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The entry will appear in the Activity Log summary window.

! ! .Hctiuity Log: Mon May 15, 2006

12:00 prnn - 01:00 pra Lunch

Important items on this screen:

e Activity Log Summary

e “New” Button

e “Save” Button

Repeat the entry steps to record additional “Lunch/Leave/Travel/Court” times as necessary (p.
21). The following illustrations show a Leave entry and a Travel entry in the Activity Log summary

window.

Leave Entry

0:00 arn - 0900 arn Lunch
11:15 arn - 01:30 prn Leawve

Important items on this screen:

e Activity Log Summary

e “New” Button

e “Save” Button
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Travel Entry

Activity Log: Tue Apr 25, 2006 |

0200 arn = 0200 arm Lunch
11:15 arn - 01:30 pro Leawe
0:3:30 prin - 04:30 prin Guardianship T

Important items on this screen:

e Activity Log Summary

e “New” Button

e “Save” Button

Note:

If you receive a sample alert signal prior to saving your “Lunch/Leave/Travel/Court” time the
“Sampling Alert” screen appears and require a response. Sample alert signals take priority.

Upon completion of entering sampling data, you must start the “Lunch/Leave/Travel/Court” entry
process over (p. 18).

COURT

When you attend court hearings, you will remain logged on to the study; however, you must place
the PDA into a silent mode by turning off “Sound” and checking either:

“LED” O Sound ' LED O Buzz
or
“Buzz” O Sound [ LEC: # Buzz

After leaving court and making your “Lunch/Leave/Travel/Court” entries, be sure to turn “Sound”
back on to avoid missing sample alerts.

“Sound” [# %ound O LED O Buzz
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ENDING THE STUDY DAY

To end your study day, tap the “Exit Study” button.

Sampling in Progress - Please wait

[ LunchyLeaves Travels Caurt | Important items on this screen:

e “Sampling in Progress” Notice

e “Lunch/Leave/Travel/Court” Button

Foound O LED Or
e = e “Exit Study” Button

e Sound/LED/Buzz Indicators

Start Study
End Study

Important items on this screen:
e  “Start Study” Button
e “End Study” Button

Note: It is important that you log completely off the
study each day.

You will return to the icon screen (p. 14) where you will turn off the device.

Please remember to charge the PDA whenever it is not in use.
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PDA SYNCHRONIZATION PROCEDURES

The synchronization process, called the “Hot Sync Operation” or “Sync,” is the transferring of information
between a computer and a PDA. The PDA transfers data to your computer, which then transfers the data
to a Performance & Workload Measurement server.

Palm PDA Sync Procedures
1. Place the PDA in the cradle

2. Press the “Hot Sync” button on the cradle as shown below. If you are using a sync/charger cable,
you will tap the “Hot Sync” icon:

Ho
ast HotSync 5716506, 11:30
arn using AT&T WorldNet

Local  EEREE

Note: To successfully “sync”
the cradle mustbe
plugged in to the USB “Hot Sync” Icon
port of your computer.

Hot Sync Button

3. The first time you sync the PDA, the following message will appear:

Hew Hardware Found

% Falrm Handheld

Windows iz installing the software for your new hardware.

The above message will disappear when the following message comes up:

Metwork HotSync (56 seconds until dism...m

"'_-. Create a new account on thiz PC?
-

Cancel |
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When you tap on the “OK” button, the following message may appear.

/N

The 'Metwark' option is not checked in the HatSyne
banager menu. fyouwantto perform a HotSync

operation wia the network, cancel this dialog and check

the 'Network' optian.

Otherwise, click OF.

] Cancel

Tap on the “OK” button.

4. When synchronization begins, the following screen appears:

HotSync Progress

Status:  [dentifying user

dzer EMZ44 \
-

ﬂ]lﬂ powered

Note: The status will
rapidly scroll through
numerous headings.

5. While synchronization is in progress, a screen similar to the following will be displayed:

Statuz: Sunchronizing kMemo Pad

User: EM244 \
i

|

iﬂl powered )

Performance & Workload Measurement
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When synchronization has completed, the message below will appear:

Data Sync Successful....

Device em244 was successfully synchronized to the central library.

Please remember ko sync successfully TWICE,

Leave the message on the screen. (For Windows 98 users it will appear minimized on the task

bar).

6. When the PDA has finished synchronizing, repeat step 2.

This is a critical step: YOU MUST SYNCHRONIZE TWICE.

7. You should then have a second successful message as shown above.

8. Tap “OK” on the two messages to clear them from your screen.

9. Remove the PDA from the cradle.

10. If synchronization is unsuccessful, contact your PWM (see Contacts and Troubleshooting Assistance,

p. 2).

11. You will return to the “Hot Sync Screen” upon completion, tap the “Home” button to return to the
three-icon sign on screen (p. 11).

“Home” Button

jaim—

| EMiz 44

ast HotSync 5716506, 11:30
musing AT&T WorldMet

Local Rt EN]

a7 o

0

e

PDA
Hot Sync Screen

“Hot Sync” Button

Note: Tap the “Home” button to
return to the three-icon sign

on screen (p. 11).
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Appendix F — Additional Work Measurement Study Data

Table 27 provides the unabridged percentage of time spent by Specialists in all Level 3 activities (see
page 13):

Level 3 Activities — Statewide
General Person Activities 17.3%
IMPACT/IGOR/Case Files 14.6%
Travel 11.4%
Monthly Contact 9.9%
Email/Mail/Copying/Filing 5.4%
General Estate Issues 4.9%
Training 4.6%
Assessment 2.8%
Meetings/Presentations 2.7%
Other Court Documents 2.3%
Document Results 2.3%
Initial Research 2.3%
Consult 1.9%
Service Plan 1.6%
Other Activities 1.5%
Annual Report 1.5%
Conversing w/Co Workers 1.3%
Attorney Consult 1.2%
Application 1.2%
Break 1.0%
Travel Voucher 1.0%
Policy Study 0.8%
Other Business 0.7%
In House Consult 0.6%
DFPS Consult 0.5%
In Court 0.5%
Annual Accounting 0.5%
Annual Review 0.4%
Referral Review 0.4%
Personal AccessHR Issues 0.4%
Placement & Benefits 0.3%
Individual Meetings 0.3%
Notice & Service 0.3%
Supervisory Consult 0.2%
Hearing/Oath 0.2%
Final Accounting 0.2%
Final Report 0.1%
Update IMPACT/IGOR 0.1%
Legal Consultation 0.1%
Transport Ward 0.1%
Run Reports 0.1%
AOC Transition Planning 0.1%
Arrange/Attend Funeral 0.1%
Close Accounts 0.1%
Initial Service Plan 0.0%
Caseload Management 0.0%
Inventory 0.0%
Table 27: Level 3 Percentage of Time — Unabridged




Table 28 provides the unabridged percentage of time spent by Specialists in all Referral-related Level 3
activities (see page 20):

Level 3 Referral Activities — Statewide
Assessment 24.3%
Initial Research 19.8%
Document Results 18.5%
Application 10.1%
Travel 8.5%
In House Consult 5.4%
DFPS Consult 4.4%
Referral Review 3.5%
Notice & Service 2.4%
Hearing/Oath 1.5%
Legal Consultation 1.0%
AOC Transition Planning 0.6%
Table 28: Referral — Level 3 Percentage of Time — Unabridged

Table 29 provides the unabridged percentage of time spent by Specialists in all Guardianship-related
Level 3 activities (see page 22):

Level 3 Guardianship Activities — Statewide
General Person Activities 26.3%
IMPACT/IGOR/Case Files 22.2%
Monthly Contact 15.0%
Travel 12.2%
General Estate Issues 7.5%
Other Court Documents 3.6%
Consult 2.8%
Service Plan 2.4%
Annual Report 2.2%
Attorney Consult 1.9%
In Court 0.7%
Annual Accounting 0.7%
Annual Review 0.7%
Placement & Benefits 0.5%
Document Results 0.3%
Final Accounting 0.2%
Final Report 0.2%
Update IMPACT/IGOR 0.2%
Transport Ward 0.2%
Arrange/Attend Funeral 0.1%
Close Accounts 0.1%
Initial Service Plan 0.1%
Inventory 0.1%
Table 29: Guardianship — Level 3 Percentage of Time — Unabridged
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Table 30 provides the unabridged percentage of time spent by Specialists in all General Program Related
Level 3 activities (see page 30):

Level 3 General Program Related Activities — Statewide
Email/Mail/Copying/Filing 26.1%
Training 22.2%
Meetings/Presentations 13.0%
Travel 11.7%
Other Activities 7.3%
Conversing w/Co Workers 6.1%
Travel Voucher 4.8%
Policy Study 4.0%
Personal AccessHR Issues 1.9%
Individual Meetings 1.4%
Supervisory Consult 0.8%
Run Reports 0.5%
Caseload Management 0.2%

Table 30: General Program Related — Level 3 Percentage of Time — Unabridged




Table 31 provides the unabridged percentage of time spent by Specialists in all Region 01/10 Level 3
activities (see page 35):

Level 3 Activities — Region 01/10
01/10 General Person Activities 17.5%
01/10 Monthly Contact 10.1%
01/10 Travel 10.1%
01/10 IMPACT/IGOR/Case Files 9.0%
01/10 Assessment 8.9%
01/10 Email/Mail/Copying/Filing 8.1%
01/10 General Estate Issues 7.4%
01/10 Conversing w/Co Workers 4.9%
01/10 Meetings/Presentations 3.3%
01/10 Consult 2.4%
01/10 Annual Report 21%
01/10 Travel Voucher 1.7%
01/10 Notice & Service 1.6%
01/10 Initial Research 1.4%
01/10 Break 1.4%
01/10 Other Activities 1.4%
01/10 In House Consult 1.3%
01/10 Attorney Consult 1.1%
01/10 Other Court Documents 1.0%
01/10 Other Business 0.9%
01/10 Application 0.7%
01/10 DFPS Consult 0.6%
01/10 Personal AccessHR Issues 0.6%
01/10 In Court 0.4%
01/10 Referral Review 0.4%
01/10 Service Plan 0.4%
01/10 Annual Review 0.3%
01/10 Policy Study 0.2%
01/10 Annual Accounting 0.2%
01/10 Legal Consultation 0.1%
01/10 Placement & Benefits 0.1%
Table 31: Region 01/10 — Level 3 Percentage of Time — Unabridged




Table 32 provides the unabridged percentage of time spent by Specialists in all Region 02 Level 3
activities (see page 37):

Level 3 Activities — Region 02
02 IMPACT/IGOR/Case Files 23.8%
02 General Person Activities 19.9%
02 Travel 17.3%
02 Monthly Contact 12.4%
02 Meetings/Presentations 8.9%
02 Initial Research 3.7%
02 Service Plan 3.0%
02 General Estate Issues 2.7%
02 Travel Voucher 1.2%
02 Other Court Documents 1.1%
02 Annual Report 1.1%
02 Consult 1.0%
02 Email/Mail/Copying/Filing 0.7%
02 Attorney Consult 0.5%
02 Other Activities 0.4%
02 Assessment 0.4%
02 Break 0.3%
02 In Court 0.3%
02 Legal Consultation 0.3%
02 Notice & Service 0.3%
02 Personal AccessHR Issues 0.3%
02 DFPS Consult 0.1%
02 Conversing w/Co Workers 0.1%
02 Annual Review 0.1%
02 In House Consult 0.1%
Table 32: Region 02 — Level 3 Percentage of Time — Unabridged




Table 33 provides the unabridged percentage of time spent by Specialists in all Region 03 Level 3
activities (see page 39):

Level 3 Activities — Region 03
03 General Person Activities 17.9%
03 IMPACT/IGOR/Case Files 13.1%
03 Monthly Contact 12.1%
03 Travel 9.1%
03 General Estate Issues 7.6%
03 Email/Mail/Copying/Filing 7.2%
03 Assessment 4.3%
03 Other Activities 2.6%
03 Consult 2.3%
03 Initial Research 2.0%
03 Application 1.8%
03 Conversing w/Co Workers 1.7%
03 Other Court Documents 1.7%
03 Service Plan 1.5%
03 Training 1.5%
03 Attorney Consult 1.3%
03 Break 1.2%
03 Meetings/Presentations 1.2%
03 In House Consult 1.1%
03 Travel Voucher 1.0%
03 Annual Accounting 1.0%
03 Individual Meetings 0.9%
03 DFPS Consult 0.7%
03 Placement & Benefits 0.7%
03 Annual Review 0.6%
03 Annual Report 0.6%
03 Referral Review 0.6%
03 In Court 0.5%
03 Other Business 0.4%
03 Personal AccessHR Issues 0.4%
03 Close Accounts 0.4%
03 Policy Study 0.3%
03 Final Report 0.2%
03 Initial Service Plan 0.1%
03 Notice & Service 0.1%
03 Run Reports 0.1%
Table 33: Region 03 — Level 3 Percentage of Time — Unabridged




Table 34 provides the unabridged percentage of time spent by Specialists in all Region 04 Level 3
activities (see page 41):

Level 3 Activities — Region 04
04 IMPACT/IGOR/Case Files 20.5%
04 General Person Activities 19.9%
04 Travel 15.9%
04 Monthly Contact 10.7%
04 Initial Research 4.9%
04 Training 3.9%
04 Email/Mail/Copying/Filing 3.3%
04 Assessment 2.5%
04 Other Business 2.3%
04 Annual Report 2.0%
04 Consult 2.0%
04 Meetings/Presentations 2.0%
04 Break 1.7%
04 General Estate Issues 1.4%
04 Other Activities 1.4%
04 Annual Review 1.1%
04 Other Court Documents 0.8%
04 Service Plan 0.8%
04 In House Consult 0.6%
04 Attorney Consult 0.6%
04 Travel Voucher 0.6%
04 Referral Review 0.4%
04 DFPS Consult 0.3%
04 Conversing w/Co Workers 0.3%
04 Policy Study 0.3%
04 Application 0.1%
Table 34: Region 04 — Level 3 Percentage of Time — Unabridged




Table 35 provides the unabridged percentage of time spent by Specialists in all Region 05 Level 3
activities (see page 43):

Level 3 Activities — Region 05
05 IMPACT/IGOR/Case Files 24.3%
05 General Person Activities 12.8%
05 Monthly Contact 12.4%
05 Email/Mail/Copying/Filing 6.5%
05 Travel 6.1%
05 Service Plan 4.5%
05 Meetings/Presentations 4.3%
05 Other Court Documents 4.1%
05 General Estate Issues 3.6%
05 Annual Report 2.8%
05 Annual Accounting 21%
05 Travel Voucher 2.0%
05 Other Activities 1.9%
05 Initial Research 1.8%
05 Final Accounting 1.7%
05 Attorney Consult 1.6%
05 Consult 1.5%
05 Conversing w/Co Workers 1.0%
05 Individual Meetings 0.9%
05 Annual Review 0.8%
05 Break 0.6%
05 Referral Review 0.5%
05 Hearing/Oath 0.4%
05 Final Report 0.4%
05 In House Consult 0.4%
05 Assessment 0.3%
05 DFPS Consult 0.3%
05 Other Business 0.2%
05 Policy Study 0.2%
05 Run Reports 0.2%
05 Caseload Management 0.1%
05 Initial Service Plan 0.1%
Table 35: Region 05 — Level 3 Percentage of Time — Unabridged




Table 36 provides the unabridged percentage of time spent by Specialists in all Region 06 Level 3
activities (see page 45):

Level 3 Activities — Region 06
06 General Person Activities 20.9%
06 IMPACT/IGOR/Case Files 16.6%
06 Travel 14.8%
06 Training 13.6%
06 Monthly Contact 8.8%
06 Email/Mail/Copying/Filing 3.8%
06 Break 2.9%
06 General Estate Issues 2.5%
06 Annual Report 1.8%
06 Initial Research 1.7%
06 Meetings/Presentations 1.6%
06 Assessment 1.2%
06 Placement & Benefits 1.0%
06 Other Business 0.9%
06 Consult 0.8%
06 Travel Voucher 0.7%
06 Personal AccessHR Issues 0.7%
06 In House Consult 0.6%
06 Referral Review 0.6%
06 Supervisory Consult 0.6%
06 Arrange/Attend Funeral 0.5%
06 Other Activities 0.5%
06 Conversing w/Co Workers 0.5%
06 In Court 0.4%
06 Transport Ward 0.4%
06 Other Court Documents 0.4%
06 DFPS Consult 0.3%
06 Attorney Consult 0.2%
06 Hearing/Oath 0.2%
06 AOC Transition Planning 0.2%
06 Legal Consultation 0.1%
06 Service Plan 0.1%
06 Final Report 0.1%
06 Notice & Service 0.1%
06 Run Reports 0.1%
Table 36: Region 06 — Level 3 Percentage of Time — Unabridged




Table 37 provides the unabridged percentage of time spent by Specialists in all Region 07 Level 3
activities (see page 47):

Level 3 Activities — Region 07
07 IMPACT/IGOR/Case Files 20.7%
07 General Person Activities 9.4%
07 Monthly Contact 8.6%
07 Application 71%
07 Training 6.9%
07 Initial Research 6.1%
07 Meetings/Presentations 5.9%
07 Assessment 5.5%
07 General Estate Issues 3.9%
07 Other Court Documents 3.8%
07 Travel 3.2%
07 Email/Mail/Copying/Filing 2.9%
07 Consult 2.6%
07 Service Plan 2.6%
07 Attorney Consult 1.7%
07 Policy Study 1.5%
07 DFPS Consult 1.1%
07 Annual Report 1.1%
07 Travel Voucher 0.9%
07 In House Consult 0.9%
07 Conversing w/Co Workers 0.5%
07 Supervisory Consult 0.5%
07 Referral Review 0.5%
07 Personal AccessHR Issues 0.4%
07 Legal Consultation 0.3%
07 AOC Transition Planning 0.3%
07 Annual Review 0.3%
07 Initial Service Plan 0.2%
07 Run Reports 0.2%
07 Other Business 0.2%
07 Hearing/Oath 0.2%
07 Final Report 0.1%
Table 37: Region 07 — Level 3 Percentage of Time — Unabridged




Table 38 provides the unabridged percentage of time spent by Specialists in all Region 08 Level 3
activities (see page 49):

Level 3 Activities — Region 08
08 General Person Activities 16.6%
08 IMPACT/IGOR/Case Files 14.6%
08 Travel 11.9%
08 General Estate Issues 11.3%
08 Monthly Contact 8.2%
08 Training 7.0%
08 Email/Mail/Copying/Filing 5.5%
08 Other Court Documents 4.4%
08 Consult 2.7%
08 Annual Report 1.9%
08 Assessment 1.5%
08 Initial Research 1.3%
08 Other Activities 1.1%
08 Meetings/Presentations 1.1%
08 In Court 0.9%
08 Attorney Consult 0.9%
08 Service Plan 0.9%
08 Notice & Service 0.7%
08 Conversing w/Co Workers 0.7%
08 Application 0.7%
08 Placement & Benefits 0.6%
08 Referral Review 0.6%
08 DFPS Consult 0.6%
08 Annual Accounting 0.6%
08 Travel Voucher 0.6%
08 Other Business 0.5%
08 In House Consult 0.4%
08 Hearing/Oath 0.3%
08 Personal AccessHR Issues 0.3%
08 Break 0.3%
08 Individual Meetings 0.3%
08 Final Report 0.2%
08 AOC Transition Planning 0.2%
08 Annual Review 0.2%
08 Policy Study 0.1%
08 Run Reports 0.1%
08 Legal Consultation 0.1%
08 Caseload Management 0.1%
08 Transport Ward 0.1%
Table 38: Region 08 — Level 3 Percentage of Time — Unabridged




Table 39 provides the unabridged percentage of time spent by Specialists in all Region 09 Level 3
activities (see page 51):

Level 3 Activities — Region 09
09 IMPACT/IGOR/Case Files 23.4%
09 General Person Activities 16.5%
09 Travel 12.6%
09 Email/Mail/Copying/Filing 8.1%
09 Monthly Contact 7.8%
09 Training 6.5%
09 Service Plan 2.7%
09 General Estate Issues 2.4%
09 Assessment 2.0%
09 Conversing w/Co Workers 1.7%
09 Other Court Documents 1.7%
09 Consult 1.5%
09 Attorney Consult 1.5%
09 Break 1.3%
09 Other Activities 1.3%
09 Other Business 1.1%
09 Travel Voucher 1.0%
09 Meetings/Presentations 0.9%
09 Application 0.8%
09 Personal AccessHR Issues 0.7%
09 DFPS Consult 0.6%
09 Transport Ward 0.6%
09 Annual Report 0.6%
09 Hearing/Oath 0.5%
09 Legal Consultation 0.4%
09 Inventory 0.4%
09 Initial Research 0.4%
09 Annual Review 0.3%
09 Annual Accounting 0.3%
09 In House Consult 0.3%
09 Final Report 0.2%
09 Individual Meetings 0.2%
09 Run Reports 0.1%
Table 39: Region 09 — Level 3 Percentage of Time — Unabridged




Table 40 provides the unabridged percentage of time spent by Specialists in all Region 11 Level 3
activities (see page 53):

Level 3 Activities — Region 11
11 General Person Activities 23.1%
11 Travel 16.8%
11 Policy Study 8.1%
11 Monthly Contact 7.8%
11 IMPACT/IGOR/Case Files 6.8%
11 Email/Mail/Copying/Filing 6.4%
11 Other Activities 4.8%
11 Other Court Documents 4.5%
11 Training 4.3%
11 Attorney Consult 3.3%
11 In Court 2.5%
11 Meetings/Presentations 1.5%
11 Conversing w/Co Workers 1.3%
11 Consult 1.1%
11 Supervisory Consult 0.9%
11 General Estate Issues 0.9%
11 Other Business 0.9%
11 Annual Report 0.8%
11 Personal AccessHR Issues 0.7%
11 Annual Review 0.7%
11 Assessment 0.5%
11 Run Reports 0.4%
11 Caseload Management 0.4%
11 Initial Research 0.4%
11 Travel Voucher 0.3%
11 Break 0.1%
11 DFPS Consult 0.1%
11 Legal Consultation 0.1%
11 Referral Review 0.1%
11 Service Plan 0.1%
11 Individual Meetings 0.1%
Table 40: Region 11 — Level 3 Percentage of Time — Unabridged
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