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Certifying Distributed Support Services 
Quality Certification in Large Support Providers 

 

A Moment at a Café Job Site 
An employee with IDD working as a waiter (SOC 35-3031) begins a shift at a 
neighborhood café. 

Standing beside him is a direct support worker (hereinafter — worker), acting as a 
VR job coach, helping him organize tasks, interact with coworkers, and manage the 
pace of the workday. 

Within the AMSI framework, this type of support is understood as Vocational 
Rehabilitation Job Coaching. It is direct field support that helps individuals with 
disabilities obtain and maintain employment. 

In the 2018 Standard Occupational Classification (SOC) system, this work is typically 
mapped within the occupational domain of SOC 21-1015, although in large support 
providers the field role itself is commonly referred to simply as VR Job Coach. 

For customers in the café, the interaction may appear ordinary. For the employee with 
IDD, however, it represents the support that makes participation in the workplace 
possible. 

From the perspective of service structure, something important is occurring. 

A worker performs occupational work that produces a result for an employee with 
IDD within a specific service context. 

Together they form a real support relationship. 

In this article, this smallest practical unit of service is referred to as a worker–client 
twin: 
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• one worker 
• one individual receiving support 
• one service context 
• occupational work performed 
• results produced. 

 

Definition — Worker–Client Twin 
A worker–client twin is the smallest operational unit of support service delivery in which 
a direct support worker performs occupational work for a specific individual receiving 
support within a defined service context, producing observable service results. 

NOTE 
Worker–client twins represent the point where service work, results, and quality 
indicators become observable. In certification methodology they serve as evidence 
units for evaluating service quality. 

 

Now imagine that this café is only one of many such environments. 

The same provider may support employees with disabilities in cafés, retail stores, 
warehouses, and office buildings. In those office buildings, individuals with disabilities 
may work in different roles — for example as porters in cleaning contracts, 
messengers, or office clerks — each supported by VR job coaches. 

At the same time, workers from the same provider may deliver services in homes, 
residential programs, day services, schools, preschools, medical facilities, and 
community settings. 

The interaction at the café is therefore not isolated. It represents one element within 
a large network of distributed support relationships. 

This leads to the central certification question addressed in this article: 

How can quality certification meaningfully evaluate services when one provider 
contains hundreds or thousands of worker–client relationships across multiple 
occupations and service environments? 
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Executive Overview 
The café example described above illustrates a single support relationship within 
a support service (hereinafter — service). 

In large support organizations, hundreds of similar relationships exist simultaneously. 
Workers assist individuals receiving support across many job sites and community 
environments, while other workers from the same provider may deliver services in 
homes, residential programs, day services, schools, preschools, medical facilities, and 
community locations. 

A large provider supporting individuals with intellectual and developmental 
disabilities, for example, may serve hundreds of individuals through many workers 
operating across these diverse service contexts. 

Similarly, large Personal Care Aide service systems may coordinate very large 
numbers of Personal Care Aides (SOC 31-1122) providing daily living assistance to 
individuals with disabilities in home and community environments. 

In administrative descriptions these systems often appear as single organizations or 
programs. In practice, however, they function as distributed systems of occupational 
work carried out through numerous worker–client service relationships. 

Certification approaches designed for small or centralized services become difficult to 
apply when services are organized at this scale. 

The central challenge is therefore not whether quality certification is needed, but how 
certification can remain meaningful when services are produced through 
hundreds or thousands of distributed worker–client relationships across multiple 
occupations and service environments. 

This article examines how certification can be structured for large support providers 
through integrated service streams anchored to occupational work, while using 
individual worker–client relationships as the primary evidence base for evaluation. 

 

The Structure of Large Support 
Providers 
Large support providers operate as systems of occupational work. 
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Within a single provider we typically find several occupational domains defined within 
the 2018 SOC system, including: 

• VR Job Coaches (SOC 21-1015 domain) 
• Personal Care Aides (SOC 31-1122) 
• Home Health Aides (SOC 31-1121) 
• Social and Human Service Assistants (SOC 21-1093) 
• …  

Each occupational domain may include many workers and many individuals receiving 
support across numerous service environments. 

The provider therefore represents not a single service but a distributed system of 
support relationships. 

 

The Worker–Client Twin Problem 
At the most basic level, services appear through worker–client twins. 

Within large providers these twins multiply quickly. One occupational domain with 
dozens of workers supporting hundreds of individuals may produce hundreds of active 
service relationships. 

Multiple occupational domains multiply these relationships even further. 

If certification were issued separately for each twin, providers would quickly 
face thousands of certificates, making certification impractical. 

At the same time, ignoring these relationships would disconnect certification from the 
real service experience of individuals receiving support. 

Certification must therefore operate between these two extremes. 

 

Integrated Service Streams 
In large providers, certification becomes most meaningful when applied to integrated 
service streams anchored to occupational work. 

Examples may include: 
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• personal care services delivered through Personal Care Aides (SOC 31-1122) 
• supported employment services delivered through VR Job Coaches 
• community support services delivered through Social and Human Service 
Assistants (SOC 21-1093) 
• … 

 

Definition — Service Stream 
A service stream is the organized and continuous delivery of occupational work within a 
defined service domain, produced through many worker–client twins across individuals 
receiving support and service environments. 

NOTE 
In certification methodology, the service stream defines the certification scope, while 
worker–client twins provide the evidence base for evaluation. 

 

Worker–Client Twins as Evidence Units 
Although certification does not issue separate certificates for each worker–client twin, 
these relationships remain essential. 

Worker–client twins function as evidence units within the certification process. 

Evaluators examine representative service relationships to determine whether the 
integrated service stream meets the applicable quality standards. 

In this way: 

• the certificate applies to the integrated service stream 
• the worker–client twins provide the evidence base. 

 

Role of Context Guides and Appendices 
Support services occur in many environments, including workplaces, homes, residential 
programs, schools, day services, and medical settings. 
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AMSI addresses these variations through Context Guides, which explain how the 
same service standards apply across different service environments. 

Additional Appendices address disability-related considerations, including functional 
limitations, communication needs, safety issues, and environmental adaptations. 

This structure allows the Core Standards to remain stable while supporting diverse 
real-world contexts. 

 

Three-Level Architecture of Support 
Services 
Support services delivered by large providers can be understood as a three-level 
operational structure. 

Level 1 — Worker–Client Twins 

Worker–client twins represent the smallest operational units of service delivery. Within 
these relationships, occupational work is performed for a specific individual receiving 
support in a defined service context, producing observable service results. 

Level 2 — Service Streams 

Service streams represent the organized delivery of services through many worker–
client twins within a defined occupational domain. 

Level 3 — Support Provider System 

At the institutional level, support providers manage multiple service streams across 
occupations, individuals receiving support, and service environments. 

Certification therefore operates at the service stream level, while worker–client twins 
provide the evidence base for evaluation. 
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THE SERVICE SYSTEM MODEL   
 
 
   [ OCCUPATIONAL WORK ] 

   SOC-defined occupations 

• VR Job Coaches 
• Personal Care Aides 
• Home Health Aides 
• Social & Human Service Assistants 
• Among others 

                  ↓ 

   [ WORKER–CLIENT TWIN ] 

• Worker + Individual Receiving Support 
• Service Context 
• Work Performed 
• Results Produced 

   (Quality becomes observable here) 

                   ↓ 

   [ SERVICE STREAM ] 

   Organized service delivery through many worker–client twins 

   Examples: 

   • Supported Employment 
   • Personal Care Services 
   • Residential Support 
   • Community Participation 

                   ↓ 

   [ SUPPORT PROVIDER SYSTEM ] 

   Organization managing multiple service streams 
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                   ↓ 

   [ QUALITY EVALUATION ] 

   Quality Factors 
   Quality Indicators 
   Outcome Criteria 

                   ↓ 

   [ CERTIFICATION ] 

   Service Stream Certification based on evidence from worker–client twins 
 

 
Figure 1. The service system model 
 
The service system model shows how support services originate in occupational work 
and occur within worker–client twins, where service results become observable. Many 
such interactions form service streams, which are managed within support provider 
systems. Quality evaluation examines results using quality factors, indicators, and 
outcome criteria, while certification applies to service streams. 
 

 

Conclusion 
Large support providers present a unique challenge for service certification. 

Their services are produced through many occupations, many workers, many 
individuals, and many service environments. 

At the smallest level, quality appears in the worker–client twin, where occupational 
work produces results for a specific individual. 

Certification cannot be issued separately for every twin, nor can it operate only at the 
organizational level. 

The workable solution lies between these extremes. 

Certification should apply to integrated service streams anchored to occupational 
work, while using distributed worker–client relationships as the evidence base for 
evaluation. 
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Within the AMSI framework, service quality is understood primarily as a property of 
occupational work performed for individuals receiving support. Worker–client 
twins therefore represent the operational points where service results and quality 
indicators become observable. 

Through this approach, certification remains: 

• connected to real service delivery 
• scalable within large providers 
• understandable to stakeholders 
• structurally consistent with modern support service systems. 
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