


















not need any services, but there may be many others who are overlooked. With regard 
to getting needed services, in 2011, only 68% of Hispanics and 68% of African 
Americans served by regional centers stated that they get the services they need 
versus 80% of Whites (NCI data). 

In order to address their needs and improve equity in service use, we must understand 
the barriers. Cooper and colleagues (2002) conceptualized barriers to accessing health 
care services for vulnerable groups on three levels (1) personal/family (e.g. family 
involvement and acceptability of care, clients' preferences and expectations, personal 
beliefs, education and income), (2) structural (e.g. availability of services, how services 
are organized, timeliness of appointments, transportation), and (3) financial (e.g. 
insurance coverage, reimbursement levels, public support). WRC will examine the type 
of barriers to services that culturally diverse clients and families may encounter. This will 
be accomplished by a group of newly hired culturally diverse SCs who will provide 
enhanced case management for identified clients from the target group. These SCs will 
reestablish relationships with clients/families from our target group in order to identify 
appropriate services and guide clients/families through their appropriate utilization. 
These SCs will also collaborate with parent educators who will be available to provide 
support to the clients and their families through this process. These enhanced case 
management techniques will allow monitoring progress of the target group and 
immediate client/family-centered problem solving. Once client and family are satisfied 
with available services and their situation is stable, the enhanced case management SC 
will reconnect them with their former SCs for standard case management. 

WRC also proposes to implement an automated follow-up system to augment current 
case management. The automated follow-up system will help SCs stay connected with 
clients/families post IPPIIFSP meetings and to remind them via phone calls, texts, and 
email messages about services authorized but not yet used. This will act as a reminder 
to either reach out to the service coordinator for clarifications about the services or to 
schedule appointments with vendors. 

In addition, WRC proposes to address complex needs of clients by finding culturally 
competent providers whom the communities trust to provide innovative services for 
clients. We will develop Request For Proposals and share these with our underserved 
communities through the Equity Task Force and other forum, to create culturally 
sensitive services for children and adults living in the under-resourced communities. 
The services for adults may focus on developing tailored services to offer appropriate 
services to adult clients choosing to live with their families or relatives. In addition, 
alternative transportation options will be explored to develop safe and reliable 
transportation services for WRC clients and their families during non-regular working 
hours or on the weekends. 

Strategy Four: Improve how clients and families experience services by 
monitoring our performance and client and family satisfaction and rapidly 
improving those experiences when needed to maintain and enhance the 
consumer service experience. 
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The National Center of Cultural Competence from Georgetown University Child 
Development Center, University Center for Excellence in Developmental Disabilities 
suggests that engaging in frequent self-assessments helps organizations to (1) 
measure the degree to which they effectively address needs and preferences of 
culturally and linguistically diverse groups, (2) establish partnerships that involve clients, 
families, and community stakeholders, (3) improve access and utilization of services, (4) 
increase satisfaction with services received, and (5) determine individual and collective 
strengths and areas that need improvement. There are numerous benefits to self­
assessment and WRC would like to utilize it to promote development among its staff 
and enhance their abilities to deliver culturally competent services and supports to 
clients and their family members. 

WRC will utilize a comprehensive approach to self-monitoring and improvement of POS 
disparities. We will utilize the new Cultural Diversity Specialist and the proposed new 
Family and Client Equity Support Specialist to facilitate coordinating, monitoring, and to 
oversee improvement cycles. Visually appealing graphics may be prepared, among 
other needed reports, and provided to SCs, management, executives, the board, parent 
groups and other stakeholders at regular intervals. Progress towards the goals will be 
measured over time and presented publicly. 

WRC's self-assessment via multimodal, multilingual client satisfaction questionnaire will 
offer WRC a snapshot of the where the agency is at any given time. Utilizing online 
survey software, WRC will collect client satisfaction metrics and use this information to 
enhance its capacity to deliver services that are culturally competent and appropriate to 
the needs and circumstances of clients and their families. This process will be ongoing 
to keep track of improvements and areas of underperformance. 

Although our strategies aim to address local needs and barriers, we are open to 
statewide collaboration with other regional centers and with the Department of 
Developmental Disabilities to address reductions of disparities in POS and to create 
equity in services. 

Plan 

Below are proposed goals, objectives, and timelines to address the multifaceted 
approach to address the disparities highlighted in the purchase of service expenditures 
data and the barriers highlighted in public forums. 

Strategy Goal Objective Time line 
1. Improve 1 . Develop and Objective 1.1: WRC will develop training Within 6 
trust implement guidelines and identify trainer(s) who will months of the 

cultural share training role with underserved funding 
competency clients/families for the cultural competency award 
training. training. 
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Objective 1.2: WRC will train 75% of staff By the fourth 
(including board members, executive quarter of 
team, management, service coordinators fiscal year 16-
and all other client-facing personnel) and 17 
at least 100 vendors, advocates, and 
support group members. We will train 95% 
of staff by December, 2017. 

Objective 1.3: WRC will continue offering Ongoing 
ongoing quarterly cultural competency 
trainings, including learning and skill 
building circles, with annual participation of 
at least 75% of staff and other 
stakeholders. 

Objective 1.4: WRC will monitor changes Ongoing 
in participants' knowledge, attitudes, and 
behaviors via pre and post-tests and 
follow-up questionnaires. 

2. Develop Objective 2.1: Cultural Diversity Specialist Within 6 
special multi- will organize multi-disciplinary staffing months of the 
disciplinary opportunities for SCs to present cases and funding 
staffing. discuss barriers and unmet needs. award 

Objective 2.2: Cultural Diversity Specialist Ongoing 
in partnership with SC, will follow-up on 
resolutions proposed during staffing within 
3 months of each meeting. 

3. Improve Objective 3.1: WRC will redesign its Within the 
website and current website to make it more accessible first year of 
media message. and easy to navigate services available for the funding 

clients in various age groups and their award 
families. 

2. Improve 4. Develop and Objective 4.1: WRC, in partnership with Within the 
communicati implement WFREC, will develop "orientation to WRC" second year 
on culturally video training modules, utilizing of the funding 

sensitive parent- multilingual and multimodal approach and award 
to-parent training train all families, focusing on incoming 
model. families (via intake dept.) and families 

underutilizing services. 

Objective 4.2: WRC, in partnership with Within the 
WFREC, will recruit, train, and first year of 
compensate parent and client leaders who the funding 
will provide outreach and coaching to award. 
other parents/clients on accessing 
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services, appeal process, and existing 
menu of services available. 

Objective 4.3: WRC will monitor outreach Ongoing 
and recruitment via sign-ins and any 
changes in families' understanding and 
skills via interactive questions in the 
modules. Feedback on module 
improvement will be solicited by surveys at 
the end of the modules. 

5. Assure that Objective 5.1: Increase culturally and During the 
communications linguistically appropriate translation second year 
are culturally and services by utilizing bilingual service of funding 
linguistically coordinators and contracted translation 
appropriate. services. 

3. Improve 6. Identify barriers Objective 6.1: WRC will identify Within 6 
access to to service individuals with no purchase of services. months of the 
services utilization of the award 

target group. funding 

Objective 6.2: WRC will conduct needs During the 
assessments (e.g. interviews, surveys) first year of 
with the target group to identify barriers to funding 
service utilization and any unmet needs. 

7. Enhance case Objective 7.1: WRC will utilize an During the 
management for automatic follow-up system to stay second year 
the target group. connected with the target group and alert of funding 

them via phone calls, texts, email 
messages, etc. about unused services. 

Objective 7.2: WRC will develop an During the 
enhanced case management to address first year of 
individual needs and barriers identified in funding 
6.2. 

Objective 7.3: At least 50% of individuals End of the 
in the enhanced case management group second year 
will receive requested and funded POS of funding 
service in the next two years. 

Objective 7.4: At least 50% of individuals End of the 
in the enhanced case management group second year 
will show improvements in at least one of funding 
domain of quality of life indicators in the 
next two years. 
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8. Develop Objective 8.1: WRC will identify needed Within the 
Request for services in order to develop RFP for first 6 months 
Proposals (RFPs) innovative services in the community. of funding 
to attract vendors award 
to increase 
service Objective 8.2: WRC will develop and Within the 
availability. issue RFPs for community-based first year of 

programs/vendors to create innovative funding 
services for children and adults living in award 
underserved or under-resourced areas. 

Objective 8.3: WRC will contract with During the 
alternative or innovative transportation first year of 
agencies to develop or enhance funding 
transportation services for WRC clients 
and families. 

4. Improve 9. Develop and Objective 9.1. WRC will monitor, track Ongoing 
satisfaction conduct self- data, and oversee improvement cycles of 

assessment tools POS disparities. 
for clients, family 
members, Objective 9.2: WRC will develop 
providers, and assessment-tools (e.g. client satisfaction During the 
WRC staff to survey) and perform ongoing assessments first year of 
assess and of its service delivery. funding . 
monitor 
satisfaction with 
services. Objective 9.3: WRC will establish a Ongoing 

baseline of client's satisfaction ratings and 
monitor chanQes over the two years. 

Budget 

Fiscal Year 
2016-17 2017-18 2018-19 
Jan-June 

Training 

Staff traininQ $25,000 $25,000 $20,000 

Parent leader training $15,000 $5,000 $5,000 

Outreach 

Parent support Qroup meetinQs $0 $5,000 $5,000 

Parent support workshops $0 $1,000 $1,000 

Childcare stipends $12,500 $25,000 $25,000 
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Transportation 

Alternative Transportation 

Mileage 

Technology/Equipment 

Equipment for parent leaders 

Automatic call system 

Dashboard 
Online survey software and questionnaire 

tool 

Communication 
Phone reimbursement for parent leaders 
Website development and maintenance 
Translation services 

Materials 
Outreach materials for parent leaders 
Orientation materials (e.g. video, webinar) 
Orientation printed materials 
Focus groups stipends 

Request for Proposals (RFP) 
Children services 
Adult services 

Positions 
Family and Client Equity Support Specialist 

(1) 
Parent leader positions (20) 
Enhanced case management SCs (3) 

BUDGET GRAND TOTAL 

Budget Justifications 

Training 

1. Staff training 

$10,000 $20,000 $20,000 

$1,250 $5,000 $5,000 

$10,000 $0 $0 

$0 $15,300 $15,300 

$75,000 $0 $0 

$11,000 $11 ,000 $11,000 

$1 ,200 $5,000 $5,000 
$5,000 $10,000 $5,000 

$0 $5,000 $5,000 

$0 $1,000 $1,000 
$50,000 $0 $0 

$0 $5,000 $5,000 
$6,000 $3,000 $0 

$0 $10,000 $10,000 
$0 $10,000 $10,000 

$18,200 $36,400 $36,400 
$52,000 $208,000 $208,000 
$60,000 $240,000 $240,000 

$352,150.00 $645,700.00 $632,700 

a. FY 16-17: Initial cultural competency training: $2,500 per each group 
training x 6 groups of 30 people each =$15,000 (reaching 180 staff) 

b. FY 16-17: Additional initial training: $2,500 per group x 4 groups of 30 
people each= $10,000 (reaching 120 staff and vendors) 
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c. FY 17-18: Ongoing staff/vendor training: $2,500 per group x 10 groups of 
30 people each= $25,000 (reaching 300 people) 

d. FY 18-19: Ongoing staff/vendor training: $1,000 per day x 20 trainings for 
small groups of 20 people= $20,000 (reaching 200 people) 

2. Parent leader training 
a. FY 16-17: Curriculum development: $15,000 
b. FY 17-18: Training for up to 20 parent leaders: $5,000 
c. FY 18-19: Training for up to 20 parent leaders: $5,000 

Outreach 

1. Parent support group meetings 
a. FY 17-18: rent for community meetings: $5,000 
b. FY 18-19: rent for community meetings: $5,000 

2. Parent support workshops 
a. FY 17-18: refreshments for families during community workshops: $1,000 
b. FY 18-19: refreshments for families during community workshops: $1,000 

3. Childcare stipends 
a. FY 16-17: $25/hour per provider x 10 childcare providers x 2hour per 

meeting x 25 meetings per year= $12,500 
b. FY 17-18: $25/hour per provider x 10 childcare providers x 2hour per 

meeting x 50 meetings per year= $25,000 
c. FY 18-19: $25/hour per provider x 1 0 childcare providers x 2hour per 

meeting x 50 meetings per year= $25,000 

Transportation 

1. Alternative Transportation 
a. FY 16-17: $200 per trip x 50 trips for families= $10,000 
b. FY 17-18: $200 per trip x 100 trips= $20,000 
c. FY 18-19: $200 per trip x 100 trips = $20,000 

2. Mileage reimbursement for parent leaders 
a. FY 17-18: Up to 38 miles per month x .55 per mile x 12 months x 20 

parent leaders = $5,000 
b. FY 18-19: Up to 38 miles per month x .55 per mile x 12 months x 20 

parent leaders= $5,000 

Technology/Equipment 

1. Equipment for parent leaders 
a. FY 16-17: 20 iPads x $500 per iPad = $10,000 

2. Automatic call system 
a. FY 17-18: 8500 clients x 5 calls per client per month x 12 months = 

$15,300 per year. This option is available through "call-em-all", simple 
voice broadcasting and SMS for everyone. 

b. FY 18- 19: 8500 clients x 5 calls per client per month x 12 months = 
$15,300 per year. This option is available through "call-em-all", simple 
voice broadcasting and SMS for everyone. 
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3. Dashboard 
a. FY 16-17: $75,000 for a late-binding end data warehouse that will let us 

look at the data sets together- COER, POS, and data from satisfaction 
surveys, etc. 

4. Online survey software and questionnaire tool 
a. FY 16-17: $11,000 for Qualtrics or Voxco annual license for online survey 

software with up to 10,000 responses and SMS feature/phone survey IVR. 
b. FY 17-18: $11,000 for Qualtrics or Voxco annual license for online survey 

software with up to 10,000 responses and SMS feature/phone survey IVR. 
c. FY 18-19: $11,000 for Qualtrics or Voxco annual license for online survey 

software with up to 10,000 responses and SMS feature/phone survey IVR. 

Communication 

1. Phone reimbursement for parent leaders 
a. FY 15-16: 20 parent leaders x $20/month of cell phone reimbursements x 

3 months =$1 ,200 
b. FY 17-18: 20 parent leaders x $20/month of cell phone reimbursements x 

12 months =$4,8000 
c. FY 18-19: 20 parent leaders x $20/month of cell phone reimbursements x 

12 months =$4,8000 
2. Website development and maintenance 

a. FY 16-17: $5,000 to secure a web developer and begin designing phase 
b. FY 17-18: $15,000 for redesigning the site 
c. FY 18-19: $5,000 for maintenance and site updates 

3. Translation services 
a. FY 17-18: $5,000 for translation of newly developed documents 
b. FY 18-19: $5,000 for translation of newly developed documents 

Materials 

1. Outreach materials for parent leaders 
a. FY 17-18: $1,000 for copies of materials to be shared with community 

members during meetings, fairs, etc. 
b. FY 18-19: $1,000 for copies of materials to be shared with community 

members during meetings, fairs, etc. 
2. Orientation materials 

a. FY 17-18: $50.000 for developing, shooting, and editing an orientation 
video about WRC services 

3. Orientation printed materials 
a. FY 17-18: $5,000 for development and printing of orientation to WRC 

materials to accompany the video 
b. FY 18-19: $5,000 for development and printing of orientation to WRC 

materials to accompany the video 
4. Focus groups stipends 

a. FY 16-17: $50 per person x 15 people per focus group x 8 focus groups= 
$6,000 
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b. FY 17-18: $50 per person x 15 people per focus group x 4 focus groups = 
$3,000 

Requests for Proposals (RFP) 

1. RFP for a vendor to develop innovative services meeting needs of children in 
underserved areas: 

a. FY 17-18: $10,000 for at least 20 clients 
b. FY 18-19: $10,000 for at least 20 clients 

2. RFP for a vendor to develop innovative services meeting needs of adults in 
underserved areas: 

a. FY 17-18: $10,000 for at least 20 clients 
b. FY 18-19: $10,000 for at least 20 clients 

Positions 

1. Family and Client Equity Support Specialist 
a. FY 16-17: $35/hour x 520 hours per year= $18,200 
b. FY 17-18: $35/hour x 1040 hours per year =$36,400 
c. FY 18-19: $35/hour x 1 040 hours per year =$36,400 

2. Parent leader positions 
a. FY 16-17: $20/hour x 130 hours per year x 20 positions =$52,000, each 

position may impact approximately 12 families per quarter. Total impact 
250 families per quarter. 

b. FY 17-18: $20/hour x520 hours per year x 20 positions =$208,000, each 
position may impact approximately 50 families per year. Total impact 
1,000 families per year. 

c. FY 18-19: $20/hour x520 hours per year x 20 positions =$208,000, each 
position may impact approximately 50 families per year. Total impact 
1 ,000 families per year. 

3. Enhanced case management service coordinators 
a. FY 16-17: 3 positions x $20,000 per 3 months of service= $60,000. Each 

enhanced case management SC may serve up to 30 people per quarter. 
b. FY 17-18: 3 positions x $80,000 per year per position= $240,000. Each 

enhanced case management SC may serve up to 124 people per year. 
c. FY 18-19: 3 positions x $80,000 per year per position= $240,000. Each 

enhanced case management SC may serve up to 124 people per year. 

Timeframe 

The timelines for our goals and objectives are included in the plan. Majority of the work 
proposed in the plan will be coordinated by the newly hired Cultural Disparity and 
Family and Client Equity Support Specialist with assistance from enhanced case 
management service coordinators and existing staff from various departments within 
WRC and our partner-agency, WFREC. We will start implementing our plan as soon as 
we fill the Cultural Disparity Specialist position. We will also execute contracts with 
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vendors and provide them with funding to develop innovative services for children and 
adults. We will also contract with parent leaders, trainers, a web developer, a 
videographer, and a variety of organizations providing the following services: 
translation, online survey development, and automated calling services. 

Outcome Tracking 

Current information from POS data is inadequate to understand or eradicate disparities. 
Regional Center of Orange County, who has been using the data for years, reports that 
issues with POS data include (1) no information on cost or utilization of group­
contracted RC resources or non-RC generic resources (2) inaccurate consumer 
counts-total numbers are greater than actual caseloads and a one-time service is 
counted the same as an ongoing year-round service (3) consumers who have more 
than one diagnosis are over-counted in multiple categories (4) insufficient information 
on socioeconomics/income, and many other important client factors that affect utilization 
of POS funds. 

Data from the National Core Indicators (NCI) surveys are also inadequate. They do not 
include insufficient representation of individual regional centers (for example, some past 
questions had only 51 families answer) so we are not able to analyze our own 
information. Age ranges for POS and for NCI differ so they are not comparable. There is 
no Early Start data in NCI. There is also no ability to follow data and make changes in 
real time. In addition, there are no data on specific "unmet needs". It is unclear how 
much of NCI results are taken from the CDER/CMF and how much is actual survey data 
from clients or families, making the sources of the data questionable. Finally, the survey 
is only in English and Spanish and there were extremely low rates of Spanish response. 

Thus, an essential component of our proposal is a self-monitoring and action system in 
order to ensure that our goals are met. Our Cultural Diversity and Family and Client 
Equity Support Specialists will undertake self-monitoring efforts, including use of 
existing data and will translate those data into easily understandable graphics. These 
graphics will be provided to service coordinators, management, executives, the board, 
parent groups and other stakeholders at regular intervals. Progress towards the goals 
will be measured over time and presented publicly. These may include quantitative data 
on: 

(1) Progress on the Communication Climate Assessment Toolkit 
(2) POS data by race/ethnicity and specifically on our target populations, including 

those without services 
(3) Enhanced data by race/ethnicity obtained from COER, POS 
(4) Enhanced case management client outcomes 
(5) Client satisfaction outcomes 
(6) Training outcomes and 
(7) RFP outcomes 

Qualitative data will be obtained through focus groups, semi-structured interviews or 
satisfaction surveys. These will be occurring throughout the proposal period, including 
pre-tests and post-tests. 
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