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Job Avenue Employment Services BHD/MH 
Alan Orenstein, x0927 

Jose Campos, x4914 

Program 
Purpose Assist clients with mental illnesses to obtain and maintain employment 

Program 
Information 

• Serves Behavioral Healthcare clients in three phases: 

o Assessment Phase – receive referrals; determine eligibility and employment 

needs; initiate services. This phase lasts approximately one month. 
o Active Phase – assist with resumes; prepare for interviews; link to training; 

provide job placement; develop jobs. Can be intensive or moderate service 

level. Also provide academic assessments, training, accommodations and 
support for clients seeking further education. This phase lasts three to six 

months. 
o Monitoring Phase – provide periodic support to maintain jobs. Once the client 

has obtained employment and is comfortable with the job, the job coach 

provides support via telephone calls, job-site visits, office face-to-face 
meetings and rapid response to emergencies that may arise at the job. This 

phase lasts six months to two years. 
• Supported Education: Individualized or group assistance that helps clients with 

disabilities achieve their educational goals. Services include assisting students to 

identify and access reasonable and appropriate accommodations and providing 
educational support services in the community and at school sites. 

• Partners: PRS, Inc. (a vendor providing staff embedded in the Job Avenue team), 
multiple Arlington employers. Effective at the beginning of FY 2021, the county 
supervisory/program coordinator position was replaced with a PRS supervisor. 

• The Covid pandemic had an impact on Job Avenue starting in the third quarter of 
FY 2020. While staff continued receiving referrals and supporting clients still 

looking for employment and working, the referrals were fewer than normal due to 
the reluctance of some clients to begin work. Other clients were laid off from their 
jobs. 

PM1: How much did we do?  

Staff • 6.7 FTE contract staff 

Customers 

and 

Service Data 

  FY 2018 FY 2019 FY 2020 

Number of clients served (unduplicated) 308 313 269 

Number of clients employed 141 136 90 

Number of new clients 110 83 58 

Number of clients receiving supported 

education 
60 62 57 

Number of clients served in each phase (duplicated) 

 Assessment phase 198 157 105 

 Active phase 231 208 149 

 Monitoring phase 27 19 24 
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PM2: How well did we do it? 

2.1 Fidelity to evidence-based model 

2.2 Client satisfaction with services 

2.3 Referrals to Job Avenue – measure of outcome of outreach efforts 

PM3: Is anyone better off? 

3.1 Clients who obtain employment 

3.2 Clients who maintain employment in a single job for 90 days or more 
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Job Avenue Employment Services 

Measure  2.1 Fidelity to evidence-based model 

Data 

 

 
Data 
Summary 

• Fidelity scale scores have remained consistent at 90%-92% for the past three 
fiscal years. 

• Supported Employment Fidelity Scale Score from the U.S. Department of Health 
and Human Services/Substance Abuse and Mental Health Services Administration 

provides evidence-based service standards using a 25-item rating to assess 
caseload size, staff qualification, integration with referring clinical teams, service 
accessibility, rapid job searches, diversity of jobs, job permanence, and follow-

along supports. 

• Program coordinator determines rating by annually reviewing program 

documentation and procedures. 

What is the story behind the data? Recommendations 

• Ratings have been consistently high. 

• Items rated at less than a 5 on a 5-point scale: 

o Staffing: Current staff-caseload ratio is above 

20. 
o Services: Staff make three rather than six face-

to-face employer contacts per week on behalf of 

clients.  
o Services: Outreach efforts do not always include 

multiple home/community visits after missed 
appointments due to staffing limitations. 

o Services: Employment specialists do not spend 

65%+ of total work hours in the community. 

Following a recommendation from last year, the 

program identified an external expert reviewer and 
proposed a contract. However, the plan to hire an 

• Continue to monitor caseload 

ratios to ensure that the caseloads 
do not exceed 25 clients per staff. 

• Continue using a form to track 
face-to-face employer contacts for 
employment specialists, to be 

reviewed during supervision. 
• Continue to monitor service 

termination to ensure that 
adequate outreach has been 
conducted. 

• In the second half of FY 2021, 
implement qualified external 

reviewer. 
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external reviewer was postponed due to the Covid 

pandemic. 

Forecast 

• It is anticipated that fidelity scale scores will remain consistent in FY 2021. 
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Job Avenue Employment Services 

Measure  2.2 Client satisfaction 

Data 

 

 
Data 
Summary 

• In FY 2019 satisfaction rates for “support and job coaching” and “timely service” 
were at 95% (41 of 43 responses) and 98% (41 of 42 responses), and 

“good/successful employment placement” was 79% (23 of 29 responses). 
• The survey is part of the division-wide client satisfaction survey conducted three 

weeks each fiscal year. The survey is administered in person; clients fill out and 
return paper surveys. In FY 2020, the survey was not conducted because of the 
impact of the Covid pandemic. Services were provided via telehealth and clients 

were not present in the office to receive a survey. 

What is the story behind the data? Recommendations 

• In previous years, respondents report high 
satisfaction with Employment Specialist service and 
support received.  

• In FY 2020, a new pre-employment group was 
started to address issues that may arise on the job. 

• In FY 2021, consider 
implementation of an online or 
contactless survey if the pandemic 

remains a barrier to survey 
administration. 

• Modify survey to include a 
comment box to capture concerns 
of clients who are not satisfied 

with their job placements. 

Forecast 

• In FY 2021, it is anticipated that all three areas will show 95% satisfaction. 
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Job Avenue Employment Services 

Measure  2.3 Outreach effectiveness 

Data 

 

 
Data 

Summary 

The number of referrals in FY 2020 (126) decreased by 31% compared to FY 2019 

(183). Referrals are made by BHD case managers, and data is tracked by the Job 
Avenue coordinator. 

What is the story behind the data? Recommendations 

• The reduction in referrals was due to the impact of 
the Covid pandemic, with a reduction in available 

jobs, and clients sheltering in place. 
• Job Avenue continued a collaboration with the 

Arlington Employment Center, including the 
attendance at each other’s meetings, the 
identification of shared resources, and collaboration 

on job fairs. For example, Job Avenue worked closely 
the AEC’s grant program to enroll clients at Northern 

Virginia Community College (NOVA) and place them 
in employment. Although the person supported by 

the grant resigned in February 2020, there are 14 
Job Avenue clients enrolled in NOVA and three in 
local universities. 

• Job Avenue worked with PRS in identifying clients 
eligible for Virginia Department of Rehabilitative 

Services (DRS), to prepare for reimbursement when 
and if this was continued by DRS. 

• Continue to encourage PRS to 
maximize reimbursement from 

DRS to support an increase in 
hours. 

• Continue to maintain and expand 
an effective collaboration with the 
Arlington Employment Center. 

• Implement the Job Avenue service 
under the contracted supervision of 

PRS at the start of FY 2021. 

Forecast 

• It is anticipated that the program will receive 145 referrals in FY 2021. 
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Job Avenue Employment Services 

Measure  3.1 Clients who obtain employment  

Data 

 

 
Data 
Summary 

• In FY 2020, 29% of new clients obtained employment. 

• Clients are considered employed if they have obtained a job within three months 
after the fiscal year ends. 

• This measure only includes clients in competitive employment placements. 

What is the story behind the data? Recommendations 

• Between FY 2018 and FY 2020 the percentage of new 
clients employed ranged from 29% to 50%. 

• A 16-year longitudinal study conducted by the 
Individual Placement and Support Employment 
Center indicates that approximately 45% of seriously 

mentally ill persons who receive supported 
employment services obtain competitive 

employment. 

• The percent of Job Avenue clients obtaining 
employment did not meet this research benchmark. 

This is due to the relatively low number of persons 
seeking employment and the scarcity of available 

positions related to the Covid pandemic and its 
impact on the economy. 

• Stay the course. 
• Continue to partner with 

employers to identify new job 
types and opportunities that arise 
during Covid.   

Forecast 

• In FY 2021, it is anticipated that 35% of new clients will obtain employment. This is lower 
than the benchmark, assuming some months are required to achieve an economic recovery 
and more available employment importunities. 
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Job Avenue Employment Services 

Measure  3.2 Clients who maintain employment in a single job for 90 days or more 

Data 

 

 
Data 
Summary 

In FY 2020, the percent of clients placed in employment who maintained 
employment in a single job for 90 days or more was 72%. 

What is the story behind the data? Recommendations 

• Between FY 2018 and FY 2020 the percentage of 

clients who maintained employment for 90 days or 
more has ranged from 72% to 82%, exceeding the 
target of 65%. 

• The reduction from FY 2019 to FY 2020 is related 
to the reduction in available employment 

opportunities and clients being laid off due to the 
Covid pandemic. 

• Factors contributing to the relatively high rate of 

maintaining employment include intense follow-
along services and educating case managers in 

how to support clients who want to work. 
• A review of the literature indicates that there is no 

national standard for this measure. 

• Stay the course. 

Forecast 

• In FY 2021, it is anticipated that 75% of clients in employment will maintain placements for 

at least 90 days. 
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