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Agenda
• Review of research literature on direct support professional (DSP) 

workforce issues
• CQL's Personal Outcome Measures®
• DSP turnover disparities that need to be targeted to reduce turnover
• The impact of DSP continuity on quality of life
• Implications of findings for states and organizations

Housekeeping
This webinar is being recorded and will be available on our website for you 
to reference at a later time. 



BACKGROUND
WHO IS A DSP & WHAT DO THEY DO?

• Examples of range of support 
provided:

• Assistance with activities of daily 
living (ADLs)

• Health and safety
• Relationship building & 

networking
• Communication
• Personal care
• Transportation
• Promoting self-determination
• Financial duties
• Community living / integration
• Crisis prevention
• Household tasks

• Examples of settings include:
• People’s homes
• Group homes
• Family homes
• Public and private institutions
• Nursing homes
• Employment settings / job 

support programs
• Many others!



BACKGROUND
WHAT IS THE ‘CRISIS’ & WHY IS IT HAPPENING?

• Direct support will become largest profession in the country by 
2020, with the need for 5 million DSPs

• Astronomically high turnover rate – 30-70% a year

• The turnover ‘crisis’
• Decades-long issue – is it really a crisis or a systemic issue?
• With deinstitutionalization came shifting of DSP roles and 

geographic dispersion
• Low wages & a lack of benefits
• Training & self-efficacy
• Career path
• Organizational culture



BACKGROUND
THE IMPACT OF THE ‘CRISIS’

• Turnover creates a tremendous financial burden on organizations
• $784 million annually in the United States

• Beyond financial burden, DSPs are critical for community 
integration and community infrastructure

• DSPs support and improve quality of life



AIM OF THIS STUDY

The aim of this study was to explore the impact of DSPs on quality 
of life of people with IDD.

Research Questions:
1. What factors impact the odds of people with IDD experiencing 

DSPs turnover?; 
2. How does DSP turnover impact the outcomes of people with 

IDD?
3. How does DSP turnover impact the organizational supports that 

are in place for people with IDD?

1,341 participants (2015-2016)



PARTICIPANTS

1,341 interviews (2015-2016)
Through organizations including local, county, and state governments in the 
United States that provide any of the following services to people with 
disabilities: 
• Service coordination, 
• Case management, 
• Family or individual supports,
• Behavioral health care,
• Employment and other work services,
• Residential services, 
• Nontraditional supports (micro-boards and co-ops), and/or
• Human services systems.



PARTICIPANTS

18 to 24
7.1%

25 to 34
18.6%

35 to 44
16.6%

45 to 54
20.8%

55 to 64
18.8%

65 to 74
9.1%

75+
2.9%

Age



PARTICIPANTS

Man
53.6%

Woman
45.7%

Gender



PARTICIPANTS

Verbal/spoken 
language

82.2%

Face/body expression
12.6%

Communication device
1.2%

Sign language
1.0%

Other
2.5%

Primary Communication Method



PARTICIPANTS

White
74.4%

Black
18.3%

Indigenous 
American

4.0%

Latinx
2.2%

Other (Asian, 
Native Hawaiian, 

other Pacific 
Islander, or other)

1.2%

Race



PARTICIPANTS

Independent 
decision making

27.6%

Assisted decision 
making
36.8%

Full/plenary 
guardianship

31.5%

Other
2.6%

Guardianship status



PARTICIPANTS

Provider operated 
house or apartment

50.5%

Own home/apartment
21.2%

Family's house
15.9%

State operated 
HCBS group home

3.2%

State operated ICF/DD
1.9%

Host family/family 
foster care

1.8%

Private ICF/DD
1.6% Other

1.6%

Residence Type



PARTICIPANTS

On call - support as needed
2.1%

0 to 3 hours/day
4.5%

3 to 6 hours/day
7.0%

6 to 12 hours/day
11.6%

12 to 23 hours/day
5.7%

24/7 - around the 
clock
61.1%

Other
3.4%

Average Daily Support



MEASURE:
PERSONAL OUTCOME MEASURES®

Outcome 
for the Person

Individualized 
Supports

QUALITY
OF SERVICES

QUALITY
OF LIFE



MEASURE:
PERSONAL OUTCOME MEASURES®

MY HUMAN SECURITY

MY COMMUNITY

MY RELATIONSHIPS

MY CHOICES

MY GOALS



PERSONAL OUTCOME MEASURES®
MY HUMAN SECURITY

• People are safe
• People are free from abuse and neglect
• People have the best possible health
• People experience 

continuity and security
• People exercise rights
• People are treated fairly
• People are respected



PERSONAL OUTCOME MEASURES®
MY COMMUNITY

• People use their 
environments

• People live in 
integrated environments

• People interact with other 
members of the community

• People participate 
in community life



PERSONAL OUTCOME MEASURES®
MY RELATIONSHIPS

• People are connected 
to natural support networks

• People have friends
• People have intimate relationships
• People decide when to 

share personal information
• People perform 

different social roles



PERSONAL OUTCOME MEASURES®
MY CHOICES

• People choose where and 
with whom to live

• People choose where to work
• People choose services



PERSONAL OUTCOME MEASURES®
MY GOALS

• People choose personal goals
• People realize personal goals



PERSONAL OUTCOME MEASURES®



FINDINGS
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CHANGE IN DSPs IN PAST 2 YEARS

55.9%

86% 5% 1% 1% 0.9% 5%

Provider organizations/support staff
People with 
disabilities Employer

Family
Guardian Other



IMPACT ON TOTAL OUTCOMES
PRESENT

12.71

9.79

0

2

4

6

8

10

12

14

No Turnover Turnover



IMPACT OF TURNOVER ON OUTCOMES
-6.3

-3.7
-2.4

-2.1
-2.1
-2.0
-2.0
-2.0
-2.0

-1.8
-1.7
-1.7
-1.6
-1.6

-1.5
-1.5
-1.4

-6.5 -6.0 -5.5 -5.0 -4.5 -4.0 -3.5 -3.0 -2.5 -2.0 -1.5 -1.0

Experience continuity and security

Live in integrated environments

Are respected

Natural supports

Choose with whom and where to live

Interact with others in the community

Participate in community life

Treated fairly

Have friends

Use environments

Decide when to share personal information

Perform social roles

Are safe

Exercise rights

Intimate relationships

Best possible health

Choose services



IMPACT ON TOTAL ORGANIZATIONAL
SUPPORTS IN PLACE

12.95

10.63

0.00

2.00

4.00

6.00

8.00

10.00

12.00

14.00

No Turnover Turnover



IMPACT OF TURNOVER ON SUPPORTS
-5.6

-2.5
-2.4

-2.0
-1.9
-1.9
-1.8
-1.8
-1.7
-1.7
-1.7
-1.6
-1.6
-1.5

-1.4
-1.4
-1.3

-6.0 -5.0 -4.0 -3.0 -2.0 -1.0

Continuity and Security

Live in integrated environments

Are respected

Treated fairly

Interact with others in the community

Natural supports

Are safe

Have friends

Participate in community life

Decide when to share personal information

Choose with whom and where to live

Perform social roles

Use environments

Intimate relationships

Choose Services

Best possible health

Realize personal goals



LIKELIHOOD TO EXPERIENCE DSP CHANGE
DISABILITY TYPE (AMONG PEOPLE WITH IDD)

-2.4

-1.4

2.7

-3

-2

-1

0

1

2

3

Down 
syndrome

Seizure 
disorder

Behavioral
challenges



LIKELIHOOD TO EXPERIENCE DSP CHANGE
DAILY SUPPORT NEEDS

1.0

2.5 2.7

1.9

4.1

6.8

0

1

2

3

4

5

6

7

On call 0 to 3 hours 3 to 6 hours 6 to 12 hours 12 to 23 hours 24/7 - around
the clock



LIKELIHOOD TO EXPERIENCE DSP CHANGE
RESIDENCE TYPE

1.0

-2.7 -2.0

2.0
1.1 1.3

14.2

-3.0

-1.0

1.0

3.0

5.0

7.0

9.0

11.0
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Own
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State op.
HCBS group
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State
ICFDD

Private
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LIKELIHOOD TO EXPERIENCE DSP CHANGE
RESIDENCE SIZE

1.2
2.2

4.9

10.9

24.1

0.0
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10.0

15.0

20.0
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DISCUSSION: THE VALUE OF DSPS
HUMAN SECURITY

People with IDD who experience turnover are less likely to 
experience human security – “non-negotiable human and civil 
rights” – safety, health, rights, respect, and continuity and security

DSPs play an important role in supporting human security



DISCUSSION: THE VALUE OF DSPS
COMMUNITY

DSP turnover hinders community outcomes, including people with 
IDD’s right to be in the community, and to access and interact with 
the world around them.

People who experience DSP turnover are less likely to:
• Use their environments
• Live in integrated environments
• Interact with others in the community
• Participate in the life of the community

Bidirectional relationship



DISCUSSION: THE VALUE OF DSPS
RELATIONSHIPS

DSP turnover also impacts relationships of people with IDD.

People with IDD who experience turnover are less likely to:
• have friends
• Have intimate relationships
• Perform social roles
• Decide when to share their personal information

Relationships are links to the greater world that create a blanket of 
security and help people who receive supports play social roles



DISCUSSION: THE VALUE OF DSPS
CHOICE & GOALS

Choice is the ability to make decisions that affect one’s life and 
community. Choice was also negatively impacted by DSP turnover.

Compared to those who do not experience change, those people 
with IDD who experience DSP change are less likely to choose 
services, and choose with whom and where to live

DSP turnover also reduces the likelihood that people receive 
organizational supports to realize their personal goals.





IMPLICATIONS

DSPs are central to the quality of life of people with IDD, 
including human security, community, relationships, 
choice, and goals

People who experience DSP turnover are less likely to 
achieve personal outcomes and less likely to receive 
organizational supports to achieve outcomes.



IMPLICATIONS

More than 25% of organizations don’t implement a system for staff 
recruitment and retention.

Based on CQL reviews, areas where the organization overestimates 
how we’ll they’re doing include:
• The organization implements a system for staff recruitment and 

retention. 
• The organization implements an ongoing staff development 

program. 
• The support needs of individuals shape the hiring, training and 

assignment of all staff. 
• The organization treats its employees with dignity, respect and 

fairness. 



IMPLICATIONS
28.70% of organizations don’t have the people supported by the organization 

participate in the organization’s staff recruitment and retention 
programs

23.50% of organizations don’t have a system to collect and use data regarding 
absenteeism and overtime to improve continuity and consistency of 
staff assignments

21.40% of organization don’t have a system for conducting employee
satisfaction surveys

13.70% of organization analyze satisfaction survey results and reasons for 
separation as part of its staff retention system

13.60% of organizations don’t develop the staff training program based on 
input from support staff, input from people supported, and the results 
of internal and external findings



IMPLICATIONS & CONCLUSIONS

• Addressing turnover:
• Increasing DSP wages – state reimbursement rates
• Training & self-efficacy
• Cultural shift that recognizes value of DSPs

The quality of life of people with disabilities is at stake.



LINK TO FULL STUDY

https://goo.gl/JKUDsc

http://aaiddjournals.org/doi/abs/10.1352/1934-9556-56.5.234
https://goo.gl/JKUDsc


Carli Friedman, PhD
cfriedman@thecouncil.org
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