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                            This document is posted to help you gain knowledge. Please leave a comment to let me know what you think about it! Share it to your friends and learn new things together.
                        

                    

                                            
                                                            
                            
                            

                        

                    

                                    

            

        


                    
                
                    
                        Transcript

                        
                            Page 1
                        

For over 70 years, the Texas Commission for the Blind has assisted blind and visually impaired Texans in achieving independent and successful lives through building confidence in their abilities.

Page 2
                        

TCB ProgramsVocational RehabilitationTransitionIndependent LivingBlind Children’s Program
 TCB ServicesEmotional AdjustmentOrientation & MobilityDaily Living SkillsCommunicationCareer/Employment Services

Page 3
                        

It is estimated that over 550,000 people inTexas were blind or visually impaired in 2001. This number is expected to increase by almost 7% over the next five years, as the state’s population, particularly the older population, continues to grow.
 TCB served over 21,000Texans in 2001.
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Severe visual impairment = blindness in one eye and best corrected visual acuity in other eye between 20/70 and 20/200; or best corrected visual acuity in both eyes between 20/70 and 20/200
 Blindness = visual acuity with best correction 20/200 or less in better eye, or visual field no greater than 20 degrees in better eye
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Improving Our Service through Continually Improving Our Organization
 Survey of OrganizationalExcellence
 Customer SatisfactionSurveys
 http://www.utexas.edu/research/cswr/survey/site/index.html
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“The Texas Commission for the Blind believes in the Survey of Organizational Excellence. Based on the results of the survey, we have taken several positive actions to improve our organization, and it has made a tangible difference in shaping our future.”
 Terrell I. MurphyExecutive Director
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1994 1998 2002
 45%
 68%
 85%
 Survey of Organizational ExcellenceTCB Employee Response Rate
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Pick up the Mouse, Señor!
 Yo Quiero Survey ofOrganizational Excellence
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2002 SOE Constructs
 Supervisor EffectivenessFairnessTeam EffectivenessDiversityFair PayPhysical EnvironmentBenefitsEmployment DevelopmentChange OrientationGoal Orientation
 Holographic (Consistency)Strategic OrientationQualityInternal CommunicationAvailability of InformationExternal CommunicationJob SatisfactionTime & Stress ManagementBurnout ManagementEmpowerment
 http://www.utexas.edu/research/cswr/survey/site/index.html
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1994 1998 2002
 302
 332
 366
 Survey of Organizational ExcellenceTCB Average Construct Score

Page 11
                        

Participant GroupResponse
 Rate
 Avg. Construct
 Score
 TCB 85% 366
 All State Agencies 58% 355
 HHS Agencies 63% 345
 Agencies of Similar Size
 (300 to 1,000 employees)49% 355
 Survey of Organizational Excellence How TCB Compared in 2002

Page 12
                        

Commitment to Excellence
 • Make survey results available to all employees on agency internal web site
 • Present survey results to agency governing board
 • Discuss survey results with senior management staff
 • Provide results at the division and regional levels
 • Conduct follow-up surveys and focus groups
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Provide more leadership trainingRevamp agency internal web site to facilitate
 information exchange Increase budget for salaries Increase number of merits and promotionsMonitor for consistency in personnel actionsEstablish several career ladders Implement new compressed workweek policy Implement relaxed dress code
 Learning Organization
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Customer SatisfactionSurveys
 • Surveys initiated in 1994• Surveys expanded in 2001 to include
 active consumers as well as consumers who successfully completed services
 • Effectiveness of survey instruments continually monitored
 • Surveys administered quarterly by an independent contractor

Page 15
                        

• Present survey results to the agency’s governing board
 • Discuss survey results with senior management staff
 • Provide results at the regional level• Evaluate survey results in terms of agency
 performance measures• Maintain consumer satisfaction levels at
 90% or above
 Commitment to Excellence

Page 16
                        

Amount of time involved with providing assistive technology and related training significantly reduced
 Parents more directly involved in the development and implementation of their children’s service plans
 More services contracted for older blind consumers to better meet the needs of this growing population
 Learning Organization
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Active Listening
 • Central 800 telephone number• 800 telephone numbers for all field
 offices• E-mail link on agency web site to convey
 questions or concerns• Formal consumer complaint monitoring
 and response system• Town hall meetings and public forums

Page 18
                        

• Benchmarking with programs in peer organizations around the nation
 • Analyzing reported data and standards and indicators to assess our national standing
 • Developing annual regional plans to:-- market services and increase referrals-- enhance input from consumers and other
 interested parties-- implement the agency’s philosophy of
 building consumer confidence
 Commitment to Excellence
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