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Reports: 4th Quarter 2023

Our leadership team met on February 9, 2024 to review all aspects of our
Quality Assurance Programs. This is our report to you, the stakeholders of MACS, Inc.

Service Effectiveness:

MACS, Inc. Direct Service Staff historically have
shown tremendous effectiveness in all aspects of
service delivery. The 4™ quarter of 2023 was no
different. Throughout the final three months of 2023,
13 individual service recipients were assessed to
determine the effectiveness of five different services
that were delivered during this time period. DSP staff
of MACS, Inc. assisted these 13 folks to move
between 1% to 79% closer to independence over this
past year, depending on the individual’s plan of care.*
So, on average, 13 individuals whom received
assistance and support from our DSP staff through a
variety of residential and community-based services,
fully attained over 28% of their personal goals from
October 1%, 2023 through December 31% 2023.

*Data collected from 1/2023 — 12/2023

Services access:

Our Marion office continued to be busy through the
end of 2023, adding 3 new DSP staff to assist 3
different folks receive a variety of community-based
services.

Service Efficiency:

MACS Quality Assurance (QA) Team continues to
track the efficiency with which all services are
delivered by MACS' internal support teams. This
guarter, service efficiency, unfortunately, hit an
annual low. The number of hours of total support
delivered over this past quarter was 67% of total
services authorized, including all Respite Care
services. The leadership of MACS, Inc. believes
this dip in total services delivered is a direct result
in our inability to find and obtain DSP staff.
Gratefully, in our Marion office location, we hired
three new direct service staff and hope to see a
dramatic rebound in total services delivered starting
in 2024.vSee below:
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Challenges:

Recruiting new DSP staff and retaining our talented
employees remain the main challenges and focus of
the MACS leadership team again this quarter.
Continuing throughout this past year, ongoing inflation
and rising cost of living statistics continue to present Health and Wellness:
unique challenges in recruiting DSP staff and retaining
our current workforce. Urgent Update: MAC, Inc. was
recently informed that effective January 1, 2024 Vaya
Health, along with the NCDHHS, will be announcing
Medicaid rate increases for all providers of Mental
Health, Substance Abuse, and Intellectual Disabilities
services. Although we have not been given specific
information as of today’s date about how these
increases will be handled by Vaya for the I/DD
community, we are told these rate increases are
specifically being granted by the NC State Assembly
as a part of their budget in an effort to increase DSP
staff wages. We have been constantly and consistently
realigning our operations while also advocating for
increases in DSP wages since 2020. It looks like our
efforts, and the efforts of many others, may be
beginning to pay off at the state level. Our leadership
team will get further communications out to all our
stakeholders immediately once we receive more
detailed information about the impacts of this
announcement within the 1/DD service

community. Until that time, we wanted to let you know
we are cautiously optimistic that the local authorities
within Vaya Health will treat the I/DD providers in
Western North Carolina fairly and generously with any
increases they receive from NCDHHS. Stay

The MACS, Inc. QA Team and Human Rights
Committee reviewed 8 incident reports during the
last 3 months. A trend / pattern was identified within
these reports. One of our elderly service recipients
had multiple minor injuries and one trip to the
hospital for routine medical care. MACS, Inc.
continues to increase staff training and
development around elder care issues and provide
increased levels of staff supervision for those
working with our elder care folks with the hope of
continuous quality improvements in this specific
area.

Office site safety reviews and associated drills were
conducted monthly and/or quarterly, as
appropriate, throughout the past three months to
ensure the physical safety of all service
participants, employees, and visitors utilizing
MACS facilities. All MACS owned and/or operated
facilities reported safe working conditions during
the 4th Quarter of 2023, with all items needing to
be addressed be completed by the end of 2023.

Workforce Development:

5 new DSP staff were credentialed this quarter,
10 employees were released, and MACS
retained 93% of its overall workforce during
this quarter, coming in over our company's goal
of 85%. 15 performance evaluations were
completed during the last 3 months (including
90-day evaluations of new employees and
annual evaluations of all levels of staff).
Parents and / or guardians report a 100%
satisfaction with services their family members
are receiving from MACS, Inc. DSP and QP
staff throughout the last 3 months, and a 99%
positive skill assessment was reported.

No complaints were reported during the 4th
guarter of 2023.




EMPLOYEE OF THE QUARTER!

ELISSA WITH MEGHAN
Elissa has stepped up this past year to support Meghan, who has been without consistent staffing for her
job at Ingles over an extended period of time. Since stepping in to help out, Elissa has been a very loyal
and committed support for Meghan and does a fantastic job of promoting independence, while also
showing tremendous empathy and compassion. Elissa joined the MACS team in 2021 and has always
been very hard working and is committed to excellence in her role as a Direct Support Staff. Elissa has
supported a young man in the Brevard area for the last several years in some very challenging
circumstances and she never wavered once in her delivery of exemplary services. Her supervisors report
that she has ALWAYS gone above and beyond in all aspects of her duties, shows incredible maturity in
complex situations requiring a steady hand, and is someone who would excel in any position assisting
those we support here at MACS. Elissa, congratulations on being our Employee of the Quarter. We
appreciate all you do for those we all serve. “You are awesome!”




A& MAGICAL NIGHT IN MARION; FEBRUARY 9, 2024




A& SPECIAL THANK YOU TO ALL OF OUR STAFF WHO MADE THIS
NIGHT POSSIBLE FOR THOSE WE SERVE

A Magical Night in Marion; February 9, 2024




A message from Rick and Ric

Throughout this past year the MACS Leadership team has been working hard
while also pushing the local authorities to respond to the negative impacts that
nationwide tnflation has had own our direct service workers. MACS has re-
organized its tnternal budogets, sought enhanced Medicaid vates from our Local
management entity, and offered some targeted wage inereases while waiting
patlently for those in authority to do thelr part. well, finally late in 2023, the
NC General Assembly appropriated $176 wmillion in state and federal recurring
funding in the Current Operations Appropriations Act of 2023 to raise rates for
NC twnovations Waiver services to allow providers to raise direct care worker
(dDew) l/\ong wages. n direct response to this act and Ln addition to our own
internal adjustments, and before recelving any funding from our Local
Managed Care Organization, vaya Health, the MACS, ne. leadership team
approved and bmmediately began bmplementing rate lncreases across the boardl
for all direct service provider staff beginning january 1, 2024. Although there
Ls still work to be downe in Western North Caroling to ensure a stable workforce
within the I/DD field of care, we welcome these tnitial steps by North Caroling to
ackwnowledge the nvaluable senvices our DSP staff provide. Rest assured our
Leadership team will contlinue to advocate for all of our direct service providlers
and continue to acknowledge thetr havd work. We are here to serve those who
serve those we all serve here at MACS!

MACS, Inc. is a nationally accredited provider of Residential, Supported Employment and Community
Based Periodic Services

“Our Mission is to provide quality assistance and services to adults, children and families with special
needs to enable prosperity in their lives.”

Contact us at rzehr@macs-inc.org if you have any suggestions on how we can improve our services to
you or your family member.

Copyright 2020 Mountain Area Community Services, Inc. All rights reserved. You are receiving this newsletter because you are a
community stakeholder for our organization.

Our Mailing Address is:

Mountain Area Community Services, Inc.
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