
2018 Update (May 8, 2018) 

Cary Kelsey 

Client / Family Appreciative Inquiry Themes 

1. Outreach, Community Awareness - Marketing to reach new and younger families  
2. Quality of staff – staff performance 

a. Respect 
b. Advocacy – finding a way to address needs of individuals 
c. Listening and two-way communication 

3. Community activities / interactions – affirm community connections 
4. Advocacy – more on an individual basis that on a policy level 
5. Dementia – education for staff 
6. Transportation – continued services from home to service sites 

 

2018 Status (April 2018) 

Fiscal year 2017 wrapped up with hundreds of hours of interviews with employees 

and clients and their families to get their voices through Appreciative Inquires.   These 

were completed by the Vice President, Client Advocacy and Quality Assurance, Cary 

Kelsey, who retired at the end of May 2017 after 46 ½ years of continuous service.  The 

output form the inquiries will be: 

 used in developing the proposed 2018 fiscal year budget, 

 will be an ingredient in the strategic plan refresh in 2018, and  

 will provide a clearer understanding of future client needs and family’s 

directions so ADEC can grow in clients served in the Michiana region.  
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"ADEC proudly advocates for and serves people with developmental and intellectual disabilities so they live lives full of choice and possibility." 

Appreciative Inquiry Interviews 

Board of Directors 

 

Thursday, January 26, 2017 

Cary Kelsey, Vice President Client Advocacy and Quality Assurance 

 

 

Purpose of the interviews is to: 

1. Provide one more way staff input can be received and staff given an opportunity to be heard. 

2. Capture the best of staff experiences at ADEC so that we can build a better future on these 
positive images.  Appreciative Inquiry is qualitative not quantitative. 

 

Appreciative Inquiry Flow…. A positive approach for positive change 

• What we ask determines …what we find 
• What we find determines …how we talk 
• How we talk determines…what we imagine 
• What we imagine…determines what we achieve 

 

Mechanics 

1. The same 14 questions were asked of all staff interviewed. 

2. The format involved asking a question such as “Can you tell me about a time when your 
supervisor exceeded your expectations”.  The response is appreciated but further inquiry is made 
with follow up questions to better understand the experience.  

3. If a concern or problem comes up in the conversation the interviewee is asked to state the 
concern in terms of a wish so that a positive image of the concern can be seen. 

4. Notes were taken for each interview. 
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"ADEC proudly advocates for and serves people with developmental and intellectual disabilities so they live lives full of choice and possibility." 

Appreciative Inquiry Interviews 

Board of Directors 

Who was interviewed: 

1. A total of 108 staff were interviewed in all phases of our operation including: 
• Community Employment       2 
• Day Services         36 
• Supervised Group Living       33 
• Supported Living        3 
• Family and Children       7 
• Financial Services        6 
• IT          3 
• Mission Advancement       2 
• Nurses         2 
• Protective Services        2 
• Work Services         12 

 

Average time per interview    40 minutes 

Total time for all interviews     4320 minutes or 72 hours 

Average time to edit time per interview   10 minutes or 18 hours 

Total time       90 hours 

 

Findings 

In italics below are the words most often used by the persons being interviewed describing who we are 
when we are at our best. 

Mission - In your own words what is ADEC’s mission? Why are we here? 

Choice, opportunities, possibilities, involvement in community, independence, change community 
attitudes, explore potential, advocate, safety 

Staff have a great understanding about ADEC’s mission.  Almost without fail staff included in their 
description of our mission choice and possibility.  Staff can also make a clear connection between the 
mission and how their particular job supports the mission.  

More work needs to be done however in explaining how jobs in other departments also support the 
mission.  Continued work is required to communicate ADEC’s mission in the community. 
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"ADEC proudly advocates for and serves people with developmental and intellectual disabilities so they live lives full of choice and possibility." 

Appreciative Inquiry Interviews 

Board of Directors 

 

Most Proud - What are you most proud of in your work here at ADEC? 

Relationships with clients, accomplishments of clients, my own growth, making a difference, gaining 
trust of clients, working at ADEC, client joy for recognition, being a community resource, that first pay 
check for client! 

Clearly the staff who have been with ADEC for more than a year stay because of the relationships they 
have with the people they serve.  Staff can explain how they feel they are making a difference.  

 

Quality – How do you define quality for the work you do at ADEC? 

First know my job, following the rules, if clients are satisfied or happy, being honest, have a positive 
attitude, giving choices, cleanliness, speaking with respect, smile, caring, meeting needs, positive 
outcomes for clients, that first paycheck picture! 

One staff person interviewed had this to say about their experience at ADEC  

“There is no comparison between ADEC and my former employer in the field.   ADEC is 180 degrees 
different: 

 

• The other company is all about $.   
• They take on clients with significant behavioral issues and are not prepared to serve them; ADEC 

is prepared when a new client comes in so needs are anticipated and planned for and house staff 
are given a lot of support in providing for a new client.” 

 

 

Expectations – Can you tell me about a time when your supervisor exceeded your expectations? 

Lead by example, jumping in to help, not afraid to get their hands dirty, showing appreciation, 
mentoring, encouraging, help without being asked, positive attitude, good listener, being supportive of 
my effort, addressing concerns in a respectful way. 
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"ADEC proudly advocates for and serves people with developmental and intellectual disabilities so they live lives full of choice and possibility." 

Appreciative Inquiry Interviews 

Board of Directors 

Expectations – Can you tell me about a time when a co-worker/s exceeded your expectations? 

Hard worker, positive attitude, jump right in, good team player, respect for each other, flexible, calm, 
good teacher, putting personal tension aside to serve clients, celebrating co-worker’s success and 
promotion, 

Most staff could identify an experience when they felt a co-worker/s in their service area surprised them 
with doing more than expected. Usually connected with helping to cover their responsibilities during a 
difficult moment/time.  

 

Interactions with ADEC staff outside your department- When you think about the best interaction 
you have had with an ADEC staff person who works outside your department what qualities did they 
demonstrate that made the encounter good? 

 

Positive attitude, smile, being acknowledged even it is just “hi”, being asked “how is it going” and 
taking a minute to listen, polite, treated with respect, even spending a couple of minutes on “social 
conversation”. 

 

Have you felt valued and included here at ADEC? 

 

Acknowledgement, appreciation shown, DSP recognition week, gifts (gift cards, Day at the Zoo etc.)  
verbal compliments, written notes from supervisor, being listened to, encouraged to give my opinion, 
when boss jumps in to help. 

• Overwhelmingly staff feel valued in their program or work area but less so on an agency level. 
• Staff feel valued by other ADEC staff and management when they are acknowledged when visit-

ing the service area or receive a personal email or note.   
• There were some wishes expressed that more visitors to service sites would initiate acknowl-

edgement and a positive interaction. 
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"ADEC proudly advocates for and serves people with developmental and intellectual disabilities so they live lives full of choice and possibility." 

Appreciative Inquiry Interviews 

Board of Directors 

What is the best training you have received here at ADEC?  

• New Staff Orientation week 
• MANDT  
• Hands on training on the job site 
• Attending discipline or topic specific conferences 

 

Next Steps 

• Findings shared with Program/Services Leadership Team 
• Findings shared with Board of Directors 
• Evaluate and create initiatives around the “the best of what is” for each question on the inquiry. 
• Evaluate wishes and create initiatives as appropriate 

 

There were 281 wishes expressed by the 108 staff interviewed.  These wishes have been keyed to the 
categories used in the 2016 Staff Survey results of last fall.  The number of Appreciative Inquiry wishes 
expressed in each of those categories include: 

2016 Staff Survey Category Number of Ai wishes  
Appreciation  32 
Benefits 45 
Communication  26 
Co-Worker Relations 17 
Job Satisfaction  5 
Mission and Values 4 
Opportunities 13 
Orientation 9 
Other 12 
Quality and Services  66 
Risk and Safety  2 
Supervision 15 
Work Environment 35 
Total  281 

 

A number of the wishes listed above are duplicates.  For example, many of the 45 wishes in the Benefits 
category are for “better pay”.   

Wishes as well as “the best of what is” will be evaluated for inclusion in future initiatives. 
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Appreciative Inquiries – Client and Family Perspective 

Cary Kelsey, Vice President Client Advocacy and Quality Assurance 

April, 2017 

 

Purpose of the interviews is to: 

1. Provide another way for our clients and their families to be heard and secure their input 
about how we are doing. 

 2. Capture the best of client/family experiences at ADEC so that we can build a better future 
on these positive images.  Appreciative Inquiry is qualitative not quantitative. 

 

Appreciative Inquiry Flow….A positive approach for positive change 

• What we ask determines …what we find 
• What we find determines …how we talk 
• How we talk determines…what we imagine 
• What we imagine…determines what we achieve 

 

Mechanics 

1. The same 16 questions were asked of family members interviewed. 

 Fewer questions were asked of clients and modified to the person served. 

2. The format involved asking a question such as “Can you tell me about a time when 
ADEC exceeded your expectations”.  The response is appreciated but further inquiry is 
made with follow up questions to better understand the experience.  

3. If a concern or problem comes up in the conversation the interviewee is asked to state the 
concern in terms of a wish so that a positive image of the concern can be seen. 

4. Notes were taken for each interview. 

 

Who was interviewed: 

A total of 94 persons were interviewed covering all ADEC program service areas 

Family members    21 

Clients      73 
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Average time per interview     

 Family member    1.25 hour 

 Clients      15 minutes 

Total time for all interviews       

 Family member    26.25 hours 

 Clients      18.25 hours 

Average time to edit time per interview    5 minutes or about 7 hours total 

Total time        51.5 hours 

 

Findings 

In italics below are the words most often used by the persons being interviewed describing who 
we are when we are at our best. 

 

How Did You Learn About and Choose ADEC 

School, case manager, Indiana ARC, pic list, ADEC brochure, personal friend, relative who 
works at ADEC. 

 

Why did you choose ADEC and then stay with our services 

No other provider when we started, Stay because of the good staff, results in job placement, 
geographically close, long time agency and a local one, happy with services, transportation is 
provided, community interaction opportunities, stayed because Bldg. 2 was spruced up, staff are 
caring and energetic, moved to ADEC with our therapist. 

One family considered another provider at one point but was swayed to stay because of caring 
staff and the updating of Bldg. 2 was attractive, it said to them that their child could appreciate 
and deserved a nice environment to be in.   

 

How Do You Define Quality for the services you get at ADEC – How do you define quality 
for the services you or your family member receive at ADEC. 
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Being flexible, stability of staff and daily programing, showing interest and caring about client, 
staff knowing what they are to do, timeliness, positive interactions, progress on goals/results, 
safety, community outings, having options, person centered services, creative and meaningful 
activities, being happy, when client comes home without food on their mouth. 

 

One family member said quality was shown when she returned her sister to Supported Living 
and mentioned that her implant battery needed to be charged, the staff jumped up and said ‘let’s 
get that plugged in”. 

 

Clients say being happy at services is the most important to them.  The wide variety of activities, 
especially getting out into the community, and being with their friends make them happy to be at 
ADEC. 

 

One parent said it has been a long, long time since I have heard anyone at ADEC say “We can’t 
do that”. 

 

Expectations – Can you tell me about a time when ADEC or one of our staff members exceeded 
your expectations? 

Staff listen to client but also the family, value family perspective and input, genuinely interested 
in the client learning and meeting their needs, staff are excited about client accomplishments, got 
me a job in 2 weeks!, positive environment, welcoming, kindness, advocate – go to bat for client,  
community outings 

 

One family member said a staff member knew there were hearing issues for the client and did a 
lot of research to determine what might be done to help. She got the ball rolling on the process 
for cochlear implants and facilitated its successful conclusion with much improved hearing.  

One mother recounted how after her child diagnosis of autism and ID an ADEC social worker 
helped her through the grieving of losing the child she was expecting to have and accepting the 
one she had. “My experience is that all ADEC staff are as caring as that social worker”    

 

Interactions with ADEC staff  

Staff do what they say they will do, listening, understanding of client/needs, don’t over-react, 
show me what to do, responsive – getting back to me in a timely manner, welcoming, staff with 
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positive upbeat attitudes, respectful, calm, not patronizing, affirming the client, being 
professional in behavior and communication. 

 

One parent said she sits in the waiting area while her child gets therapy and has noted how 
ADEC staff interact with each other in a positive and pleasant way. 

Another family member noted it is important to them when ADEC staff acknowledge and 
validate their love and knowledge about their family member. E.g. Supported Living staff 
proposed a move for a client which, was not immediately embraced by the family. Staff were 
sensitive and respectful of family perspective and gave them time to consider the option/s. When 
this move proved to be best, staff did not take an “I told you so” attitude. 

Clients report liking the staff who work with them. A few could name specific staff they like and 
reported the reason was they “listen to me”, “they help me” and “they are nice to me”. 

 

Respect: When have we best shown respect to you or your family member 

Being apologized to when needed, sensitive conversations held in private, talk nice, privacy 
given for personal care, can work or misunderstandings/differences – two-way street, talking 
directly to the client as an adult, engaging with clients, ADEC planning of client funerals, 
adaptability of staff, supporting client choices, person centered services, when staff talk to me 
like I matter, as equals 

 

After some negative experiences in community employment a new staff assigned to my daughter 
understood he needed to redeem the situation and he did a great job doing so. 

When staff incorporate some of my son’s home activities into his programing at day services.  

Client’s report that staff are nice to them. One client said “and they don’t yell at me, that makes 
me feel good” Another client said that staff are good because they don’t control the choices I 
make during the day. 

 

Is there something new ADEC should start doing or things we should do more of? 

Overnight respite, planning for clients who develop dementia, have a class on expressing and 
understanding emotions, retain ADEC’s person centered services philosophy, restore the 
Christmas breakfast – is was an important opportunity for families to see each other, advocate 
for swim time for persons with disabilities at the new Elkhart Aquatic Center 
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Most persons interviewed indicated they were satisfied with services provided now and could not 
identify anything new we should begin doing. 

 

 

When you have encountered difficulties with ADEC how have we best handled the 
situation.  Do you have a wish about how we could have handled it better? (What is the 
positive image of the issue) 

Including us in the problem solving, willing to look at alternative options, understanding the 
parent’s perspective, discussing issues in private, good 2-way communication, complaints 
addressed right away. 

Most persons interviewed indicated they had not had any difficulties or that if they did they were 
addressed immediately by staff. 

We were concerned that a staff member was on their cell a lot during service delivery. We 
contacted Kim and she addressed/resolved the problem right away. 

I was being bullied and being disrespected by a co-worker in my community job.  My staff 
person went to bat for me and arranged for me to not have so much contact with that person. 

 

Have services at ADEC made a difference in your life? (or in your family’s life) 

Yes, absolutely, yes! are you crazy – we could not have jobs and work if it weren’t for ADEC, 
transportation service makes a huge difference for us. Life changing for us. 

Absolutely, seeing our daughter happy in the group home gives us peace of mind. This has given 
my husband and I unexpected freedom in our own lives 

A few months ago, our daughter could not dress herself.  Music therapy’s use of songs have 
prepared her for transitions from one activity to the next that used to be difficult for her. 

My adult child is proud to tell others they have a job! 

Early intervention services at ADEC made a huge difference to me because I did not know what 
to do but your teachers and therapists did.  ADEC staff continue to know how to serve my child 
and be supportive of me. 

 

Do you have a wish for ADEC? 

• Community Employment- reschedule meetings within a week 
• provide overnight respite  
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• more staff who take initiative with clients e.g. creative cooking in supported living, 
• continue the good staff we have now  
• less staff turnover  
• ways to build peer relationships/friendships (young waiver clients)  
• bigger and better facilities for music and rec therapy  
• more community activities  
• longer service day   
• pay salary enough to attract more adequate, stable and reliable staff    
• I wish ADEC would do some training on understanding the parent’s perspective. Jennifer 

Dudding is good at this.  
• I wish when school groups come into day services that having the students engaged in 

some way with clients would be planned for….person centered right? Make it interactive 
with individuals...students standing around looking at clients feels disrespectful to me.  

 
 
 
Next Steps 
 
This report will be shared with the ADEC Management Team and reviews are being scheduled 
with program staff to share details of the interviews conducted in their program area. 


	Appreciative Inquiry Report
	Appreciative Inquiry - January 2017
	Appreciative Inquiry _Client & Family April 2017

