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Chautauqua Opportunities, Inc.
“Helping People … Changing Lives.”

Since 1965, Chautauqua Opportunities, Inc. (COI) has lead the fight
against poverty by creating a pathway for low-income or at-risk families
in Chautauqua County to work toward greater self-sufficiency and a
better quality of life.

COI works to reduce and alleviate the impact of poverty through:
► promoting personal success and financial stability
► empowering people toward greater self-sufficiency
► promoting asset development for individuals and the community
► promoting and developing proactive health habits
► fostering children’s school readiness and well-being
► promoting responsible usage of energy resources
► promoting access to affordable childcare
COI, in conjunction with its many partners, builds a foundation for
empowerment and opportunities through its divisions: Health & Family
Services, Early Care & Education, the Child Care Council and Housing
and Community Development. The agency’s affiliate corporation,
Chautauqua Opportunities for Development, Inc. (CODI), promotes
economic development by assisting entrepreneurs with starting or
growing businesses.

CQI 2020 - 2021
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Mission Statements

Chautauqua Opportunities, Inc.
“Helping People ... Changing Lives.”
“COI ... leading the fight against poverty
by mobilizing resources and creating
partnerships to promote empowerment,
economic independence
and opportunities.”

Chautauqua Opportunities
for Development, Inc.
“Helping Businesses... Creating Opportunities.”
“CODI ... leading the fight against poverty
by mobilizing resources and creating
partnerships to promote and create
economic independence through business
development and opportunities.”
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Organizational Chart
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Agency Overview
Chautauqua Opportunities, Inc. (COI) is a not-for-profit multi-service organization that
has been serving the low income population of Chautauqua County, NY since 1965.
COI is one of a network of 64 Community Action Agencies across NY State, and over
1,000 across the country, who work to alleviate poverty for low and moderate income
individuals.
COI’s services are designed to create opportunities that improve the economic situation
and well-being of Chautauqua County residents. COI’s services are grouped into the
following divisions: Early Care and Education, Health and Family Services, Housing
and Community Development, and the Chautauqua Child Care Council. Chautauqua
Opportunities for Development, Inc. (CODI) is the agency’s economic development
affiliate that provides technical assistance and loan capital for new or expanding
businesses. COI is a NYS registered charity and has licenses to provide child care,
home care, and shelter for homeless youth.

COI & CODI
► Intake approximately 6,494 individuals in over 2,851 households each year
► Offer comprehensive access to services
► Have a combined annual budget of about $16,700,000
► Have 257 staff; 180 full-time staff, 18 part-time staff, and 51 as needed staff

COI is a:
► Community Development Corporation
► Registered charity in NY State
► NYS designated Rural Preservation Company
► Licensed child care provider
► Licensed Home Care Agency
► HUD certified Housing Counseling Agency
► Licensed Runaway and Homeless Youth Shelter Provider
► US Department of Justice Budget & Credit Counseling Agency and Provider of Debtor
Education

CODI is a:
► Community Development Financial Institution (CDFI)
► Community Development Entity (CDE)
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Executive Summary
Chautauqua Opportunities, Inc. (COI) first implemented a Continuous Quality Improvement process
in the year 2000 to bring a unified system for soliciting feedback that involves all stakeholders. The
Continuous Quality Improvement Report can be seen as part of a larger, ongoing management
system of self-assessment, gaps analysis, community feedback, community assessment, and
strategic planning that drives COI’s and CODI’s program development and management. All of COI’s
and CODI’s services are designed to respond to identified needs in the community and this CQI
process is an integral part of the on-going planning and assessment process.
Several changes have been made over the years as a result of the CQI process that increase the
efficiency of agency operations and improve customer satisfaction. The summaries below offer a
snapshot of how the agency is responding to identified areas for improvement.

2020- 2021
► Management will improve communication with staff by using multiple methods to relay information
in a timely manner.
► Supervisors will identify another manager to be contacted when they are unavailable.
► Early Care and Education has incorporated requests for supply orders in their staff meetings.
► Announcements of new staff members will be made on the employee page of COI’s website.
► Divisions are encouraged to hold virtual get-togethers or team building activities until Covid-19
restrictions are lifted.
► Acknowledgements for staff accomplishments will be made via social media posts and the
Community Newsletter.
► Monthly financial reports provided to Board members have been streamlined.

2019- 2020
► Early Care & Education have recently provided classroom budgets for Teachers, and have
been reviewing the purchase order process in staff meetings to help staff become aware of the
budgeting and purchasing procedures.
► Agency has provided full leadership team with leadership and coaching skills, and is devising a
plan to provide positive feedback from staff on a regular basis.
► Services have been re-aligned, separating the Child Care Council from Early Care & Education
as its own division.
► Early Care & Education have put together new standardized agendas and schedules to help keep
staff informed and up to date.
► “Meet the Senior Managers” has been implemented so that staff are familiar with Senior
Management.

CQI 2020 - 2021
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Methodology
Chautauqua Opportunities, Inc. and Chautauqua Opportunities for Development, Inc.
are committed to bringing the highest possible level of service to their customers. To
ensure quality across programs, a Continuous Quality Improvement (CQI) system is
in place consisting of 360 degree feedback from both internal and external sources.
The agency strives for at least an 85% satisfaction rating in all identified areas on
each survey. When results yield a rating that falls below 85%, a plan is developed with
specific action steps to address issues. These areas are monitored, board approved
and made public to ensure the action plan is being carried out as intended. A brief
description of the process follows.

Internal
► Employee Surveys: A standard employee survey is distributed agency-wide
and completed in the fall of each year to assess staff satisfaction with working
conditions. Electronic surveys are distributed using Survey Monkey, allowing for
anonymity and ease of completion. Because not every staff person has e-mail,
hard copies are also printed for some staff to complete. These hard copy surveys
are then gathered for manual entry into Survey Monkey. Survey results are
summarized for the entire agency and by division. Personal Care Aides complete a
separate Home Care employee survey because of the off-site nature of their job. A
Management Survey, focusing on management roles and functions, is distributed
to agency Managers. Survey results are reviewed by the Management Team and
preliminary plans (with specific action steps) are developed to address issues that
resulted in a satisfaction rating below 85%. Action Plans are not finalized until
additional feedback is obtained through the Focus Group process.
► Focus Group Meetings: The Chief Executive Officer, along with Division
Directors, meets with all staff using a focus group format every year as part of
the Continuous Quality Improvement process. The purpose of these meetings is
to report on the results of the fall employee survey, to gather additional feedback
about working at COI and to address areas of concern. Three Focus Group
sessions were held virtually in March 2021 and staff were mandated to attend at
least one session. Information from the surveys and the Focus groups is compiled
into this report.
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► Board of Director Surveys: Board members of both Chautauqua Opportunities,
Inc. and Chautauqua Opportunities for Development, Inc. receive surveys through
email, with follow up surveys sent out in in hard copy form. Survey results are
then summarized and compiled into a summary report that is reviewed by the
Chief Executive Officer and Senior Managers. An action plan is developed where
necessary, and is included in this report.

External
► Customer Surveys: Customer surveys are collected on an ongoing basis and are
available in both English and Spanish. Each customer is encouraged to fill out a
survey after accessing services. Each division reviews the results quarterly and
prepares a response (action plan) for any area scoring below an 85% satisfaction
rating or in response to any concerns noted in the comment section. The results
(and action plan if indicated) are then shared with staff in that service area and
division and monitored with the goal of improved customer service. The results
are summarized annually and reviewed by the Chief Executive Officer, the Senior
Management Team and the Board.
► Funder and Partner Surveys: Funders and community partners are sent
surveys on alternating years, allowing for both quantitative and narrative feedback
regarding specific services, contracts, and timelines of reporting. Results are
summarized and management develops an action plan with specific action steps
for areas falling below an 85% satisfaction rating. In 2020, funders were surveyed
via an electronic survey (Survey Monkey) allowing respondents to easily access,
complete, and return the survey with minimal time spent. A total of 47 surveys were
sent, with 3 surveys returned. All who responded reported satisfaction with the
COI representative’s responsiveness and reporting of both program and financial
information. Because of the low return rate, the data is not statistically significant
and is therefore not detailed in this report.
A final Continuous Quality Improvement report is compiled annually and submitted
to the Board for final approval. The approved Continuous Quality Improvement Plan
is then made available both internally on the employee page of the agency website
and externally to all stakeholders. Senior Managers review progress quarterly on the
action plans that were developed for areas below 85% satisfaction.

CQI 2020 - 2021
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Customer Survey
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Customer Survey Summary

Strengths

Surveys Distributed: 2,226
Surveys Returned:
1,391
Return Rate:
62%

On the 2020 Customer Survey, customers
reported 95% - 100% satisfaction with:
o Intake process

Additionally, customers receiving services

o Wait time in waiting room

at home or in the community reported

o Receptionist was helpful and courteous

99% - 100% satisfaction with:

o Helpfulness/responsiveness of staff
o Bilingual staff were available (if needed)
o Overall experience in your services area
o Overall experience with COI
o I understand everything about my service
o I was responded to in a timely manner

o Service time and location met my
needs
o My privacy was respected and
maintained
o I was informed and encouraged to

o I was treated fairly

complete a COI full intake to explore

o The service is accessible to me

additional services

Areas For Improvement
o 81% of customers responded “yes” to
“Have you set goals while in this service?”
o 83% of customers responded “yes” to
“If yes, have you achieved one or more
goals?”
o The return rate of 62% (compared to 64%
the previous year) could be improved.

Response/Action Plan
o Goals are set with customers upon
admission to services, but not all customers
see this process as goal setting.
o Some customer goals take more than one
appointment to achieve.
o COI is exploring alternative questions that
would apply to all customers, and working
on making surveys virtual.

CQI 2020 - 2021
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Employee Survey
Chautauqua Opportunities, Inc. and Chautauqua Opportunities for Development, Inc.
2019 Annual Employee Survey
1. How long have you been employed by COI?
____ Less than 90 days
____ Over 90 days but less than 1 year
____ 1 - 5 years
____ 6 - 10 years
____ 10 years or more
2. Please check the division in which you work:
_____ Health and Family Services
_____ Housing and Community Development
_____ Early Care and Education (includes kitchen)
_____ Child Care Council
_____ Core Services (Finance, Grants and Systems Compliance, HR)
_____ IT and Central Services (Tech, Buildings and Grounds, Navigation)
3. If you have worked here less than 90 days, please rate the following from your experience.
I have worked here more than 90 days ____ (if yes, skip to question 4)

Excellent

Good

Unsatisfactory Poor

3a. Application and hiring process
3b. Human Resources Orientation
3c. Service Area Orientation
3d. Job-specific Orientation or Training

3e. Please provide any comments or suggestions you have about the application and hiring process and/or the
Orientation/Training you have received since being hired: ________________________________________________
[< 90 day employees skip to 29]
Please indicate your level of agreement with the following:

Strongly
Agree

Agree

Disagree Strongly Disagree

4.I am familiar with the agency’s mission.
5. My job dutites allow me to contribute to the
agency’s mission.
6. I know how COI measures the progress of
customers.
7. My division/service area has specific performance measures that we are accountable for
achieving
8. Data is reviewed at division/service area meetings.
9. I am aware of budget and purchasing procedures that are relevant to my job duties.
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Strongly
Agree

Agree

Disagree Strongly Disagree

10. I know clearly how to carry out my job duties
and responsibilities.
11. I get the training I need to perform my job.
12. I get a sense of personal accomplishment from
my job.
13. I am proud to work for COI.
14. I am aware of the many services that COI and
CODI offer to the community.
15. My immediate supervisor and I have a good
working relationship.
16. Supervisors create a sense of teamwork and
company spirit.
17. My supervisor is available to me when I have
questions or need help.
18. My supervisor or other managers keep me
informed and up to date.
19. My supervisor is willing to listen to my ideas.
20. I feel respected and supported by the management team outside of my own division.
21. Human Resources staff treats me with courtesy and respect.
22. Human Resources staff treats requests and/or
concerns with the appropriate level of confidentiality.
23. Human Resources staff responds promptly to
my questions and/or concerns.
24. Human resources staff is available to meet
personally with me.
25. I understand my benefit options.
26. Overall, I am satisfied with the quality of service provided by Human Resources.
27. In your opinion, what does the agency do well?
________________________________________________________________________________________________
____________________________________________________________
28. In what areas could your division or service area improve, and how? _______________________________________
________________________________________________________________________________________________
_____________________
29. Please provide any additional suggestions or other comments you may have about your experience with working for
COI. _____________________________________________________________________________
_____________________________________________________________________________

CQI 2020 - 2021
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Employee Survey Summary
Strengths
100% of new employees (less than 90 days) report satisfaction
with Human Resources Orientation.

Surveys Distributed: 198
Surveys Returned: 174
Return Rate:
88%

89% of new employees report satisfaction with the application and hiring process.
90% - 99% of employees:
o Are familiar with the agency’s mission and believe that they contribute to the mission.
o Know how COI measures the progress of customers.
o Know that their division has specific performance measures for which they are accountable.
o Report that data is reviewed at division/service area meetings.
o Know how to carry out their job dutites.
o Feel they get the training they need to perform their job.
o Are proud to work for COI.
o Are aware of the many services COI/CODI offer to the community.
o Have an excellent/ good relationship with their immediate supervisor.
o Believe that their supervisor is willing to listen to their ideas.
o Are satisfied with the quality of services provided by Human Resources.

Areas for Improvement
o 86% of employees overall feel their supervisor is available when they have questions or need
help, but satisfaction in three divisions (ECE, Core, HCD) was below 85%.
o 83% of new employees (90 days or less) are satisfied with job-specific orientation.
o 84% of all employees (78% of Early Care and Education employees) are aware of budget and
purchasing procedures that are relevant to their job duties.
► Polling of the ECE division only was used during Focus Groups to clarify whether the issue
is about budgeting or purchasing. Aggregate results for all three sessions indicated a lack of
awareness of budgeting procedures in 5% of respondents, and of purchasing procedures
in 4% of respondents. The remaining 90% either know the procedures or it is not relevant to
their job duties.
o 83% of employees believe that their supervisors create a sense of teamwork and company spirit.
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o 79% of employees feel respected and supported by the management team ouside of their own
division.
► All employees were polled during the Focus Groups to clarify whether they feel
disrespected or unsupported by management of other divisions. Combined results from
all sessions indicate that 17% of employees have felt disrespected and 5% have felt
unsupported by management outside their own division. 42% of employees feel they are
treated with respect, and 36% say they rarely interact with other division managers.

Response/Action Plan
o Managers will use multiple methods to communicate information to staff; other members of the
management team should be identified for contact when a manager will not be available.
o Job-specific training will be conducted by more than one manager; time will be set aside at the
end of staff meetings for Directors/Managers to address questions from new staff.
o Early Care and Education has provided Center Directors with budgets; supply requests have
been incorporated into staff meetings.
o To increase the sense of teamwork and company spirit, staff suggested increased teambuilding activities and staff appreciation which have been lacking in the pandemic environment.
More information on this topic is provided in the Focus Group section.
o Concerns about being disrespected should be reported as quickly as possible to a supervisor.
If a staff person is not comfortable speaking to their immediate supervisor, they can speak
to another manager, or confidentially report concerns to the Human Resources Director.
Management will attend a relevant training.

Employee Focus Group Summary
Overview

Due to the Covid-19 pandemic, Focus Groups were held virtually for the first time in March 2021.
During each of the three sessions, survey results were shared on the screen for the agency overall
and for each division. Employees were instructed to use the chat function or virtually raise a hand to
make a comment. For some of the topics, polling was used to obtain additional staff feedback, and
Google Forms was also used so that participants could type suggestions anonymously. All full-time
and part-time staff members were mandated to attend at least one session.
A brief introduction and overview of the Continuous Quality Improvement process began each session
to frame the intent and purpose of the Focus Group meetings. The Chief Executive Officer stated
the importance of gathering feedback from both within the organization and from external sources to
assess, evaluate, and refine internal systems. Division Directors took turns presenting the results to
staff. Participation in the discussion was strongly encouraged in order to collaboratively address all
areas of concern.
CQI 2020 - 2021

15

Staff Feedback

The following table summarizes the issues identified during Focus Group discussions and the actions
to be taken to address them. Survey questions having less than an 85% satisfaction rating that are
addressed on the previous page are not specifically repeated here.
IDENTIFIED ISSUE

Staff would like
to resume inperson meetings
and other gettogethers as a
means to improve
team-building,
communication,
and positivity.

DISCUSSION

RECOMMENDATION

Meetings have been held
virtually for over a year, and
other events and get-togethers
have been canceled to avoid
in-person contact during the
pandemic. Suggestions to
improve the sense of teamwork
included virtual team-building
activities, socially-distanced
lunches, staff outings, health
and wellness check-ins, and
creative meetings for teamwork
and brainstorming. Some staff
who do not have staff meetings
at all would like to.

Currently in March 2021, Covid-19
vaccination distribution is underway
but numbers of Covid-19 cases are
still climbing. Gatherings are limited
by NY State to a maximum of 10
people indoors or 25 people outside.
In a Communication Book memo
on March 23, 2021, the CEO urged
staff to be patient until restrictions
lessen and get-togethers such as
holiday potluck lunches can resume.
Until that time, divisions or service
areas are encouraged to hold virtual
get-togethers or implement other
activities to increase the sense of
teamwork.

Several staff members
commented that they feel the
work environment is positive
and they enjoyed the uplifting
memos during the pandemic.

There is a desire
for increased
recognition of staff
accomplishments.
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Staff suggestions for
celebrating accomplishments
include using social media and
other methods to celebrate
certifications and other
achievements, bonuses, gift
cards, food, or “Staff Member
of the Week”. Others would
appreciate a thank you note or
email from management or a
co-worker for a job well done.

Grants and Systems Compliance will
implement a regular schedule of staff
meetings.
Employees were given paid days
off during the pandemic in lieu of
get-togethers.
Management agrees that staff
should be recognized for their
achievements and for a job well
done. Supervisors should make
a conscious effort to show their
appreciation to employees. Emails
and messages should be answered
in a timely manner, at least to
acknowledge receipt or say “I’ll have
to get back to you”.
Staff accomplishments should
also be included in the quarterly
Community Newsletter.
The agency has implemented
longevity bonuses for long term staff
members who have exceeded the
salary cap for their position and are
not eligible for merit raises.
CQI 2020-2021

IDENTIFIED ISSUE

DISCUSSION

RECOMMENDATION
Divisions should increase communication
via staff meetings, emails, or other means
to ensure that staff are receiving needed
information and that it is timely.

Staff feel there
is sometimes
a lack of
communication
from
management.

Staff were
asked to type on
a Google Form
the kinds of
information they
would like to
have more of.

Early Care and
Education staff
feel that training
is overwhelming
at the start of
employment.

CQI 2020 - 2021

Most commenters said they
are happy with the amount
of information received.
Others would like to be told
more about changes to the
agency, divisional procedures,
when new staff members
are hired, new or amended
programs, and training
opportunities. Some staff,
particularly in Finance, want
more information about new
or amended contracts and
budgets. Others said that
information is not always
timely, or comes from peers
instead of management.

There is a lot of information
to be learned at the start of
employment in ECE. Some
commenters suggested
that there should be more
staffing, or that all ECE staff
should have degrees. It
was pointed out that staffing
levels are limited by grantfunded budgets. Education
levels required for positions
are intentionally set at the
standard set by regulatory
agencies so that artificial
barriers to employment are
not created.

The standardized agenda should be used
for all staff meetings to ensure that all
areas are being discussed.
All employees are encouraged to add
a picture of themselves to their profile
on the In/Out Board so that they may
be recognized by other employees who
don’t work with them day to day. Pictures
are mandatory for members of the
management team.
Divisions should be sending new or
amended budgets to their Program
Accountant upon approval. Divisions
should consider inviting their Program
Accountant to meetings where budgets
are discussed. The Grants and Systems
Compliance Director can also provide the
most recent budget for most grant funded
programs.

Early Care and Education has
implemented a new orientation process
whereby the Child Care Council
provides 1 to 2 weeks of training and
observations.
The supervisor and new staff person
go through a checklist to ensure the
employee is comfortable with all areas
prior to their 90 day review.
A mentoring program is planned, but
was put on hold due to the pandemic.
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Home Care Employee Survey

Chautauqua Opportunities Inc.
Annual Home Care Employee Survey 2019

Please rate the following on a scale from 1 – 4 (as indicated in each question)
1-Poor(P) 2-Unsatisfactory(US) 3-Good(G) 4-Excellent(E)
or
1-Strongly Disagree(SD) 2-Disagree(D) 3-Agree(A) 4-Strongly Agree(SA)
1.

How would you rate your working relationship with your immediate supervisor?
1_____Poor		
2_____Unsatisfactory		
3_____Good		
4_____Excellent		
Explain: ______________________________________________________________________________________

2. Patient care plans are clearly explained to me and I am informed of changes.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain:_______________________________________________________________________________________
3.

I know the procedure to follow if a patient/customer requests services that are not listed on the current care plan.
1_____Strongly Disagree
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

4.

Personal protective equipment (gloves, masks, etc) is available & accessible as needed.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

5.

I know clearly how to carry out my job duties and responsibilities.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

6.

Home Care procedures were explained to me and any changes are communicated to staff
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

7.

I am aware of the on-call procedure and I am able to reach staff 24/7 if needed.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

8.

My opinions and suggestions are valued by the staff.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

9.

In-service educations and training is helpful to me in performing my job duties.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

10.

In service trainings are offered at different times and locations so that I can easily attend.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________

What Home Care Services does best is:
_____________________________________________________________________________________________
What Home Care Services could do better is:
_____________________________________________________________________________________________
11. I feel I am part of the COI team.
1_____Strongly Disagree		
2_____Disagree		
3_____Agree		
4_____Strongly Agree
Explain: ______________________________________________________________________________________
12. A Home Care Procedure Manual was reviewed with me when I was hired and is reviewed with me annually.
Please circle one YES		
NO
Name: (optional) _______________________________________________________________________________________
Feel free to use the back for any additional comments, suggestions, concerns, etc.

Home Care Employee Survey Summary

Strengths

Surveys Distributed: 31
Surveys Returned: 26
Return Rate:
84%

96% - 100% of Home Care Employees:
o Feel that they are part of the COI team.
o Indicate they know clearly how to carry out
their jobs.
o Rate their working relationship with their
supervisor as good or excellent.
o Feel that care plans are clearly explained to
them and they are informed of changes.
o Report that they know the procedure to
follow if a patient requests services not on
current care plan.
o Indicate that personal protective equipment
is available and accessible as needed.
o Are aware of the on-call procedure and can

o Feel their opinions/suggestions are valued
by staff.
o Report that in-service education and
training is helpful to them in performing their
job duties.
o Indicate that in-service trainings were
offered at different times and locations that
they could easily attend.
o Report that a Home Care Procedure
manual was reviewed with them upon hire
and annually.
o Feel that home care policies and
procedures are clearly explained and they

reach staff 24/7 when needed.

are informed of changes in home care

Areas for Improvement

Response/Action Plan

o No areas for improvement are noted, as

o No Action Plan Needed

all areas met the 85% satisfaction rating
benchmark.

CQI 2020 - 2021
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Manager/Coordinator Survey
Chautauqua Opportunities Inc.
Chautauqua Opportunities for Development, Inc.
Annual Manager/Coordinator Survey 2019

1. The length of time I have been employed with COI/CODI as a Manager/Coordinator:

___Less than 1 year
___1-5 years
___6-10 years
___Over 10 years
2. If you have been a Manager or Coordinator at COI for less than 1 year:
What areas were most difficult to learn/navigate/implement?_________________________________________
What areas were the clearest and easiest to implement/navigate?____________________________________

3. I work in:

________ A Service Division

_____ Core Administration or Central Services

Please indicate your level of agreement with the following:

Strongly Agree Disagree Strongly
Agree
Disagree
4. My supervisor spends and adequate amount of time with me.
5. My supervisor provides the feedback I need to carry out my job
effectively.
6. My immediate supervisor and I have a good working relationship.
7. Supervisors create a sense of teamwork and company spirit
8. Please provide any comments you may have about supervision.
(not required)
9. My input is considered when my division or service area is planning and setting goals.
10. I participate in managing and monitoring the budget for my
service area.
11. My division or service area regularly uses outcome data to analyze services and strategize for improvement.
12. I am satisfied with the level of training I receive for professional
growth and development.
13. Please provide any comments you may have about goal setting,
budget monitoring, or training within your division or service area.
(not required)
14. Internal meetings (agency and divisional) are useful and effective.
15. I believe the agency is moving in a positive direction.
16. COI provides a working environment that is respectful of diversity.
17. Other members of the Leadership Team treat me with courtesy
and respect.
18. Other members of the Leadership Team respond promptly to my
requests.
19. The agency effectively responds to the changing needs of customers.
20
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Strongly Agree Disagree Strongly
Agree
Disagree
20. I get a sense of personal accomplishment from my job.
21. I am proud to work for COI.
22. Please provide any additional comments or suggestions you may
have about working for COI and/or your interactions with other
members of the Leadership Team. (not required.)
Please rate the following statements about COI’s Human Resources Department.
23. Human Resources staff treats me with courtesy and respect.
24. Human Resources staff treats requests and/or concerns with the
appropriate level of confidentiality.
25. Human Resources staff responds promptly to my questions and/
or concerns.
26. Human Resources staff is available to meet personally with me.
27. I understand my benefit options.
28. Overall, I am satisfied with the quality of service provided by
Human Resources.
29. Please provide any comments you may have about Human Resources. (not required)
Please rate the following statements about the Grand and Systems Compliance Division.
30. My division receives timely and complete information on available and upcoming funding opportunities.
31. My division is satisfied with the quality of funding proposals
submitted on our behalf by Grants personnel.
32. The Grants and Systems compliance division responds to my
questions in a timely and satisfactory manner.
33. Grants and Systems compliance staff treats me with courtesy and
respect.
34/ I am satisfied with the quality of marketing/outreach documents
produced by Grants and Systems compliance (brochures, social media, agency reports and newsletters, etc..)
35. I am satisfied with the level of monitoring provided by Systems
Compliance (CSBG, report and contract tracking, binder review,
etc...).
36. Please provide any comments you may have about Grants and
Systems Compliance. (not required)
Please rate the following statements about the Finance Department.
37. Questions to the Finance Office are answered in a timely and
satisfactory manner.
38. I/My division receives the support it needs from the Finance office.
39. I/My division is satisfied with the quality of the trainings provided by Finance at quarterly Finance Coffee Talks.
40. I understand internal Finance policies and procedures (travel,
mileage, conference per diem, purchase order, etc...).
CQI 2020 - 2021
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Strongly Agree Disagree Strongly
Agree
Disagree
41. Internal data provided by the Finance Office is accurate and presented in a clear and understandable format.
42. Finance staff treats me with courtesy and respect.
43. Overall, I am satisfied with the quality of service provided by the
Finance Office.
44. Please provide any comments you may have about the Finance
Office. (not required)
Please rate the following statements about the Information Technology and Central Services Department
45. I/My division receives the support it needs from the Information
Technology Office.
46. I/My division receives the support it needs from the Buildings
and Grounds Department.
47. Technology staff treats me with courtesy and respect.
48. Building and Grounds staff treats me with courtesy and respect.
49. Information Technology staff respond promptly to my requests.
50. Buildings and Grounds staff respond promptly to my requests.
51. Overall, I am satisfied with the quality of services provided by
Information Technology.
52. Overall, I am satisfied with the quality of services provided by
Buildings and Grounds.
53. Please provide any comments you may have about the Information Technology and Central Services Division. (not required)
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Manager/Coordinator Survey Summary

Strengths

Surveys Distributed: 26
Surveys Returned: 26
Return Rate:
100%

92% - 100% of Managers and Coordinators:
o Feel their supervisor spends an adequate
amount of time with them.
o Feel their supervisor provides the feedback
needed to carry out their job effectively.
o Have a good working relationship with their
immediate supervisor.
o Agree or strongly agree that their
supervisors create sense of teamwork and
company spirit.

o Are satisfied with the level of training
they receive for professional growth and
development.
o Find internal meetings are useful and
effective.
o Believe the agency is moving in a positive
direction.
o Find that COI provides a working
environment that is respectful of diversity.

o Believe their input is considered when their

o Feel other members of the Leadership

division or service area is planning and

Team respond promptly to requests.

setting goals.
o Participate in managing and monitoring the
budget for their service area.
o Feel their division regularly uses outcome
data to analyze services and strategies for

o Believe the agency effectively responds to
the changing needs of customers.
o Get a sense of personal accomplishment
from their job.
o Are proud to work for COI.

improvement.

Areas for Improvement
o No areas for improvement are noted, as
all areas met the 85% satisfaction rating
benchmark.

CQI 2020 - 2021

Response/Action Plan
o No Action Plan Needed
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COI/CODI Board of Directors Survey
CHAUTAUQUA OPPORTUNITIES for DEVELOPMENT, INC.
BOARD OF DIRECTORS SURVEY
2019
1. Number of years on the board:

less than one

1 to 5

6 to 10

over ten

2. Board reports keep me adequately informed regarding agency services & fiscal activity.
		
Strongly Agree
Agree
Disagree
Strongly Disagree
Comments: _____________________________________________________________________________
_______________________________________________________________________________________
3. The format of Board reports is adequate.
		
Strongly Agree
Agree
Disagree
Strongly Disagree
Comments:______________________________________________________________________________
_______________________________________________________________________________________
4. The information I receive through reports, educational materials, etc. provides me with the necessary information to clearly understand the mission and impact the agency is making in the community.
		

Strongly Agree

Agree

Disagree

Strongly Disagree

5. I feel that the time commitment asked of Board Members is:
		

___ Too Much

___ Adequate

____ Not Enough

6. The current structure of the Board Committees is:
		

___Effective–working well

___ Adequate–but could use improvement

___Ineffective

7. Adequate opportunities are provided for training and information sharing each year.
		

Strongly Agree

Agree

 Disagree

Strongly Disagree

8. There are adequate opportunities (as a Board member) to provide feedback that is meaningful to the organization.
		

Strongly Agree

Agree

Disagree

Strongly Disagree

9. I feel the Board is most effective in/with: _____________________________________________________
10. The Board could strengthen its role through: _________________________________________________
11. Other suggestions/comments: _____________________________________________________________
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COI/CODI Board of Directors Survey Summary
Surveys Distributed: 18
Surveys Returned: 15
Return Rate: 83.33%

Strengths
94% - 100% of those responding agree that:
o

Board reports keep them adequately
informed regarding agency services and

Areas for Improvement

fiscal activity.
o

The format of Board reports is adequate.

o

The information received through reports
and educational materials provides the
necessary information to clearly understand
the mission and impact the agency is

(as reported in the comment sections)
o

information and should be streamlined.
o

The time commitment asked of Board

o

members is adequate.
o

meaningful for the organization.
Adequate opportunities are provided for
training and information sharing.
Additionally:
o

87% of respondents report that the structure

More opportunities for the Board to
volunteer and participate in fundraising and

Board members are given adequate
opportunities to provide feedback that is

o

Audit committee should expand to include
risk management and compliance issues.

making in the community.
o

Financial reports contain too much

other events.
o

Add more diversity to the Board. The
commenter acknowledged that most local
nonprofits struggle with diversity of their
boards and that COI does a good job with
diversity of staff.

of the Board Committees is working well;
13% feel it is adequate but could use
improvement.

Response/Action Plan
o The CFO has streamlined some of the reports presented to the Board and is willing to revise
further.
o A thorough Risk Management process is conducted by the Management Team every two years
and results are presented to the Board for approval.
o Due to the COVID-19 pandemic, there have been no volunteer opportunities or events; Board
participation will be encouraged when these activities resume.
o Along with maintaining the tripartite makeup of the Board, diversity is also a consideration
when recruiting new Board members.
CQI 2020 - 2021
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Trended Employee Survey Data
2018 - 2021
Question

20182019
15.6%
39.3%
13.1%
32.0%

Years of Service:

Less than 1 year
1-5 years
6-10 years
over 10 years
The orientation/training I received when I was hired
was excellent/good:
HR Orientation 100%
Service Area Orientation 94.2%
My immediate supervisor and I have a good working
relationship
*n/a

I am aware of budget and purchasing procedures that
are relevant to my job duties: (Strongly Agree/Agree) **84.3%
I know clearly how to carry out my job duties & responsibilities: (Strongly Agree/Agree)
95.9%
My job duties allow me to contribute to the agency’s
mission
*n/a
I know how COI measures the progress of customers
*n/a
I get the training I need to perform my job

**94.2%

I receive adequate information about my benefits that
enables me to make good decision for my family:
94.0%
(Strongly Agree/Agree)
I am aware of the other services that COI/CODI offer
to the community: (Strongly Agree/Agree)
96.6%
My division/service area has specific performance
measures that we are accountable for achieving
**90.7%
Data is reviewed at division/service area meetings
I am proud to work for COI
*n/a: Questions were added to the 2019 survey

26

**77.9%

*n/a

20192020
26.33%
40.44%
10.38%
22.95%

20202021
21.26%
42.53%
11.49%
24.71%

100%
95.83%

100%
100%

95.27%

92.73%

**87.16%

**84.85%

96.62%

98.19%

95.95%

98.18%

91.21%

90.30%

**91.93%

90.91%

91.89%

90.30%

92.57%

95.15%

**91.21%

98.79%

**97.30%
90.54%

90.91%
92.13%

** Questions were reworded on the 2020 survey
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COI Board of Directors 2020

Marie Carrubba, Chairperson
Public Sector

Tricia Moore
Private Sector

Kevin O’Connell, Vice Chairman
Target Sector

George Borrello
Public Sector

Douglas Richmond, Treasurer
Private Sector
Rebecca Ruiz, Secretary
Target Sector

Laura White
Target Sector
Michele Bautista
Target Sector

Veronice Jones
Target Sector

Susan Forrester-Mackay
Private Sector

Janet Keefe
Private Sector

Rebecca Brumagin
Public Sector
Anthony Raffa
Private Sector

CODI Board of Directors 2020
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Rebecca Brumagin, Chairperson

David Thomas, Director

Magdalena Dye, Vice-Chairperson

Jena Willebrandt, Director

Kevin Muldowney, Secretary

Thomas J. Whitney, Director

Richard Dixon, Treasurer

Patricia Christina, Director

Krista Leaone, Director

Megan E. Herman, Director
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