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2025 Annual Benefit Report — Community Services Group (CSG)

Overview

As the third-party Benefit Director for Community Services Group, it is my assessment
that the corporation has pursued and created the public benefit set forth by the
corporation in its bylaws during the 2024-2025 fiscal year.

Community Services Group's corporate bylaws state: “Community Services Group, Inc. is
a community-based provider of mental health, intellectual and developmental (IDD) and
children services, committed to having a positive impact not only on the individuals we
serve, but also our employees, the communities in which we work, and the environment.”

Over the past year, Community Services Group has continued to create this public benefit
through both its business model and its corporate operations.

Third-Party Impact Assessment

As a Certified B Corporation, Community Services Group assesses its overall social and
environmental performance as a benefit corporation against the metrics in the B Impact
Assessment. Since first certifying in 2019, CSG has improved its B Impact Score by
improving its impact.

During the 2024 year, B Lab announced new, strengthened standards for B Corporation
Certification to better equip companies to drive meaningful, sustainable change. CSG is
currently in the process of becoming recertified as a B Corporation (which has been done
every three years since first certifying) under the current standards using the FY 23-24
year for the B Impact Assessment being used for recertification. B Lab will verify that CSG
is meeting the required standards during the recertification process. Beginning in 2025,
CSG will transition to the new standards as they are rolled out by B Lab.

Public Benefit through Both the Corporation’s Business Model and Operations

As CSG generates its revenue by providing life-enhancing services primarily to individuals
experiencing poverty, its business model inherently creates a positive impact. This is
reflected in CSG's B Impact Score in the B Impact Assessment, in which the company
receives significant points for an Impact Business Model in Health & Wellness
Improvement and Serving Underserved Populations.

In addition to its inherently impactful business model (verified by B Lab), CSG also creates
positive impact through its operations for all of its stakeholders (including its employees,



customers, and local communities) through its operations, specifically by using
innovative, evidence-based practices to benefit its stakeholders.

The following highlights how CSG integrated positive impact into its business model and
operations in the last year.

Corporate Impact by the Numbers

e CSG provided services to 8,529 unique individuals in FY 24-25. 8,104 people
received mental health services and 511 received IDD services. 85.7% of people
served represented in-need populations (people with disabilities, low-income
evidenced by Medicaid or county funding, homeless status, etc.)

e 90.1% of revenue came from Medicaid or County payers in FY 24-25.

CSG paid over $83 million in payroll and benefit expenses (76% of all expenses) to
over 1300 employees in FY 24-25.

e CSGis owned and led by a woman, Susan Blue, President and CEOQO. Currently,
74.6% of all employees identify as female (72.8% of non-managers and 83.2% of
managers identify as women).

e CSG has 176 locations in Central and Northeastern Pennsylvania, including
community homes, single programs, and offices with multiple programs in one
location that contribute to local communities and economies.

e CSG provides a significant amount of training to employees that benefit internal
and external communities. For example, CSG has trained 1,044 current employees
in CPR/First Aid. 88 employees have been trained in Mental Health First Aid.

IDD Direct Support Professional (DSP) and Frontline Supervisor (FLS) Growth &
Development

CSG partnered with the NADSP e-Badge Academy in Spring 2025 to provide growth and
development opportunities to DSP and FLS employees. This was done in conjunction with
the implementation of Performance Based Contracting for IDD residential services.
Through the E-Badge Academy, DSPs and FLSs can earn stackable electronic badges, or
e-badges, to attain nationally-recognized NADSP Certification. Badges cover areas like
Crisis Intervention, Medication Administration, First Aid, Respecting Confidentiality, and
more. As of October 7, 2025, 67 DSPs and FLSs are actively working towards certification.
DSPs have earned 213 badges; 7 DSPs have earned their DSP | Credential. FLSs have
earned 283 badges; 6 FLS have earned their FLS Credential.

Mental Health First Aid Training

In FY 24-25 CSG provided Mental Health First Aid (MHFA) training to adults, youth, and
teen audiences in a variety of settings. MHFA provides participants who do not have
clinical training with the tools to assist someone experiencing a mental health challenge
or crisis. CSG completed 43 training sessions with 966 participants. The training included
adult, youth, law enforcement, and higher education participation. CSG has provided



training to school districts, colleges and universities, faith communities, healthcare, law
enforcement and other first responder groups, and the general public.

Community Engagement

CSG has 176 locations, including residential, office and programs settings, and strives to
maintain positive relationships with local communities. CSG aims to be integrated into the
communities it serves by being “good neighbors,” active in the community and
purchasing and hiring locally. For example, CSG's Psychiatric Rehabilitation program in
Lebanon, PA hosted the Lebanon County Mental Health Awareness Festival in May 2025.

Another example of CSG's activity in the community is its partnership with the
Lancaster-Lebanon Intermediate Unit 13 and CareerLink to provide instructors for the
Intermediate Unit's Direct Care Provider course in their Basic Healthcare Curriculum. This
course has been available to Lancaster students for several years and in Spring 2025,
CSG helped to expand the program to Lebanon County. CSG instructors provide core
skills training for the Direct Support Professional role over 6 weeks of instruction. Topics
include disabilities, mental health disorders, common medical diagnoses, service settings,
documentation, CPR and first aid, and caring for persons served. General employment
skills are also covered. Completion of the course can lead to employment in a variety of
healthcare settings, including individual and group home care, non-residential
community-based care, and long-term care facilities.

CSG serves its online community to educate the public about mental health and IDD,
reduce stigma, and raise awareness of CSG services. CSG regularly posts to its social
media sites covering topics like mental health challenges for men, ways to relieve stress,
World Autism Day, Developmental Disabilities Month, National Caregivers Day, Mental
Health Awareness month, Self Love, Mental Wellness Month, Seasonal Affective Disorder,
Family Caregivers Month, International Day of Persons with Disabilities, World Mental
Health Day, World Suicide Prevention Day, and Direct Support Professionals Week.

CSG is active in the broader community of mental health and IDD providers and the public
through active participation in its state association, Rehabilitation and Community
Providers Association (RCPA) and national organizations like National Council for Mental
Wellbeing, ANCOR, and National Alliance for Direct Support Professionals (NADSP).
Through these organizations, CSG has advocated for the people in its services and
adequate funding for services so CSG can provide quality care and competitive wages to
its employees.

Advocacy, Legislative Visits and Education

CSG participates in advocacy activities organized by RCPA and National Council. CSG
also has an internal work group that educates employees about policy and funding issues
related to mental health and IDD services. The workgroup also communicates to all



employees reminders to register to vote and election dates. For those interested in
contacting their legislators, the workgroup provides links to the General Assembly's Find
My Legislator page.

CSG encourages local legislatures to visit programs to learn about the services provided
in their district and their impact. These visits happen throughout the year. In April and May
2025, for example, 29 state Senators, Representatives and their staff visited locations in
Lehigh, Sunbury, Lancaster, Harrisburg, Williamsport, and Pottsville to see program areas,
learn about service and discuss the positive impact on individuals and the community.

Innovative Evidence-Based Programs
CSG uses innovative evidence-based programs in delivering services. Specifically, this
report provides two recent examples from FY 24-25.

During the summer of 2025, two clinicians in the Lancaster Outpatient team launched a
LEGO-Based Skills Group for kids ages 7-11. The program is based on LEGO therapy
created by Daniel LeGoff. Through collaborative LEGO play, children develop social and
communication skills in a creative, hands-on way. Research shows that structured,
play-based activities can improve problem-solving abilities, boost cooperation, and
enhance emotional regulation.

Additionally, the Spravato Clinic pilot in the Lancaster Outpatient Mental Health office has
been a success. Spravato is a prescription nasal spray used to treat Treatment Resistant
Depression and Depression with Suicidal Ideation. The clinic is now operational and
looking to grow.

Predictive Index

CSG began in Spring 2024 to implement the Predictive Index (PI) across CSG after several
years of successful use in the MHS Center of Excellence. This initiative aims to improve
CSG's hiring process, enhance employee and supervisor performance and team
collaboration at all levels of the organization, and ultimately increase employee retention
by using a data-driven approach to better understand and support employees.

Employee Engagement

Since 2015, CSG has been annually measuring employee engagement in its workforce
through an annual engagement survey. Engagement is a particularly relevant topic in the
industry given the high turnover in many positions. CSG is committed to providing a
positive work environment where employees choose to engage in their work and find
meaning in what they do.

In 2024, CSG saw a decrease in scores on the engagement survey from previous years,
while 2025 saw an increase in scores. Interventions in the time between the 2024 survey



and the 2025 survey focused on improving top down communication and employee voice
channels.

The 2025 survey findings include:
e 842 employees (67%) participated, consistent with past levels.
Overall favorability was 81%, a large and significant increase (+8 points) from
2024.
e Overall engagement score reached 88% (+10 points from 2024).
The biggest increases were related to the perceptions employees have about CSG
as an organization, including:
o Feel optimistic about the future of CSG (+19 points)
o Feel cared for and listened to by CSG (+17 points, +16 points, respectively).
e High scores center around employee perceptions of vision and goals, and their
ability to find meaning in the work.
e While significant improvements have been made in organizational communication,
the lowest two scoring questions remain related to top-down communication and
employee voice.

MyFlexPay

MyFlexPay is offered to employees and helps employees track their earnings and access
a portion of their wages as they earn them. It has been very well received since first
implemented in 2024. 33% of employees use MyFlexPay, with approximately 1,700
transfers a month with a value of over $260,000. Employees also have access to savings
and budget tools. 35 employees have opened savings accounts through MyFlexPay with
average savings of about $5,300.

Employee Resource Network (ERN): Shared Success

CSG offers employees the opportunity to connect with a Success Coach in partnership
with other businesses in Lancaster County through an Employee Resource Network (ERN)
called Shared Success. A Success Coach is available for CSG employees to help them
solve everyday issues they may face in their personal lives that may cause problems or
difficulties in their jobs, such as child care, housing, transportation, language barriers,
budgeting and financial management, etc. From January to August 2025, 32 employees
have worked with the Success Coach, and the most frequent issue addressed was
housing.

Measurement Based Care Pilot

Several MH residential, psychiatric rehabilitation and outpatient locations are piloting a
Measurement Based Care (MBC) solution by Greenspace. MBC involves tracking progress
over time, using assessments completed by the person in service. MBC provides a way
for clinicians and individuals to regularly check in with each other, reflect on objective
symptom change data together and uncover insights or patterns that can inform



decisions. The research on MBC demonstrates the meaningful impact of using MBC on

treatment engagement, symptom improvement, and overall outcomes. MBC is associated
with 3.5x higher likelihood of clients achieving long-term and reliable change, 42% higher
overall improvement in clinical symptoms, and 40% lower dropout and cancellation rates.

Conclusion
In conclusion, Community Services Group has created the public benefit set out in its
corporate bylaws.

Sarah Payne, MBA
Benefit Director and Board Member, Community Services Group



