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Introduction 
 
The Metro Regional Quality Council (MRQC) was developed in July of 2016. The contract is held 
by the Department of Human Services (DHS) and the Arc Minnesota is the fiscal host. 
 
The MRQC members are people with disabilities, family members, service providers, and 
community members.  There are also members from Dakota, Hennepin and Scott counties, the 
Office of the Ombudsman, and the Department of Human Services.  
 
The purpose of the MRQC is to connect with and promote all communities of people with 
disabilities so that services and supports help them to live a life based on their hopes and 
dreams. The three primary ways the council accomplishes these goals are through: 
 

1. The implementation of a quality improvement system based on person-centered 
principals. 

2. Promoting best practices and addressing gaps in services. 
3. Making recommendations for statewide changes to improve the quality of services and 

supports.  
 

There are three Regional Quality Councils (RQCs): 
1. Metro Regional Quality Council in Hennepin, Scott, and Dakota counties  
2. Arrowhead Regional Quality Council in Carlton, Cook, Lake, and St. Louis counties  
3. Region 10 Quality Council in Olmsted, Houston, and Wabasha counties.   

 
The three RQCs share overarching goals and work together and independently to achieve 
them.   
 

This executive summary will cover the progress of the council and the results from the Regional 
Quality Council Person-Centered Quality Reviews. The report will also include lessons learned 
and the MRQC goals for 2021.  
 
Find the full annual report on our website: https://qualitycouncilmn.org/  
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General Quality of Life Information 
 
Person-Centered Quality Review Process 
From August 2017 to March 2020, the Regional Quality Councils conducted Person-Centered Quality 
Reviews, which were interviews with people about their quality of life. The reviews asked about choice 
and control in different topic areas such as:       

 housing 
 daily routine 
 community involvement 
 employment 
 relationships 
 support staff 

 safety 
 transportation 
 case management 
 future life planning  
 services and supports 
 hopes, dreams and goals 

 
The MRQC staff completed the following number of Quality Reviews per fiscal year: 

FY18: 85 
FY19: 69 
FY20: 86 
Total: 240 

 
Note: Fiscal years (FY) are June 30 through July 1  
 
Person-Centered Quality Review Analysis 
The Regional Quality Councils (RQCs) partnered with the University of Minnesota Institute on 
Community Integration (ICI) to analyze the results of the 240 Quality Reviews.  The full data 
analysis from ICI can be found in the MRQC FY 19 Annual Report upon request. 
 
A more user-friendly version of the data analysis can be found in the MRQC Quality Review 
Results Infographic on our website: https://qualitycouncilmn.org/wp-content/uploads/MRQC-
Quality-Review-Results-Infographic.pdf  
 
For the safety of the reviewers and participants, the Person-Centered Quality Review process 
was put on hold March 2020 due to the onset of COVID-19. If you would like more information 
on how the interviews are completed or how participants are selected, please contact the 
MRQC Project Manager. 
 

Quality Improvement Efforts 
In addition to monitoring the quality of services through the Person-Centered Quality Reviews, 
the MRQC has started planning and implementing quality improvement efforts to directly 
impact the lives of people with disabilities in our region. The MRQC has used the findings from 
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the Quality Reviews to direct and inform quality improvement efforts in the areas of 
employment, the support staff shortage, self-advocacy, equity and justice, and safety.  
 
1. Employment 
In December of 2018, the MRQC identified employment as an area of focus for a quality 
improvement project. This area was highlighted after considering the results of the MRQC FY18 
Annual Report, additional quality reviews, and based on council member expertise.  To organize 
this project, the council developed the MRQC Employment Quality Improvement Project Action 
Plan.  This is a working document that outlines the action steps and sub-steps necessary to 
complete the quality improvement project within the area of employment.  Each step has a 
goal timeline for completion and specified roles and responsibilities, though these are open to 
change.   
 
In FY20, the MRQC planned and completed the following action steps from the Quality 
Improvement Project Action Plan:  

 Continued to identify resources and best practices that promote a higher quality of life for 
people with disabilities in the Employment Resources and Best Practices document.  
o More information on this document can be found in the Resources and Best Practices 

section on page 37.  The most updated version of this working document can be 
found on our website: 
https://docs.google.com/document/d/1O8Mbiwqp1UM8iNeNwmiyHiNoZtRhGlKwhU
zmdsyaGwU/edit  

   
 Conducted an employment comparison across different states to identify best practices 

used outside of Minnesota: https://qualitycouncilmn.org/wp-content/uploads/MRQC-State-
Employment-Comparisson-Report-9.29.2020.pdf  

 
 Analyzed the employment section of 240 Person-Centered Quality Reviews 

 
 Held 7 employment focus groups with 60 people and analyzed results looking for best 

practices and barriers: 
o 3 with people with disabilities  
o 2 with family members of people with disabilities  
o 1 with employment support professionals  
o 1 with case managers 

(Focus group scripts for each stakeholder group can be provided upon request.) 
 

 Conducted 16 informational interviews with employers and analyzed the results.   
o Questions related to the business’ history of employing people with disabilities, their 

application/interview processes, accommodations, workplace environment, and 
wages/career growth.  The complete list of questions can be found in Appendix F. 
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 Developed and shared the following employment materials with employers and on our 
website:  
o Person Centered Practices in the Workplace: https://qualitycouncilmn.org/wp-

content/uploads/MRQC-Person-Centered-Practices-in-the-Workplace-Handout.pdf  
o Workplace Culture: https://qualitycouncilmn.org/wp-content/uploads/MRQC-

Workplace-Culture-Handout.pdf  
o Fact vs. Fiction: Challenging the perceptions surround employing people with 

disabilities: https://qualitycouncilmn.org/wp-content/uploads/MRQC-Fact-vs-Fiction-
Handout.pdf  

o People-First Language: https://qualitycouncilmn.org/wp-content/uploads/MRQC-
People-First-Language-Handout.pdf  

 
 Developed and scheduled two focus group to evaluate DB101’s Benefits and Work 

Estimator tool. Focus groups were cancelled due to COVID-19.  Focus group plan is available 
upon request from project manager. 

 
 Presented employment results and recommendations to: 

o Scott/Dakota/Carver county community of practice for social workers (20 
participants) 

o Dakota County’s Employment Innovations group (20 participants) 
o Business Employment Networks in partnership with DEED (51 participants) 

 
 Outreach to 15 local Chambers of Commerce for collaboration and information sharing. 

 
 Participating in Professional Input Panel for Employment (PIPEin) to provide feedback to 

DHS, DEED, and VRS on employment-related topics. 
 

 Developed the We Work! Employment Campaign plan, outline, and outreach materials. 
 

 MRQC staff compiled the results of the employment data collection into: 
o A formal MRQC Employment Report: https://qualitycouncilmn.org/wp-

content/uploads/Employment-Report-9.25.2020-4.pdf.   
o An executive summary of the MRQC Employment Report: 

https://qualitycouncilmn.org/wp-content/uploads/MRQC-Employment-Report-
Executive-Summary-9.29.2020.pdf 
 

o Employment report and executive summary were shared with: 
- The Arc Minnesota’s Capitol Connector (1,030 subscribers) 
- The Arc Minnesota’s Newsletter (11,700 subscribers) 
- The Arc Minnesota’s Public Policy Committee (broad stakeholder representation) 
- The Regional Quality Council Quarterly Newsletter  
- The MRQC website  
- Various community partners such as DHS, DEED/VRS and provider agencies 
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2. Support Staff Shortage 

The MRQC voted to devote time, energy, and resources to a second focus area, the support 
staff shortage.  The MRQC refers to it is a “shortage” and not a “crisis” because we recognize 
that it is has been a systemic failure over the period of decades.  To refer to it as a “crisis” 
would indicate that it is an acute problem and therefore does not do justice to the long-term 
impact that this shortage has had on people with disabilities.   
 
During the April MRQC meeting, council members reviewed the ICI analysis of the Person-
Centered Quality Reviews and voted to focus on the support staff shortage.   
 
During the May MRQC meeting, the MRQC Project Associate presented on the current status of 
the staffing shortage in Minnesota.  The purpose of the presentation was to ground the council 
in the reality of the shortage and to inform future quality improvement work. The presentation 
can be provided upon request from the project manager.  
 
To further support this work, MRQC staff and intern completed an in-depth qualitative analysis 
of the support staff section of the Quality Reviews.  The full report can be found on the MRQC 
website: https://qualitycouncilmn.org/wp-content/uploads/MRQC-Support-Staff-Analysis-Final-
10.28.2020-1.pdf   
 
Results and next steps for the MRQC are below and can be found in the Support Staff Analysis 
Executive Summary on the MRQC website: https://qualitycouncilmn.org/wp-
content/uploads/MRQC-Support-Staff-Analysis-Executive-Summary-9.29.2020-2.pdf  
 

Working with Support Staff for People with Disabilities 
Best Practices   Barriers 

 Treats person with respect  
 Helpful, friendly, caring  
 Long-term staff 
 Going on outings in the community 
 Listens to person  
 Flexible schedules  
 Good communication  
 Person has control over who staff are 
 Provides transportation  
 Well trained  
 Able to talk to supervisors 

 Staff turnover/shortage 
 Disrespectful staff 
 Poor communication and lack of 

attentiveness  
 Lack of training and scheduling 

flexibility  
 Staff being late, cancelling or no 

showing 
 Lack of trust  
 Low-wages for support staff  
 Abuse, neglect, and theft (severe) 
 Falsifying hours 

Table 1: list common best practices and barriers working with support staff for people with disabilities  
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Support Staff Treating People they Support with Respect 
Best Practices Barriers 

 Treats person with respect 
 Helpful 
 Good relationships with staff 
 Listens, attentive, responsive  
 Good communication 
 Community outings  

 Staff turnover/shortage 
 Disrespectful 
 Not proactive  
 Poor communication  
 Staff having limited time 
 Poorly trained or having to train staff  
 Abuse, neglect, and theft 
 Having to fire staff  

Table 2: list common best practices and barriers to support staff treating people who they support with respect 
 

Support Staff Shortage Next Steps: 
Based on the results from the support staff section of the Person-Centered Quality Reviews, the 
MRQC is working to change the quality life for support staff and the people they support.   
 
The council has started this work by: 

 Completing a needs assessment to understand the current status of the support staff 
shortage within Minnesota. 

 Reviewing all active legislation relating to support staff, followed through the legislative 
process, and provided support for various pieces of legislation. 

 Further identifying the sub category to focus on: “Building Viable Careers.”   
 Developing a project to support provider agencies assess their current practices and give 

them actionable steps to improve to better recruit and retain staff.   
 

Barriers to quality staffing has the potential to affect all aspects of life for people with 
disabilities. The Metro Regional Quality Council will continue to work towards improving access 
to, and reducing turnover of, high quality support staff for people with disabilities.   

 
3. Self-Advocacy  

The MRQC staff have been closely involved in self-advocacy efforts at The Arc Minnesota by 
providing support, guidance, and technical assistance in the following areas: 

 Support developing and implementing a self-advocate led Parent Panel that discussed 
topics such as school, employment, finances, relationships, and decision-making. 
 

 Guidance and supervision to various self-advocacy meetings such as: 
o Weekly Self-Advocate Happy Hour meetings 
o Monthly Self-Advocate Advisory Committee Meeting 
o Bi-monthly Calling All Self-Advocates statewide meeting 
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o Bi-monthly Arc at the Movies event  
o Community conversation around racism and police violence  

 
 Developed Plain Language Voting Resources to help people with disabilities know their 

rights, understand accessibility requirements of voting, and how to seek help voting if 
needed. These materials were available on The Arc Minnesota’s website and shared 
multiple on social media platforms and voting engagement events. Access the voting 
resources here: https://arcminnesota.org/self-advocacy-page/advocate/voting-
resources/  
 

 Worked closely with the self-advocacy initiative to create a dedicated space on The Arc 
Minnesota’s website for resources to help keep people with disabilities advocating, 
engaged, and learning during COVID-19. Access the Self-Advocacy Page here: 
https://arcminnesota.org/self-advocacy-page/  
 

 Presented “Connecting and Advocating during COVID-19” at a conference geared 
towards self-advocates and people with disabilities. The presentation discussed ways 
people with disabilities could stay connected and advocate for themselves during the 
pandemic through various events, The Arc MN website, and voting in ways that work for 
them. The recording of the presentation can be found here: 
https://www.youtube.com/watch?v=rEKGSh9xIWU&feature=youtu.be&ab_channel=Lif
eworksLearning  
 

 Participated in the planning and development of the “Be a Self-Advocacy Superhero,” a 
virtual conference geared towards youth and young adults with disabilities.  This 
training covers topics such as identity, anti-bullying, kindness, confidence, and 
leadership. 

 
4. Equity and Justice 

The MRQC is devoted to operating under an equity and justice framework.  In support of this 
work, the MRQC staff developed and provided an equity glossary and cultural responsiveness 
trainings for council members and The Arc Minnesota staff, interns, and volunteers.  
Note: these resources are not exhaustive and should only be viewed as a basic framework. 
 

 Glossary: https://docs.google.com/document/d/1_n3t0DM_tCbLn-
RtKXTT_soIYeFgpG8c3py00opEBI0/edit  

 
 Cultural Responsiveness Training Part 1: 

https://www.youtube.com/watch?v=NXygnjXzuIc&t=2s   
 

 Cultural Responsiveness Training Part 2: 
https://www.youtube.com/watch?v=16T5qh_AC98&t=2s  
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5. Safety 

The MRQC staff have been involved in various efforts to change the systems around abuse and 
neglect for people with disabilities. 
 

 Participated in a Sexual Violence Prevention Stakeholder Group.  This group developed 
policy legislating robust abuse prevention training during orientation for direct care 
staff. 
 

 Reviewed and provided comment on the Olmstead Abuse and Neglect Prevention 
Recommendations. 
 

 Participated in the Vulnerable Adults Act redesign efforts by DHS:  
o Conducted 3 focus groups with community members to get feedback 
o Reviewed and provided public comment on the DHS report “Recommendations 

and Stakeholder Input for Redesigning the Vulnerable Adult Act” 
 

 Reviewed the Comprehensive Plan for Prevention of Abuse and Neglect of People with 
disabilities and highlighted the three areas the state should direct funding and efforts. 
 

 Publicly tracking monthly maltreatment reports in our region and across the state. 
Tracking documents can be found here: 
https://docs.google.com/spreadsheets/d/1H62nm_RydVybF-
BEGIYQ44GOCMV89H43CR2RHtPLxWY/edit#gid=0  

 
 

Lessons learned: 
 

Quality Improvement Work 
The region-specific quality improvement work is an effective way to improve peoples’ quality of 
life on a local level. In order to expand current quality improvement efforts, the MRQC needs: 

 To continue to inform projects by gathering information from a diverse and 
representative group of service recipients. 

 Ongoing guidance and support from DHS and the SQC. 
 Expanded collaboration and communication with state and lead agencies such as DHS, 

MDH, MDE, DEED, in addition to Hennepin, Scott, and Dakota counties. 
 To continue to develop partnerships and working relationships with providers, advocacy 

organizations, and self-advocates/people with disabilities. 
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Connecting During COVID-19 
The way the MRQC connects with people with disabilities has shifted as a result of the COVID-
19 Pandemic.  Meeting in person became a health risk and, as a result, many outreach and 
educational efforts have shifted to a virtual platform.  While this was successful for engaging 
with professionals and some people with disabilities, it is not accessible for many.    

 Continued funding must be available for people with disabilities to have the training and 
materials necessary to utilize technology to engage with others during this time.  

 Targeted education must support people with disabilities (as well as their family 
members and their staff) to support their use of virtual platforms. 

 Professionals working with people with disabilities must be trained and proficient in all 
methods of virtual engagement.  Professionals should modify the connecting platform 
based off the wishes of the person with a disability that they are supporting.  

 
 
Accessible and Comprehensive Resources 
Though there are comprehensive resources available through various websites and resources 
such as Disability Hub, DB101, and the DHS website, service recipients and their families still 
experience widespread confusion, misunderstanding, and mistrust of the system.  In order to 
improve the understanding and navigation of the service system, resources should: 

 Be developed in partnership and with input from people with disabilities and their 
family members. 

 Be evaluated on a regular basis, considering what groups area accessing or not accessing 
the information, how they are accessing the information, and if the information is 
presented in plain language. 

 Be available through multiple formats and languages. 
 

 
Systemic Ableism  
It has been clear that disability services and supports are undervalued and, as a result, 
underfunded.  Minnesotans with disabilities deserve access to services without feeling the 
burden of funding-related barriers in their service systems such as understaffing/high staffing 
turnovers, limited options, wait lists, and inaccessible systems.  People with disabilities should 
not be held in poverty to obtain their services and should have equitable economic and political 
power. 

 
Minnesota lawmakers need to acknowledge and confront how their ableism manifests in their 
decisions and policies.  Programs and systems that are developed for people with disabilities 
should utilizes the 10 Principles of Disability Justice, which emphasizes leadership by the most 
impacted, intersectionality, collective access, and sustainability.5 
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Learn more about ableism, racism, and intersectionality with our MRQC trainings on cultural 
responsiveness:  
 
Cultural Responsiveness Training Part 1: 
https://www.youtube.com/watch?v=NXygnjXzuIc&t=2s 
Cultural Responsiveness Training Part 2: 
https://www.youtube.com/watch?v=16T5qh_AC98&t=2s  
 

 

MRQC Goals for 2021 
During FY20, the MRQC has made considerable progress in monitoring and improving the 
quality of services for people in Hennepin, Scott, and Dakota counties.  The MRQC has 
identified the follow goals necessary to continue to push this work forward and to further 
inform and challenge systems change. 
 
1. Continue to collect and analyze information to make recommendations and 

identify best practices 
The MRQC will continue to gather and analyze information to inform and direct the quality 
improvement work and recommendations for systems change.  Information will be 
collected through methods beyond the Quality Reviews such as: 
  Informational interviews, focus groups, and surveys,  
 Regular review of existing reports and data relating to the overall quality of services 

and life for people with disabilities, and 
 Completing meta-analyses of existing studies relating to specific quality improvement 

projects.  
 

2. Continue to make progress on the employment quality improvement work 
Though the MRQC has made great strides towards the quality improvement project, there is 
still much work to do: 
 Continue to identify resources and best practices that promote a higher quality of life for 

persons with disabilities. This will contain a list of current resources utilized by DHS and 
advocacy organizations to support employment for persons with disabilities, other 
employment support options such as Vocational Rehabilitation Services (VRS), identified 
best practices, as well as concerns and challenges. 

 Develop, implement, and evaluate the We Work! Campaign on empowered employment. 
 Finish and share the MRQC Employment Report and Executive Summary. 
 Present and share findings and best practices relating to the MRQC Employment Report. 
 Have a strong response to the National Disability Employment Awareness Month in 

October 2020. 
 Collaborate and partner with lead agencies, service providers, businesses, and other 

community partners. 
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 Advocate for a livable wage for all people. 
 
3. Continue to make progress on the support staff shortage quality 

improvement project  
 Finalize the project plan on improving recruitment and retention of direct support staff 

(DSP). 
 Finalize survey materials and processes for getting feedback from service provider 

leadership and staff. 
 Identify how to get input and feedback from service recipients. 
 Identify pilot service providers on MRQC to participate in the project. 
 Compile resource and best practice list. 
 Implement quality improvement project – give targeted recommendations to service 

providers on how to improve their recruitment and retention of DSPs, provide 
individualized resources. 

 Evaluate project, implement changes to increase success of all parties. 
 Evaluate DHS Toolkit, provide feedback on ways to improve. 

 
4. Ground council work in the 10 Principles of Disability Justice 

The MRQC is dedicated to utilizing the 10 principles of Disability Justice within our work.  To 
do this, MRQC will: 
 Develop outcome model outlining each principle, its definition, and how the MRQC 

work will follow. 
 Be dedicated to accessible materials and processes: 

o Evaluate and update outreach materials to ensure it is accessible to all 
o Create new materials to share with different stakeholder groups as the need arises 
o Translate materials into languages spoken in the region such as, but not limited to, 

Somali, Hmong, Spanish, and Vietnamese. 
 Continue to share the RQC Quarterly Newsletter to keep interested parties updated 

with RQC work and to connect with the broader public. 
 Reach out to and partner with other non-traditional disability organizations to build our 

network across groups with intersecting identities.  Will use connections within these 
groups to inform our work and larger systems change. 

 Continue to participate in and share racial equity and justice training and learning 
opportunities.  

 MRQC staff will participate in The Arc Minnesota’s Justice Advisory Committee (JAC) 
and the Twin Cities Diversity and Inclusion Roundtable (TCDIR). 

 
5. Report and share information to the SQC, DHS, MN State Legislature, and 

broader public  
In order to have the largest impact on quality of life and systems, the MRQC will increase 
and improve communication efforts.  To do so, the MRQC will: 
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 Continue the quarterly RQC newsletter to be sent to each RQC, other stakeholders, and 
in partnership with the Arc MN’s newsletter. 

 Make connections with local senators and representatives to share relevant findings 
from interviews and other data collection measures. 

 Leverage MRQC members and their network to share and/or present information to 
relevant stakeholder groups. 

 Participate in advocacy efforts through The Arc Minnesota’s Public Policy Committee. 
 

6. Provide training opportunities to support person-centered organizations and 
staff 
The MRQC believes person-centered practices and thinking should be at the core of all 
services. In order to promote this, the MRQC will:  
 Support small to mid-sized employment providers, people with disabilities, and families 

by subsidizing Customized Employment Training. 
 Share and train on person-centered practices within direct support staff and 

employment supports. 
 Improve person-centered practices through recommendations made in the support 

staff quality improvement project. 
 Provide training to family members, staff, and other support personnel on connecting 

virtually.  
 Participate in ongoing learning and collaborating through the Person-Centered 

Collaborative community of practice. 
 

7. Connect with people with disabilities and their families to build their 
knowledge, understanding, and advocacy/self-advocacy skills 
People with disabilities should be at the center of all conversations and decision-making 
processes in areas that influence their lives.  The MRQC will promote advocacy and self-
advocacy through: 
 Continuing to support the work of The Arc Minnesota’s Self-Advocate Advisory 

Committee. 
 Conducting outreach to intersecting historically oppressed communities. 
 Sharing knowledge and understanding of the system and how to push for systems 

change through grassroots efforts. 
 Share information about civil rights, voting, and the census. 
 Conduct conversations and learning opportunities around race, systemic racism, and 

police violence.  
 Supporting the ongoing development and growth of existing self-advocate groups. 
 Engaging the with broader public through informational interviews, listening sessions, 

and focus groups.  There will be special focus on making these events as accessible as 
possible and considering the specific needs of different populations. 
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