
POM INDICATOR SERIES:
People Choose Services

ELIZABETH SITES
Quality Enhancement Specialist



Vision
A world of dignity, opportunity, and community for all people.

Mission
CQL is dedicated to the definition, measurement, and 
improvement of personal quality of life.



Our History
Personal Outcome Measures®

With people with 
DD, people with 
mental illness, 
parents, thought 
leaders

Focus Groups
The first Personal Outcome 
Measures® tool is published 
– 30 outcomes. Validity 
testing conducted.

POM
Analysis of the data leads 
to the combination of 
certain outcomes resulting 
in the 21 outcomes we use 
today

21 Outcomes

In three orgs and 
then field tested in 
US and Canada

Piloted
Factor analysis reduces the 
number of outcomes from 
30 to 25

25 Outcomes
Analysis 
demonstrates the 
continued validity of 
the 21 outcomes

Revalidation

1991 - 1992 1993 2005

1992-1993 1997 2017



Personal Outcomes Measures®
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People Choose Services
Overview

• Introduction

• Key Concepts

• Information-Gathering

• Effective Decision-Making 

• Common Misconceptions

• Resources



INTRODUCTION

‘Choose Services’



Choice/Choose:

• To select freely and after consideration  
choose a career

• To have a preference for
choose one car over another

• To select from a number of possibilities; 
pick by preference

• To prefer or decide

People Choose Services
Introduction



Services:

• A service is defined as “work performed 
for remuneration.” 

• The act of serving: such as
a: a helpful act did him a service
b: useful labor that does not produce a 
tangible commodity — usually used in 
plural charge for professional services

People Choose Services
Introduction



KEY CONCEPTS

‘Choose Services’



• Array of options
• Services focus on personal goals and desires
• All available options are presented and explained 

to people – they are informed
• People know they can make a change
• Providing choice and control within a person’s life
• Services help people get what they want and need
• Services assist people to realize personal goals & 

achieve outcomes important to them

People Choose Services
Inside The Indicator



INFORMATION-GATHERING

‘Choose Services’



People Choose Services
Where Does This Conversation Begin?

• Information for this outcome starts 
with other outcomes

• Opportunity to pause and reflect 
upon how you bridge into this 
conversation

• Focus on natural human 
conversations in general

• Might we take a cue from the 
environment, or something that 
the person said?



People Choose Services
Information-Gathering

• Build upon information from personal 
passions, interests and experiences

• Avoid leading questions

• Move among other outcomes

• Gather this information from the person, 
not only from the staff/follow up



• Dig deeper from clues or hints

• How have services been explored with the 
person?

• Continue to focus on variety based on 
informed personal choice

• Ask open ended questions

• When people express their desires, are 
they truly listened to?

People Choose Services
Information-Gathering



People Choose Services
Information-Gathering

Considerations to explore:

• What services is the person receiving? 
• Who decides what services the person receives?
• Can the person change services if they choose? 
• What options have been presented to the person? 
• How were options presented to the person?  
• Are the services the person receives meeting their 

needs and expectations?



Education

Experience

Exposure

People Choose Services
The Three E’s



DECISION-MAKING

‘Choose Services’



Decision-Making Basics

• Use the Personal Outcome Measures® Manual 
(2017) 4th Edition

• Always ask: "How Do You Know?“
• Remember: You do not have to make this 

decision in order 

People Choose Services
Applying Decision-Making



People Choose Services
Decision-Making



People Choose Services
Decision-Making



• Even though the person may not have chosen the 
services or providers of service initially, if he or she 
is now choosing to maintain the service after 
options have been presented, the outcome is 
present.

• The choice of place of work or place of
residence is not the issue in this outcome.
In relation to work and home, the outcome
refers to choice in services received while
the person is at home or at work.

People Choose Services
Additional Considerations



People Choose Services
Applying Decision-Making

• Apply the Three E's to this outcome to 
ensure informed personal choice

• In order to assess individualized 
supports, the person’s preferences
must be known and supported 

• Active efforts to support are important 
- not waiting for the person to ask

• Staff/providers don’t gatekeep 
decision-making



COMMON MISCONCEPTIONS

‘Choose Services’



• Being happy is not the same as informed choice
• Discomfort is not a reason to avoid conversation
• There is not a “threshold” or specific number of 

services the person must choose for this outcome to 
be in place. 

• Perceived inability to understand or make decisions 
does not negate the need for conversation and 
supports

• The person decides what is important to them, even if 
supports disagree on the value

• Knowledge of something existing is not the same as 
decision making

People Choose Services
Common Misconceptions
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Zoom

Submit Your 
Questions



Capstone Newsletter - The Three E’s: 
Education, Experience, and Exposure
https://www.c-q-l.org/resources/newsletters

Your Services Should Be All About You
https://youtu.be/-xqttlDcAkM

Presuming Competence
https://youtu.be/w70VNAN4HfM

Dignity of Risk
https://youtu.be/UZR6fm7pA2c

People Choose Services
Resources

https://www.c-q-l.org/resources/newsletters
https://youtu.be/-xqttlDcAkM
https://youtu.be/w70VNAN4HfM
https://youtu.be/UZR6fm7pA2c


Elizabeth Sites
Quality Enhancement Specialist

esites@thecouncil.org

Contact Us
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