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Executive Summary 

Hopewell Industries Inc., mission is to be the provider of choice for individuals with 

developmental disabilities, to develop and enhance life skills through employments, social, and 

recreational opportunities. 

 

Staff turnover has a negative financial impact due to the cost of recruiting, hiring, and training 

replacement employees.  Hopewell Industries, Inc. business model is based on the quality of 

services they offer to their clients and the current 60 percent turnover rate within their Direct 

Care staff directly affects their ability to fulfill their mission.  The shortage of Direct Care staff 

limits their abilities to develop and offer much needed life skills to their present clients in 

addition; it limits Hopewell Industries ability to expand and accept new clients.  

 

Mary Thompson, CEO of Hopewell Industries reached out to our team, which consist of Renee 

Cope and Wanda Ganjehsani to help Hopewell Industries address their Critical Business Issue of 

Direct Care staff turnover.  After the initial interview with Mary Thompson, it was decided our 

team would complete the following deliverables to Hopewell Industries, Inc.   

 

 A completed Organizational Analysis- comprised from interviews and data collected or 

received from Hopewell Industries. 

 A completed Situational Analysis- comprised from interviews and data collected or 

received from Hopewell Industries. 

 A completed Gap and Cause analysis. 

 A completed Logic Chain (See Appendix C). 

 A completed list of recommendations. (Not implemented by our team) 

 A completed Evaluation plan. (Not implemented by our team) 

 A completed Implementation Timeline and General costs 

 

To develop and complete our team deliverables the methodology used to framework Hopewell 

Industries, Inc. project was Rummler-Brache, Improving Performance: How to manage the white 

space on the organization chart.  The phases involved in the model include: Phase 0- Assess, 

Phase1-Define, Phase 2-Develop, Phase 3-Deploy, Phase 4-Sustain, and Phase 5-Adapt. 

Methods of analysis used include; an organizational analysis, situational analysis, Gap and Cause 

analysis, interviewing the Client (Mary Thompson) and Rachelle Courtright (Supervisor Direct 

Care staff), and data received from Hopewell Industries, Inc.  

 

Results of the data analysis show, retention of Direct Care staff should be the focus of the 

organizations performance management process, though Hopewell Industries, Inc. previously 

was limited on expertise by not having a Human Resource Profession on site.  The lack of proper 

job descriptions, poorly designed performance review, and lack of expectation for Direct Care 

staff does not allow them to adequately understand job duties, roles, and responsibilities.  

Currently, no evidence of documentation supporting firm policies and procedure are in place to 

align with the organization, mission, values, or goals, as well as, documentation supporting 

adequate resources to support optimal performance to the Direct Care staff.  Furthermore, there 

are no defined consequences, incentive, or reward system in place for staff at Hopewell 

Industries, Inc. to motivate and drive the Direct Care staff to perform. 
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The report concludes Hopewell Industries, Inc. current state is not obtaining their desired results 

of retaining 80 percent or above of their Direct Care staff.  Major areas of weakness require 

remedial action by the CEO and management. 

 

Recommendations include: 

 Develop a comprehensive job profile for the incoming and current Direct Care staff. 

 Redesign the current evaluation plan and implement a performance management map. 

 Implement an incentives and rewards program for Direct Care staff. 

 

 

To begin the recommendations Hopewell Industries, Inc. will begin by developing a job profile.  

Within 15 days after the Job Profile has been developed and implemented to current and new 

hired Direct Care staff, Hopewell Industries, Inc. will begin to revise their employee 

performance evaluation process.  Within 90 days, the performance evaluation will be finalized 

and approved by the CEO Mary Thompson.  The 30, 60, 90 day performance reviews will be 

100% completed between 90-180 days culminating in the annual reviews being completed at the 

end of the year. 

 

Hopewell Industries, Inc. has just recently privatized in the last year and their financial status 

does not allow for high cost or budgeted projects at this time.  General cost to implement 

selected interventions were based upon providing the most value to the client, while keeping the 

cost of those interventions minimal so any or all interventions could be implemented.  To 

average the total cost of each of these interventions, minus the rewards and incentives program, 

would be hourly cost based on the percentage of each team player responsible for ensuring these 

processes are now in place.  Depending upon which incentives and rewards are selected depends 

on the total cost of each.  

Introduction 

Hopewell Industries, Inc. began in 1965 as a private non-profit organization providing adult 

service programs for the Coshocton County Board of Developmental Disabilities (DD).  

Currently Hopewell Industries, Inc. is experiencing a 60 percent turnover rate within their 

limited Direct Care Staff. The Direct Care staff provides essential habilitation options and 

transportation to their clients outside the facility.  To address the underlying issue of the 60 

percent retention rate, we decided the Rummler-Brache methodology model best identify 

Hopewell Industries, Inc. Critical Business Issues and when applied will aid in increasing 

retention of the Direct Care staff. 
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Methodology 
 

Following Rummler-Brache methodology model located in Improving performance: How to 

manage the white space on the organization chart textbook during Phase 0 Asses Stage our team 

objective identified Hopewell Industries, Inc. (HWI) Critical Business Issues (CBI).  

Furthermore, to ensure that any process improvement and management effort would be driven by 

HWI strategic and operational priorities (Rummler & Brache, 2013). 

   

During our first data sweep, Mary Thompson had several CBIs she wanted addressed by our 

team.  However, after a lengthy in-depth first interview, our team isolated and determined 

focusing on Hopewell Industries, Inc. staff retention problem was a strategic and operational 

priority for Mary Thompson.  Hopewell Industries, Inc. had hired fifteen direct care providers in 

2013 and only six of last year’s direct care hires were still with Hopewell Industries, Inc.  In this 

stage, we also gathered documents regarding Hopewell Industries, Inc. organizational process 

and identified two Critical Process Issues (CPI) (1) onboarding and (2) performance 

management, which were directly affecting Hopewell Industries, Inc. CBI staff retention 

problem.  

 

 Phase 1 Define Stage, our team determines which of the CPIs we would focus on and which one 

would be more of a strategic and operational priority in addressing the CBI staff retention 

problem.  Our team had identified both CPIs as critical to Hopewell Industries, Inc. success at 

combating their staff retention problem and would have liked to focus on both CPIs, but the 

project twelve-week timeline limited us to defining and developing only one project for 

Hopewell Industries, Inc..   

 

A completed priority matrix (shown in Appendix A) was submitted to Mary Thompson to 

identify which of the five critical issues we had located in both the onboarding and performance 

management process, she identified the lack of consequences, incentives, and rewards as their 

main performance issue. 

While addressing consequences, incentives, and rewards on their own would not address 

Hopewell Industries, Inc. CBI to any successful degree, our team determined they are part of the 

CPI performance management process and will for the remaining time focus on this process and 

its gaps. 

 

Phase 2 Develop stage, our team completed the performance system design worksheet located on 

p. 108 of Improving performance: How to manage the white space on the organization chart 

textbook.  The worksheet helped identify the “IS” and “SHOULD” process in Phase 2 of our 

methodology.  As well, we developed recommendations with performance measures during 

week eight of our project and determine any barriers that would prevent implementation of 

recommendations and performance measurements. 

 

Phases 3, 4 and 5 will be completed by Hopewell Industries, Inc. after our team has completed 

phase 0-2.  Phase 3 Deploy stage, Hopewell Industries, Inc. will determine if they want to 

implement our team recommendations and will begin to install, debug and institutional the new 

process model (Rummler & Brache, 2008) located in the recommendations section on page 9.   
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Phase 4 Sustain, provides Hopewell Industries, Inc. a way to monitor if the implemented 

recommendations are achieving expect results and continue to improve the process.  

Furthermore, Hopewell Industries, Inc. will manage the organization as an adaptive system and 

should see results from stages 0-4 during phase 5 Adapt stage (Rummler & Brache, 2008).   

 

Figure 1 below provides an overview of all six phases, as well as, how our team has used and 

plans to use this methodology for phases 0-2.  In addition, figure 1 demonstrates Hopewell 

Industries, Inc. 3-5 phases if they choose to implement our team recommendations and 

performance measurements.  

Rummler-Branche Methodology Model Figure 1. 

 
Figure 1.  Methodology map showing the six phases of Rummler-Brache performance improvement 

stages. Adapted from “Improving business process and capabilities”, by G.A. Rummler & A.P. 

Brache, 2008, Retrieved from http://www.rummlerbrache.com/methodology-map# .  Copyrighted 

(2008) by Rummler-Bache Group.   
 
 

Rummler-Brache’s methodology map, Phase 0 and Phase 1allowed our team to determine if staff 

retention was the Critical Business Issue (CBI) and document organizational processes.  Linking 

both the Onboarding and Performance Management processes to the CBI to define the project to 

focus on the performance Management Process. In Phase 2 we identified the desired and actual 

performance along with identifying the gaps and causes. 

http://www.rummlerbrache.com/methodology-map
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Results 
 

Mary Thompson wanted to focus on lack of consequences, incentives, and rewards as their main 

performance issue.  However, after reviewing the data gathered and interviewing several Key 

team players, we determined that the number one focus for Hopewell Industries, Inc. is defining 

the Direct Care staffs job duties, roles, and responsibilities and ensuring the Direct Care staff are 

being evaluated properly in a timely manner.  The only document that has been provided to our 

team, which attempts to define the duties and roles of Hopewell Industries, Inc. Direct Care staff, 

is a job posting for Ohio Mean Jobs, which is very generic without specific knowledge, skills, 

and abilities (KSA) (as shown in appendix B).   

 

The first important gap is the lack of a comprehensive job profile for the incoming and current 

Direct Care staff defining the job roles, responsibilities, and objectives of the Direct Care staff 

should be aligned with the mission, values, and goals of the Hopewell Industries, Inc.  Doing so, 

the direct staff care staff will understand the link between their responsibilities and overall goals 

Hopewell Industries, Inc. Defining individual position tasks and responsibilities establish 

performance standard and expectations, which clarify what the Direct Care staff will be 

evaluated on during the year.   

 

The second important gap is lack of feedback from timely evaluations.  The evaluation plan is a 

crucial component of the entire performance management process, but the first gap needs to be 

addressed to be able to create a performance review to give the necessary 30, 60, and 90-day 

feedback to the Direct Care staff.  The Direct Care staff needs to know if their performance has 

exceeded, met, or fell below their supervisor’s expectations.  During various staff interviews, 

lack of feedback (communication) was mentioned as the number one reason for leaving 

Hopewell Industries, Inc.  However, since the other gap (a comprehensive job profile) was not in 

place, we are unable to list the performance review as the number one priority. 

 

The third important gap is identified as a lack of consequences, incentives, and rewards program 

for the Direct Care staff.  Rummler- Brache defined five components of a performance system 

and consequence-a reward, punishment, or non-existent consequences was identified as part of 

the performance management process (as cited in Van Tiem, Moseley, & Dessinger, 2012). 

Currently, Hopewell Industries, Inc. does not have any documented consequences, incentives, 

and reward program for their Direct Care staff.  The only consequences are negative when the 

direct care staff provider at the end of the year during the performance review where they receive 

a low performance score or when the Direct Care staff have not performed or followed policies 

and procedures.  Mary Thompson is then rushing to document bad performance issues to 

terminate the Direct Care staff employee before the evaluation is given. 
  
The performance management system is more than a performance appraisal.  It is designed to 

ensure Hopewell Industries, Inc. and our team pinpointed the performance management process 

to optimize Hopewell Industries, Inc. goals, mission, and improve their CBI, of staff retention.  

Our team identified three important gaps and causes when completing the process analysis and 

improvement worksheet from Improving performance: How to manage the white space on the 

organization chart textbook, which is shown in Table 1. 
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Table 1. Defining the Gaps and Causes 

 

 
Note.  Adapted from “Improving performance: How to manage the white space on the organization chart,” by G.A. 

Rummler & A.P. Brache, 2013, p. 108.   

 

 

While still in Phase 2 we identified 3 important gaps and causes. Based on the those causes we 

determined recommendations that would provide the most value to the client, while keeping the 

cost of those recommendations minimal, so any or all recommendations could be implemented.  
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Recommendations 
 

Utilizing Van Tiem, Moseley, & Dessinger’s change management technique to provide an 

allover foundation will ensure the performance improvement process are aligning to the 

organization, as well as, aiding Hopewell Industries, Inc. in meeting their goal by reducing their 

current retention issues.  There are several causes creating gaps that are hindering Hopewell 

Industries, Inc. current state, our team has selected the top three.  Addressing the top two and 

suggesting ideas for the third causes and gaps will not totally eliminate the current issues, but 

will aid Hopewell Industries, Inc. in the right direction to begin seeing results to achieve their 

desired state.  

 

As stated, Hopewell Industries, Inc. has just recently privatized in the last year and their financial 

status does not allow for high cost or budgeted projects at this time.  Selected recommendations 

were based upon providing the most value to the client, while keeping the cost of those 

recommendations minimal so any or all recommendations could be implemented.  

 

A completed Logic Chain (as shown in Appendix C) will be used in our final presentation to the 

CEO, Mary Thompson, Direct Care Supervisor, Rachelle Courtright, and the new Human 

Resources Manager of this project.  The logic chain will help our team engage her in a discussion 

about Hopewell Industries, Inc. issues, will assist in communicating the reasoning behind the 

team’s recommendations, and together agree on how to best measure the effectiveness of the 

proposed solutions (Hale Logic Chain, 2010).  

 

CEO, Mary Thompson, Direct Care Supervisor Rachelle Courtright, and the new Human 

Resources Manager will all play key roles in implementing our team’s recommendations in 

changing Hopewell Industry, Inc. Performance Management Process.  Our team developed 

several leading Key Performance Indicators, included both leading and lagging to help Hopewell 

Industry, Inc. implement and measure the recommendations.  Integrating the following Key 

Performance Indicators will assist Hopewell Industry, Inc. in changing their Performance 

Management Process to address their Direct Care staff retention problem and to fulfill their 

mission. 
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Job Profile 
 

The Direct Care Supervisor Rochelle Courtright of Hopewell, INC (HWI) will work with 

CEO Mary Thompson and  HWI new Human Resource Manager on develop a comprehensive 

job profile for the incoming and current Direct Care Staff to see a reduction in HWI current 60% 

turnover rate. 

 
Performance Gap 
 

Proposed Solution  Who is impacted? Leading Indicators 
 

Lagging Indicators 
 

 
Gap:  Missing 
Documentation Direct 
Care Staff job profile 
 
Actual: HWI currently 
does not have Direct Care 
Staff job duties, roles or 
responsibilities defined 
 
Desired: 100% of job 
duties roles and 
responsibilities defined and 
written for Direct Care 
Staff 
 

 
Solution 1:  
Write and implement job 
profile 
 
 

 
CEO  
Direct Care Staff 
Supervisor 
Human Resources 
Manager 
Direct Care Staff 

 
Leading Indicator 1:  
Within 1-7 days CEO, 
Direct Care Supervisor, 
and HR Manager will 
discuss key job 
qualification, job 
requirements, behavioral 
competencies, and 
accountability standards 
they want included in the 
job profile and align it to 
HWI mission statement 
 
Leading Indicator 2: 
Within 15 days, the Direct 
Care Staff Supervisor will 
present a completed 
drafted Job Profile to CEO 
and HR Manager for any 
changes.  The CEO and 
HR Manager will have 5 
days to review and give 
changes to Direct Care 
Staff Supervisor 
 
Leading Indicator 3:  
Within 30 days the Direct 
Care Staff Supervisor will 
present the completed and 
final revision of the job 
profile for CEO and HR 
Manager for approval 
 
Leading Indicator 4: 
Within 40 days, the Direct 
Care Supervisor will meet 
with Direct Care Providers 
individually, explain the 
new performance 
standards, and have them 
sign a statement of 
understanding of new 
standards and 
expectations. 
 
 
 
 

 
Lagging Indicator 1: 
Within 60 days of job 
profile being implemented, 
conduct Direct Care Staff 
survey premises of 
receiving 90% satisfaction 
with the new standards and 
expectations set forth in 
job profile 
 
Lagging Indicator 2: 
Within 90 days of job 
profile being implemented, 
a reduction staff turnover 
by 20% 
 
Lagging Indicator 3: 
Within 6 months of job 
profile being implemented 
of job profile being 
implemented, a reduction 
staff turnover by 30% 
 
Lagging Indicator 4: 
Within1 year, a reduction 
staff turnover by 45-50% 
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Mission: To be the provider of choice for individuals with 
developmental disabilities, to develop and enhance life skills 
through employments, social, and recreational opportunities 

Team Players: CEO, Direct Care Staff 
Supervisor, HR Manager, & 
Direct Care Staff 

Effective Date: 
Date Revised: 

Performance Management Process Change Implementation 

SCOPE: JOB PROFILE 

Employee development, currently Hopewell Industries INC. (HWI) does not have a defined job profile, 

which is greatly hindering HWI Direct Care staff from not only knowing what their job expectations are, 

but also improving on ways to develop more advance skills in their area of expertise.  (How to Develop 

a Job Profile)  See Appendix D.1 and (Example Job Profile) See Appendix D.2 

After successfully completing the job profile, Direct Care Staff will understand: 

 What are the requirements of their position- Job Profile to be distributed during new hire 

orientations and current Direct Care Providers will receive one during one-on-one orientation 

with the Direct Care Supervisor 

 HWI values, culture and commitment to staff satisfaction 

 Documentation procedures  

 Direct Care Providers staff will know HWI performance and standards expectations- Included in 

the job profile that will be handed out as stated above. 

PROCEDURE: 

1. As the facilitator of this program, the Direct Care Supervisor plays an essential role in its success.  The 

management team consisting of the CEO of HWI and the Human Resource Manager must commit to 

stand behind the performance process and insure that all staff receive and understand the new job 

requirements before commencing work.  There are no exceptions as there must be no compromise in 

management commitment to staff satisfaction if HWI wishes to reduce their current 60% staff turnover 

rate. 
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Mission: To be the provider of choice for individuals with 
developmental disabilities, to develop and enhance life skills 
through employments, social, and recreational opportunities 

Team Players: CEO, Direct Care Staff 
Supervisor, HR Manager, & 
Direct Care Staff 

Effective Date: 
Date Revised: 

Performance Management Process Change Implementation 

2. Audience:  The job profile is designed for all new Direct Care Workers and current Direct Care Staff   

3. Planning: CEO Mary Thompson, Direct Care Staff Supervisor, HR Manager 

 Within 1-7 days CEO, Direct Care Supervisor, and HR Manager will discuss key job qualification, 

job requirements, behavioral competencies, and accountability standards they want included 

in the job profile and align it to HWI mission statement 

 Within 15 days, the Direct Care Staff Supervisor will present a completed drafted Job Profile to 

CEO and HR Manager for any changes.  The CEO and HR Manager will have 5 days to review 

and give changes to Direct Care Supervisor 

 Within 30 days the Direct Care Supervisor will present the completed and final revision of the 

job profile for CEO and HR Manager for approval 

 Within 40 days, the Direct Care Supervisor will meet with Direct Care Providers individually, 

explain the new performance standards, and have them sign a statement of understanding of 

new standards and expectations. 

 Within 60 days of job profile being implemented, conduct Direct Care Staff survey premises of 

receiving 90% satisfaction with the new standards and expectations set forth in job profile. 

4. Evaluation Plan: HWI  goal is to see a reduction in turnover after 90 days by 20% from the newly 

implemented processes, 30% by the 6 month mark of the newly implemented processes and by 45- 

50% in the first year for the desired state.  Though one would want to achieve the desired expectations 

and goals at 100% retention, this is not a feasible, or sustainable goal expectation considering the 

organization cannot prevent individuals from leaving for personal reasons not related to the work or 

the work environment.  
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Performance Evaluations 
 

Hopewell Industries, Inc. currently Direct Care Staff performance evaluations are not being 

completed at 30, 60, 90 days and the yearly evaluations are not performed on time, sometimes 

not until 15 months after being hired.  The lack of performance evaluations has led to a practice 

of documenting only bad behaviors of employees for protection against unemployment claims.  

The Direct Care Supervisor will work in conjunction with the new HR Manager to redesign HWI 

current evaluation plan and implement a performance management map. 

 
Performance Gap 
 

Proposed Solution  Who is impacted? Leading Indicators 
 

Lagging Indicators 
 

 
Gap:  There is currently no 
30, 60, or 90 days reviews 
being performed at HWI 
for new employees 
 
Actual: Only the annual 
review is occurring 
 
Desired: 30, 60 90 day 
completed performance 
review 100% of the time 
for new employees 
 

 
Solution 1:  
Rewrite Direct Care Staff 
Performance Reviews   
 
Solution 2: 
Implement 30, 60, 90 day 
for new employees  
 
Solution 3: 
Conduct 30, 60, 90 days 
review for current 
employee based on new 
Job Profile. 

 
CEO  
Direct Care Staff 
Supervisor 
Human Resources 
Manager 
Direct Care Staff 

 
Leading Indicator 1:  
Within 15 days of new job 
profile being implemented, 
CEO, Direct Care 
Supervisor, and HR 
Manager will discuss how 
to redesign the job 
performance reviews for 
the Direct Care Staff. 
 
Leading Indicator 2: 
Within 60 days, the HR 
Manager will present a 
completed drafted 
performance evaluation to 
CEO and Direct Care Staff 
Supervisor for any 
changes.  The CEO and 
HR Manager will have 5 
days to review and give 
changes to the HR 
Manager. 
 
Leading Indicator 3: 
Within 90 days HR 
Manager will present the 
completed and final 
revision of the 
performance evaluation for 
CEO and Direct Care 
Supervisor approval 
 
Leading Indicator 3: 
Within 120 days Direct 
Care Supervisor will 
conduct 30 day reviews for 
current and new Direct 
Care Staff  
 
 
 
 
 

 
Lagging Indicator 1: 
Within 120 days 100% of 
30 day evaluations will be 
completed by Direct Care 
Supervisor 
 
Lagging Indicator 2: 
Within 1 months of initial 
30 day review Direct Care 
Supervisors will have 
completed 100% of the 60 
day  
 
Lagging Indicator 3: 
Within 1 month of 60 day 
review Direct Care 
Supervisors will have 
completed 100% of the 90-
day reviews 
 
Lagging Indicator 4: 
Within 90 days of job 
profile being implemented, 
a reduction staff turnover 
by 20% 
 
Lagging Indicator 5: 
Within 6 months of job 
profile being implemented 
of job profile being 
implemented, a reduction 
staff turnover by 30% 
 
Lagging Indicator 6: 
Within 1 year, a reduction 
staff turnover by 45-50% 
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Mission: To be the provider of choice for individuals with 
developmental disabilities, to develop and enhance life skills 
through employments, social, and recreational opportunities 

Team Players: CEO, Direct Care Staff 
Supervisor, HR Manager, & 
Direct Care Staff 

Effective Date: 
Date Revised: 

Performance Management Process Change Implementation 

SCOPE: REWRITE PERFORMANC REVIEWS 

Hopewell Industries, INC 30, 60, 90 day performance appraisal meeting provides a means for 

discussing, planning, and reviewing the performance of each new employees.  HWI currently has a 30, 

60, 90-day performance review in place but it has never been utilized up to this point and based on the 

new job profile the current Direct Care Staff will also participate in the 30, 60, 90-day performance 

reviews.  

(Performance Review Sample) See Appendix D.3 

After successfully completing the performance reviews, Direct Care Staff will understand: 

 Employees  have a clearly define and understanding of  their responsibilities 

 Provide employees with criteria by which their annual performance review will be evaluated 

  Suggestions ways in which employees can improve performance 

 Help Direct Care Supervisor identify employees with potential for advancement within the 

company 

 Provide a fair basis for awarding compensation based on merit 

PROCEDURE: 

1. As the facilitators of this program, the HR Manager and Direct Care Supervisor plays an essential role 

in its success.  The CEO of HWI must commit to stand behind the performance process and hold both 

the HR Manager and Direct Care Supervisor accountable for implementing and conducting the reviews 

in a timely manner in their management performance objectives.  There are no exceptions as there 

must be no compromise in management commitment to staff performance if HWI wishes to reduce 

their current 60% staff turnover rate 
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Mission: To be the provider of choice for individuals with 
developmental disabilities, to develop and enhance life skills 
through employments, social, and recreational opportunities 

Team Players: CEO, Direct Care Staff 
Supervisor, HR Manager, & 
Direct Care Staff 

Effective Date: 
Date Revised: 

Performance Management Process Change Implementation 

2. Audience:  The Performance Review will be rewritten by the HR Manager and the Direct Cares 

Supervisor will be responsible for conducting the performance reviews.   

3. Planning: CEO Mary Thompson, Direct Care Staff Supervisor, HR Manager 

 Within 15 days of new job profile being implemented, CEO, Direct Care Supervisor, and HR 

Manager will discuss how to redesign the job performance reviews for the Direct Care Staff. 

 Within 60 days, the HR Manager will present a completed drafted performance evaluation to 

CEO and Direct Care Staff Supervisor for any changes.  The CEO and HR Manager will have 5 

days to review and give changes to the HR Manager. 

 Within 90 days HR Manager will present the completed and final revision of the performance 

evaluation for CEO and Direct Care Supervisor approval 

 Within 120 days Direct Care Supervisor will conduct 30 day reviews for current and new Direct 

Care Staff Workers 

 Within 120 days, 100% of 30-day evaluations will be completed by Direct Care Supervisor. 

 Within 1 months of initial 30 day review Direct Care Supervisors will have completed 100% of 

the 60 day 

 Within 1 month of 60 day review Direct Care Supervisors will have completed 100% of the 90-

day reviews 

4. Evaluation Plan: HWI  goal is to see a reduction in turnover after 90 days by 20% from the newly 

implemented processes, 30% by the 6 month mark of the newly implemented processes and by 45- 

50% in the first year for the desired state.  Though one would want to achieve the desired expectations 

and goals at 100% retention, this is not a feasible, or sustainable goal expectation considering the 

organization cannot prevent individuals from leaving for personal reasons not related to the work or 

the work environment. 
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Incentives and Rewards 

Currently, Hopewell Industries, Inc. does not have any documented consequences, 

incentives and rewards program for their Direct Care Staff.  The only consequences the Direct 

Care staff receive are at the end of the year during the performance review were they receives a 

low performance score.  The only positive feedback is during meetings, Mary Thompson, CEO 

of Hopewell Industries, Inc. will pass out a stick of gum to the employee being recognized.  If 

the employee is not there to attend, which is common for the Direct Care staff, the gun is left in 

their mailbox.  Based on Direct Care staff interviews, Communication was the number one 

reasons for leaving the job.  Providing positive feedback on a routine basis, beyond the 

evaluation process, is critical to retaining the Direct Care staff. 
  

Mission: To be the provider of choice for individuals with 
developmental disabilities, to develop and enhance life skills 
through employments, social, and recreational opportunities 

Team Players: CEO, Direct Care Staff 
Supervisor, HR Manager, & 
Direct Care Staff 

Effective Date: 
Date Revised: 

Performance Management Process Change Implementation 

SCOPE: INCENTIVES, & REWARDS PROGRAM 

Currently Hopewell Industries INC. (HWI) incentives and rewards program is: The CEO has an all staff 

meeting in which not all the Direct Care staff can attend and normally passes out gum to staff member 

being recognized.  If they are not there to attend, the CEO leaves the gun in staff’s mailbox.  

After successfully implementing an Incentives and Reward program, Hopewell Industries, Inc. will: 

 Retain Direct Care Staff because they are committed, passionate, and driven. 

 Increase performance with in the Direct Care Staff. 

 Increase motivation with in the Direct Care Staff. 

 Boost self-esteem with in the Direct Care Staff. 

 Boost idea creation with in the Direct Care Staff. 

PROCEDURE: The facilitators of this program include; CEO Mary Thompson, Direct Care Staff 

Supervisor, New HR Manager.  

The purpose for creating and implementing an incentives and rewards program is to show the Direct 

Care staff that Hopewell Industries, Inc. acknowledges and appreciates the dedication and hard work of 

their Direct Care Staff. A list of monetary and non-monetary incentives and rewards options have been 

provided below to provide Hopewell Industries, Inc. with several diverse programs, all of which would 

aid in 

 Hopewell Industries, Inc. in reducing Hopewell Industries, Inc. current retention rate that currently is at 

60%. 
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Mission: To be the provider of choice for individuals with 
developmental disabilities, to develop and enhance life skills 
through employments, social, and recreational opportunities 

Team Players: CEO, Direct Care Staff 
Supervisor, HR Manager, & 
Direct Care Staff 

Effective Date: 
Date Revised: 

Performance Management Process Change Implementation 

PROCEDURE: INCENTIVES, & REWARDS PROGRAM 

Monetary Non-Monetary 

$25.00 Gift card ($300 a year) Rewards board($35.00 for Board only) 

$25.00 Gas card ($300 a year) Certificate($5.00 for 12) 

Monthly Birthday Lunch ($300 a year) Email from CEO 

Flex-time off (1 day in that month) ($810 a year) E-cards from employees 

Paid day off (1 day in that month) ($810 a year) Represent the company at a seminar 

Flexible Schedule for the month Prime parking next to the CEO for a month 

Movie Pass($300 a year) Educational or mentoring opportunity 

 

2. Audience:  The incentives and rewards program is designed for all new Direct Care Workers 

and current Direct Care Workers.   

3. Planning: CEO Mary Thompson, Direct Care Staff Supervisor, New HR Manager 

To be decided upon and developed by Hopewell Industries, Inc. 

4. Results: 

Encourage a “think-like-an-owner” mentality and provide an equitable and competitive level of 

compensation that will allow HWI to attract, retain, and motivate highly competent and 

successful Direct Care Staff. 
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Evaluation Plan 
 

Phase 3, Phase4, and Phase 5 will be decided upon and implemented by Hopewell Industries, 

Inc. Phase 3 Deploy stage, Hopewell Industries, Inc. will determine if they want to implement 

our team recommendations and will begin to install, debug and institutionalize the new process 

model (Rummler & Brache, 2008)  

 

Phase 4 Sustain, provides Hopewell Industries, Inc. a way to monitor if the implemented 

recommendations are achieving expect results and continue to improve the process.  

Furthermore, Hopewell Industries, Inc. will manage the organization as an adaptive system and 

should see results from stages 0-4 during phase 5 Adapt stage for the Evaluation Plan. 
 

Hopewell Industries, Inc. Evaluation plan 
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The “Should” Process Map 
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Implementation Timelines and General Cost 
 

Implementation Timeline 

To begin the recommendations Hopewell Industries, Inc. will begin by developing a job profile.  

Within 15 days after the Job Profile has been developed and implemented to current and new 

hired Direct Care staff, Hopewell Industries, Inc. will begin to revise their employee 

performance evaluation process.  Within 90 days, the performance evaluation will be finalized 

and approved by the CEO Mary Thompson.  The 30, 60, 90 day performance reviews will be 

100% completed between 90-180 days culminating in the annual reviews being completed at the 

end of the year. 

 

 
 

 

 

Work Breakdown Structure 
 
Scope management for the Hopewell Project will be the sole responsibility of the Performance 

Consultants. The scope for this project is defined by the Project Justification and the Work 

Breakdown Structure (WBS). The Performance Consultants and Key Audience Members will 

establish and approve documentation for measuring project scope, which includes WBS, and 

work performance measurements. 

 

Proposed scope changes may be initiated by the Performance Consultants and CEO of the project 

team.  All change requests will be submitted to the Performance Consultants or CEO who will 
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then evaluate the requested scope change.  Upon acceptance of the scope, change request the 

Performance Consultants will submit the scope change request to the CEO for acceptance.  Upon 

approval of scope changes by the CEO the Performance Consultants will update all project 

documents and communicate the scope change to all Key Audience Members of the project 

team. 
 
 
 
 

                          

 

Hopewell Industries, Inc. 

 
                          

                          

 

Assess 
Phase       

1   

Define Phase  
2 

 

Develop Phase      
3 

 

Deploy Phase          
4 

 

Sustain 
Phase   

5 

 

Adapt 
Phase    

         6 

 
              Hopewell will take over from this point   

 
                        

 

Situation 
Analysis  

1.1 
 

Process 
Steps/Outputs  

2.1 
 

Develop Phase     
3.1   

Implement 
Recommendations 

4.1 
 

Revisit 
results 

5.1 
 

Manage 
Organization       

6.1 
 

 
            

 

Organization 
Analysis      

1.2 
  

Desired 
Performance 

2.2 
 

Recommendations     
3.2  

Test New Model  
4.2  

Evaluate 
Results  

5.2 
 

Desired 
results 

Achieved          
6.2 

 

             

 

Interview 
CEO       
1.3 

 

Actual 
Performance     

2.3 
 

Solution Set            
3.3  

Institutionalize 
New Model                   

4.3 
 

Improve 
The 

Process           
5.3 

   

             

 

Interview 
Supervisor  

1.4 
 

Gaps             
2.4  

Performance 
Measures             

3.4 
       

             

 

Data 
collection  

1.5 
 

Impacts of 
Gaps               
2.5 

 
  

       

             

 
Approval  

1.6  

Causes of 
Gaps              
2.6 

 
  

       

             

     
  

       
 
 
 
 



Final Report                                                                                                                         22 

 

 

General Cost 

 

Hopewell Industries, Inc. has just recently privatized in the last year and their financial status 

does not allow for high cost or budgeted projects at this time.  General cost to implement 

selected interventions were based upon providing the most value to the client, while keeping the 

cost of those interventions minimal so any or all interventions could be implemented.  To 

average the total cost of each of these interventions, minus the rewards and incentives program, 

would be hourly cost based on the percentage of each team player responsible for ensuring these 

processes are now in place.  Depending upon which incentives and rewards are selected depends 

on the total cost of each.   

 

 

 

Incentives and Rewards General Cost 

 

Monetary Non-Monetary 

$25.00 Gift card ($300 a year) Rewards board($35.00 for Board only) 

$25.00 Gas card ($300 a year) Certificate($5.00 for 12) 

Monthly Birthday Lunch ($300 a year) Email from CEO 

Flex-time off (1 day in that month) ($810 a year) E-cards from employees 

Paid day off (1 day in that month) ($810 a year) Represent the company at a seminar 

Flexible Schedule for the month Prime parking next to the CEO for a month 

Movie Pass($300 a year) Educational or mentoring opportunity 

 

 

 

Final Analysis 
 

If Hopewell Industries, Inc. follows our recommended interventions, they will see a decrease in 

turnover by 30 percent, which meets their desired performance goals. To help Hopewell 

Industries, Inc. maintain this desired state, other factors such as, but not limited to: re-designing 

the interview questions to fit the new job profiles will insure a better fit to the organization. As 

well as, develop a timeframe for the certification testing to be completed with possible testing 

being done and completed in the facility where it can be monitored prior to be paid for. This 

alone cuts down on unnecessary cost from new hires not showing up and not completing testing, 

and gives managers a timeline on when those new employees will become available for   

scheduling. With all these factored considered it is probable that Hopewell Industries, Inc. may 

exceed their desired goals in retaining Direct Care staff. 
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Appendix 
_____________________________________________________________________________________ 

Appendix A- Priority Matrix 
Priority for Performance Issues 

 
Please rate the below items 1 being the least important, to 5 being the most important to prioritize 

the below performance issues. 
Note: Per professor we can only work on one issue from this list because of the time limit of this course.  
 
Interviewing- what questions are they asking, how are they approaching the interview, company goals 

verses employee goals, are they performing any behavioral testing. 
 

 1. 2. 3. 4. 5. 

 
Certification process- no time limit- time and money. 
  

1.  2. 3. 4. 5. 

 
Lack of documentation- tasks are not prioritized in Job description, no feedback until yearly. Written 

communication with direct care staff, verbal communication shows no documentation 
compared to written. 

  

1. 2. 3.  4. 5. 

 
Communication- manager on staff 20 hours a week and providing direct care 20 hours a week. Yearly 

feedback only- Staff has stated this as the biggest issue during interviews and ties into the 
onboarding process.  

  

1. 2.  3. 4. 5. 

 
Lack of consequences and feedback system- because no feedback is given until yearly evaluation or well 

after a direct care issue has occurred.  
  

1. 2. 3. 4.  5. 
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Appendix B- Job Post 
HWI Job Post Form for Ohio Mean Jobs 

JOB POST FORM for the Ohio Means Jobs Website 
Use this form so we can quickly and easily post your Ohio job opportunity to a national job search aggregator, 

where it is available electronically to job seekers across the state and country. 

 

GENERAL INFORMATION 

 
EMPLOYER NAME:  ______Hopewell Industries, Inc. 

____________________________________________________________________ 
 
EMPLOYER JOB TITLE: ___Direct Service Specialist - Adult DD Services 

___________________________________________________________________ 
 
START DATE (this is the date that you want the posting to start): 

________Immediately___________________ 
 
CLOSING DATE (this is the date that you want your posting to 

stop):__________________________________ 
(if no ending date is listed it will default set for 30 days) 

 
JOB TYPE:   X Regular Employment       Alien Certification     Apprenticeship      Internship 
 
FEDERAL CONTRACTOR:        Yes     X No 
 
DESIRED SKILLS/DUTIES – summary of what you want the potential employees to possess 
(MAXIMUM OF 4000 CHARACTERS)  

Note: Desired Skills/Duties and Licenses/Certifications are required fields. You may populate information in either 
field; however both fields cannot be blank. Job Descriptions may be attached to the returned email, but 
please provide the summary. 

 

Employees must be adaptable and flexible.  Punctuality and good attendance is critical.  Employees must 

have positive customer services and a willingness to support adults with developmental 

disabilities to the fullest extent possible with inclusion of community, personal growth and 

development.   

Duties:   

Provide supports to adults at the HWI work center.  Employees provide learning and work opportunities 

to adults with developmental disabilities.  Supervisor must pass a physical, clean driving record, 

drug screen, and pass a background check and department of DD classes. Supervisor must 

complete paperwork accurately and timely.  Employee must possess good written and oral 

communication skills and be able to perform some task on a computer.   
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SALARY: _$8 to $10 __________________________________   X Hourly   Yearly 
 
EDUCATION LEVEL DESIRED: ___High school diploma – minimum 

______________________________________________ 
 
LICENSES OR CERITIFICATIONS REQUIRED: _____Drivers License, Physical, , __D.O.D.D. class/required 

training 
provided__________________________________________________________________ 
______________________________________________________________________________
______________________________________________________________________________
_______ 

 
WORK DAYS: X Sun   X Mon  X  Tues  X Wed  X Thurs  X Fri  X Sat  
 
WORK SHIFTS :      1ST  XX 2ND  XX 3RD  Rotating  XX Split 
 
DURATION: X FULL TIME  X PART TIME    SEASONAL – may turn into permanent TEMPORARY 
 
WORKSITE ZIP CODE: 

_____43812___________________________________________________________________ 
 
 
 

CONTACT INFORMATION 

 
CONTACT NAME: _______Della Stuart______________________________________ 
 
PREFERRED METHOD OF CONTACT (choose any of the contact methods listed): 
 
X Resumes Wanted      Calls Wanted 

X Fax Resume      X  E-mail Wanted 

Apply in Person at Interview Site   Apply Online 

 

Please provide the information that corresponds with the Preferred Method(s) of Contact 
 
RESUMES WANTED 
Resume address (number, street, city, state and zip code): ______637 Chestnut St. Coshocton, OH. 

43812 
 
CALLS WANTED 
Telephone Number: 

_____________________________________________________________________________ 
 
FAX RESUME 
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Fax Number: ____________740-622-3531__________________________________________________ 
 
EMAIL WANTED 
Email Address: _____dstuart@hopewellindustries.org 

_______________________________________________ 
 
APPLY IN PERSON AT INTERVIEW SITE 
Interview site address (number, street, city, state and zip code) 
_____________________________________________________________________________________

_________ 
 
APPLY ONLINE 
Web address to apply: 

___________________________________________________________________________ 
 
 
 

Please return the completed form to Jed McCoy at mccoyj@odjfs.state.oh.us and your job will be 
posted. 

 

 

 
 
 
 
 
 
 
 

 

 

 

 

 

 

mailto:mccoyj@odjfs.state.oh.us
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Appendix C- Logic Chain 
 
 

  

Adopted from Hale Associates 2014

6. Track the Leading Indicators/Behaviors

Within 30 days all documentation will be designed & implented.

After 30 days to 90 days supervisors will  complete 100% of

 Performance Reviews. 

7. Measure the Impact

Client Satisfaction 

& Retention 5. Set the Baselines

Current status is missing valuable documentation.

Goal is to design, implement, & complete 100% of the documentation.

incentives, & rewards. No on time evaluations being implemented

4. Build the Solution Set

2. Agree on Outcomes & Design & Implement Job Profile. Redesign Evaluation Documentation.

Success Measures Suggest Incentives & Rewards Program

Hopewell Industries Logic Chain

1. Define the Need/Goal

To Retain Direct Care Staff of Hopewell Industries

3. Determine the Cause & Performance Requirements

Unclear Job Profile & Expectations. No consequences, 
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Appendix D- Material to Help Client Implement Recommendations 
 

How to Develop a Job Profile (D.1) 

 

A job description is a useful, plain-language tool that describes the tasks, duties, functions, and 

responsibilities of a position.  It outlines the details of who performs the specific type of 

work, how that work is to be completed, and the frequency and the purpose of the work 

as it relates to the company’s mission and goals. Job descriptions are used for a variety of 

reasons, such as a tool for recruiting, determining salary levels, conducting performance 

reviews, clarifying missions, establishing titles and pay grades and creating reasonable 

accommodation controls, as well as for career planning, training exercises and legal 

requirements for compliance purposes.  A job description gives an employee a very clear 

and concise resource to be used as a guide for job performance.  Likewise, a supervisor 

can use a job description as a measuring tool to ensure that the employee is meeting job 

expectations.  

 

Step 1: Perform a job analysis 
 

This process of gathering, examining and interpreting data about the job’s tasks will supply 

accurate information about the job so that a company can perform efficiently. 

 

Interview employees to find out exactly what tasks are being performed. 

Observe how tasks are performed. 

Have employees fill out questionnaires or worksheets. 

Collect data on jobs from other resources such as salary surveys or the Occupational Outlook 

Handbook. 

The results should be documented and reviewed by the employee that is currently in the 

position—and his or her supervisor—for any changes regarding the knowledge, skills, 

abilities, physical characteristics, environmental factors and credentials/experience of the 

position: 

Knowledge— Comprehension of a body of information acquired by experience or study 

Skill—a present, observable competence to perform a learned activity. 

Ability—competence to perform an observable behavior or a behavior that results in an 

observable product. 

Physical characteristics—the physical attributes an employee must have in order to perform the 

job duties with or without a reasonable accommodation. 

Environmental factors—working conditions (inside or outside the office). 

Credentials/experience—the minimum level of education, experience and certifications 

acceptable for the position. 

 

Step 2: Establish the essential functions  

 

Once the performance standard for a particular job has been made, essential functions of the 

position must be defined.  

 

To establish the performance standard:  
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Ensure that the tasks as part of the job function are truly necessary or a requirement in order to 

perform the job.  

Determine the frequency at which the task is performed or how much time is spent performing a 

task. 

Determine the consequences of not performing the function and whether this would be 

detrimental to the company’s operation or result in severe consequences. 

Determine if the tasks can be redesigned or performed in another manner. 

Determine if the tasks can be reassigned to another employee 

 

Once that is completed, the employer can make a determination as to whether the functions are 

essential or marginal. The use of the term “essential function” should be part of the job 

description, and it should explicitly state how an individual is to perform the job. This 

will provide future guidance as to whether the job can be performed with or without 

accommodation. 

Step 3: Organize the data concisely 
 

The structure of the job description may vary from company to company; however, all of the job 

descriptions within a company should be standardized so that they have the same 

appearance. The following topics should be included: 

 

Date—when job description was written. 

Job status—exempt or nonexempt under FLSA, full time or part time. 

Position title—name of the position. 

Objective of the position—what the position is supposed to accomplish, how it affects other 

positions and the organization. 

Supervision received—to whom the person reports. 

Supervisory responsibilities—direct reports, if any, and the level of supervision. 

Job summary—an outline of job responsibilities. 

Essential functions—detailed tasks, duties and responsibilities. 

Competency or position requirements—knowledge, skills and abilities. 

Quality and quantity standards—minimum levels required to meet the job requirements. 

Education and experience—required levels. 

Time spent performing tasks—percentages, if used, should be distributed to equal 100%. 

Physical factors— type of environment associated with job: indoor/outdoor. 

Working conditions—shifts, overtime requirements as needed. 

Unplanned activities---Other duties as assigned. 

 

Step 4: Add the disclaimer  
 

It is a good idea to add a statement that indicates that the job description is not designed to cover 

or contain comprehensive listing of activities, duties or responsibilities that are required 

of the employee. 

 

Step 5: Add the signature lines 
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Signatures are an important part of validating the job description. They show that the job 

description has been approved by all levels of management and that the employee 

understands the requirements, essential functions and duties of the position. Signatures 

should include those of the chief operating officer, or highest-ranking officer, the 

supervisor and the employee. 

 

Step 6: Finalize  
 

          Draft the job description for upper management review and approval. A draft allows upper 

management a chance to review, add or subtract any detail before the final job 

description is used for employees and management.  

 

Once returned from management, the job description should be revamped and 

reformatted with any changes. It should be sent to management one final time for final 

approval and signatures. The final job descriptions should be kept in a secure location 

and copies used for job postings, interviews, accommodation requests, compensation 

reviews, and performance appraisals. Employers may also wish to post them on the 

company’s intranet.  
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Example Job Profile (D.2) 
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New Employee Progress Report Sample (D.3) 
 

 

NEW EMPLOYEE PROGRESS REPORT SAMPLE 
 

 

 

The following form will be used for the initial 90-day evaluation. The scores will range from 1 to 

5 as follows: 

 

1 = outstanding, 2 = above standard, 3 = standard, 4 = below standard, and 5 = unacceptable. 

 

___________________ _______________ ________________ __________________ 

Employee   Hire Date  Supervisor   Position 

 

 

NOTE TO EMPLOYEE: YOUR COMMENTS ARE ENCOURAGED AND WELCOMED. 

PLEASE ATTACH A SEPARATE FORM, WHICH YOUR SUPERVISOR WILL 

FURNISH UPON REQUEST. 

 

Rating:  30 Days 60 Days                      90 Days 

 

Job Knowledge   _______  _______  _______ 

Quality of Work   _______  _______   _______ 

Quantity of Work   _______  _______  _______ 

Teamwork/Public Contact  _______  _______  _______ 

Supervision Required   _______  _______  _______ 

Communications   _______  _______  _______ 

Adherence to Company Procedures _______  _______  _______ 

Attendance    _______  _______  _______ 

Tardiness    _______  _______  _______ 

Appearance    _______  _______  _______ 

Job Results    _______  _______  _______ 

Continued At-Will Employment _______  _______  _______ 

Recommended   _______  _______  _______ 

 (Yes or No) 

 

Comments:   (30 Day Evaluation) 
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____________________________________ ____________________________________ 

Employee/Date Supervisor/Date 

  

 

 

Comments:   (60 Day Evaluation) 

 

 

 

 

 

 

 

 

 

 

 

____________________________________ ____________________________________ 

Employee/Date Supervisor/Date 

 

 

 

Comments:   (90 Day Evaluation) 

 

 
 


