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Section One – Executive Summary 

inclusion Powell River completes a Performance Analysis Report each year. The findings help us to highlight our strengths 

and identify improvement opportunities.  We explore our work in relation to effectiveness, efficiency, user satisfaction, 

service access to our programs, and business function. Each of our programs sets outcome targets, supported by an 

action plan, and track their efforts in these five areas throughout the year. Staff review the results at 6 and 9 months in 

order to make any required adjustments to their service delivery to meet their targets before the final results are tabulated 

at the end of the 12-month cycle. Each year, at 9 months, staff provide a trends analysis on the data collected. In cases 

where the data we are collecting is not meaningful or useful, there is a change in best practice, or an environmental 

change suggests a new target direction would be helpful, new outcome targets are set and a new tracking process is 

created to ensure meaningful data is being collected.  

Annual action plans are developed in response to outcome findings, to guide service delivery in meeting its targets. These 

action plans are incorporated into the Business Improvement Plan and are reported on throughout the year. This process 

keeps continuous quality improvement at the forefront of our operational considerations, and helps ensure that we are 

providing the best service possible to the people we serve.  

Beyond the Business Improvement Plan, the Performance Analysis Report is used to develop and update our Strategic 

Plan. This three-year plan guides our operational priorities; namely, that we support individuals in living a life that is 

meaningful to them, in a community where they feel that they belong.  

 

Numbers served in 2020-21 Reporting Year 

 110 adults living with a developmental disability were served. This is in line with the 116 adults the previous year, and 

consistent with recent trends. Additionally, 3 Youth have been accessing adult services. 

 306 children, youth and families were served. While this is a considerable drop from previous years, we attribute these 

lower numbers to the Covid-19 pandemic; there was a 32% decrease in new intakes (new to all services) this year. 

Many of the children, youth and families served accessed multiple services.  

 200 seniors accessed our Better at Home program, up from 173 the year before. We saw a significant increase in 

demand throughout the Covid-19 pandemic with 43 new intakes.  

 These individuals and families are served by 149 union employees working full time, part time or casual shifts and 29 

exempt employees working full time, part time and casual.  
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Funding Sources/Finances 

inclusion continues to receive the majority of its funding from the Ministry of Children and Family Services (Child and 

Family Services) and from Community Living BC (Adult Services). In Child and Family Services, the Cranberry Eco 

Preschool is the only program not funded through the Ministry for Children and Family Development, and operates on a 

fee-for-service model.  

While non-contractual funding is minimal we did have some fundraising success over the past year, including a grant 

from the United Way for our new Seniors Services program, Supporting Older Adults through Recreation.  

inclusion Powell River also has a number of subsidiary corporations which provide some nominal funding. Most notably, 

the qathet Inclusive Manufacturing project, run by our Model Community Projects Society, received a $1 million provincial 

grant from WorkBC and the Victoria Foundation to run their One Light Fire Starter project until April 15, 2022.  

 

Referral sources 

Child and Family Services – The majority of referrals for our child and youth programs come from parents or guardians 

(self-referral), the Ministry of Children and Family Development (MCFD), and health practitioners such as doctors, nurses or 

community health workers. Referrals for our Youth Outreach program come exclusively through the MCFD Child and 

Youth with Special Needs Social Worker. Additionally, our staff regularly refer children, youth and families to other inclusion 

programs, and inter-organization referrals account for a significant amount of referrals.  

Adult Services – As CLBC directly manages referrals for the community living services they fund, the majority of our adult 

services referrals come from CLBC. This includes both our local and regional offices.  Privately-funded services are referred 

primarily by the parent or guardian of the person served. As with our Child and Family Services, our staff refer persons 

served to other programs when appropriate.  

Better at Home – Most seniors are referred either by themselves or a family member. A smaller number of referrals are 

attributed to medical practitioners including doctors, nurses, or community health workers.  
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Staffing  

Staff levels remained consistent over the course of the year, with a slight increase reflective of the growth of our Youth 

Residential program. We started the year with 162 staff, and employed 178 people at year’s end. Of our staff, 149 are 

unionized and 29 are exempt. Accounting for full-time, part-time and casual staff, we currently have 128 Full Time 

Equivalent (FTE) positions.   

 

Staffing (Full Time Equivalent) at Year End 

2020-2021 2019-2020 2018-2019 2017-2018 2016-2017 

128 131 111 107 115 

 

Program Overview: Child and Family Services 

 

All programs faced service delivery challenges because of the Covid-19 pandemic; some programs experienced a drop 

in the number of referrals we received over the course of the year, and many families did not feel comfortable accessing 

in-person services when available, and/or were unable to or chose not to fully participate in online service options. 

Particularly, the initial “lock down” period of the pandemic at the beginning of the reporting year affected our service 

deliverables significantly, though most programs saw improvement in the second half of the year. Overall, the majority of 

our programs did meet their deliverables over the course of the year.  

We are proud of the innovative ways in which staff were able to continue delivering services to families, despite the 

limitations faced by pandemic safety measures. Despite pandemic-related service disruptions, and our changing survey 

methodology, we continue to receive positive feedback for our programs. 

Other notable successes from the past year include having hired a fulltime Occupational Therapist, who was able to 

decrease our waitlist from 2 – 3 years to just several months; for the first time in several years we met our performance 

outcome targets for this program. We were also able to increase our service delivery hours in our FASD/Complex 

Behavioural Developmental Conditions program. By year’s end we were also fully staffed in our Youth Outreach program, 

which has been difficult to fill for a number of years. On the other hand, we lost several of our Early Childhood Educators 
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from our Supported Child Development Program and are challenged to deliver these important services in the face of 

staff shortages.  

Over the next year we will be focusing on stabilizing after a year of significant upheaval and adaptation. In the year to 

come we will focus on rebuilding relationships, assessing service need, and continuing to build our repertoire of services to 

continue supporting families. 

 

Program Overview: Youth Residential 

Our Youth Residential program grew from one to three individuals this past year. These residential services are 1:1 and 2:1 

staffing ratios. Clients were supported throughout the pandemic, with some adjustments to their personal goals and 

community engagement activities, and satisfaction for the program was high. We did see significant staff overtime costs 

in this program, as we relied on existing staff for extra support while training new staff for the houses as they were getting 

established. Over the coming year we will be closely monitoring overtime costs, focusing on increasing our training 

supports and in-residence managerial support in an effort to decrease staff turnover and cost. We plan to develop our 

talent pool and the agency capacity to support youth in residential services. 

 

Program Overview: Adult Services 

Overall, our Adult Services weathered the pandemic very well, meeting the majority of our outcomes targets. As many 

businesses temporarily shut-down or minimized their services, in response to the pandemic, our Employment Services 

program had fewer new or expanded jobs compared to previous years. Similarly, our Community Life Program had a 

significantly lower number of drop-in clients in their programs over the year. And in our residential programs, we saw both 

an increase in staff overtime and Personal Protection Equipment (PPE) costs, which were partially offset by lower 

transportation costs as there were fewer activities and outings taking place. 

Despite the challenges, we continued to support clients in meeting their goals, and our satisfaction results remained high 

over the course of the year.  

This next year will be, as with Child and Family Services, a stabilizing year focused on getting back to our usual service 

levels. Additionally, we are in the process of procuring a new Human Resources Information System (HRIS) which we hope 

will let us more closely monitor and manage staffing levels and costs. 



7 
 

Program Overview: Senior Services 

Our Better at Home program has been steadily growing since its inception, and we saw another increase in service 

demand this past year, with service numbers increasing from 178 to 200. Due to the Covid-19 pandemic we were unable 

to offer some of our contracted in-home services, resulting in a notable budgetary surplus for the program. Our biggest 

challenge this year was maintaining the number of volunteers needed to fulfill service demand, which remain a high-

priority focus area for the coming year.  The numbers of people willing to volunteer during the pandemic decreased, 

while demand for services increased. 

 

Feedback on our services  

Feedback from the people we serve, their families and/or caregivers, and our community partners are an invaluable 

measure of how well we are delivering services and supporting the people we serve. We collect feedback through 

feedback surveys, and our program council meetings. Additionally, we invite persons served, families, community 

partners, and funders to participate in structured feedback interviews as part of our strategic planning process which 

were completed virtually this past year. The information collected informs our Strategic Plan, which can be viewed on our 

website at www.inclusionpr.ca/reports.  

Additionally, we conduct regular staff surveys to ensure that we are supporting staff in their work as best we can. We 

have included our annual Employee Engagement Report Card as an appendix to this report.  

Child and Family Services programs collect satisfaction feedback year round by having their survey available to families 

in several locations, including as an easily-accessible online form.  

This year’s surveys reflect not only the impact of the Covid-19 pandemic on response rates (which were generally lower 

than average), but a change in the collection methodology. Instead of a Community Partner survey specific to Child 

and Family Services, we offered a single survey for the whole of the organization and pulled responses accordingly. The 

survey results are as follows: 

 

http://www.inclusionpr.ca/reports
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Name of program 
Family Satisfaction 

Survey Results % 

Community Partner Satisfaction 

Survey Results % 

Infant Development Programme 96% 75% 

Supported Child Development Program 78% 100% 

Early Intervention Occupational Therapy 100% 75% 

Early Intervention Physiotherapy 100% 75% 

Complex Development & Behavior 

Conditions (CDBC) 

100% 75% 

Youth Outreach previously Family Support 

Services (CYSN) 

66% 100% 

 

Adult and Residential Services programs collect satisfaction feedback from self advocates, families, community partners, 

and inclusive employers on an annual basis. These were completed online or by phone this past year, with assistance 

from a contracted self advocate as required by the people we serve. A summary of the survey results is listed below: 

Name of program 
Client 

Survey Results % 

Family Satisfaction 

Survey Results 

Community Partner/Employer 

Satisfaction Survey Results % 

Community Inclusion 100% 100% 100% 

Community Life Program  100% 100% 100% 
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Name of program 
Client 

Survey Results % 

Family Satisfaction 

Survey Results 

Community Partner/Employer 

Satisfaction Survey Results % 

HomeShare 100% 100% (caregivers) 100% 

Group Homes 100% 66% 75% 

Employment Services 98% No data 92.5% 

 

 

Section Two – Business Function Performance Results for All Programs 
 

Business Function Performance Results for All Programs 

Surplus/Deficit in percentage of overall budget 

Program March 31, 2021 March 31, 2020 

Supported Child Development 3.19% 0.60% 

Infant Development - 1.91% - 0.17% 

Early Intervention Occupational Therapy 2.05% 2.2% 

Early Intervention Physiotherapy 1.61% 2.2% 

FASD-CDBC Services -7.29 N/A 

Family Support 8.47% 1.50% 

Community Life Program 0.07% 3.65% 

Community Inclusion & Residential Options 1.28% 2.24% 

Employment Services - 0.57% 0.30% 

Community Connector -3.41% 2.51% 

Homesharing 1.23% - 0.01% 

Residential Group Homes 0.91% 0.91% 

Youth Residence .91% 2.48% 
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Better at Home 23.16% - 3.52% 

 

 

Section Three - Summary of Child and Family Services Performance Results 
 

Supported Child Development Program 

Effectiveness Efficiency  Satisfaction Business Function 

Target 
2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

716.5 hours/ 

quarter of 

direct 

intervention 

to children  

 

529 New  New  50% 

benefit 

gained 

from 

interventi

on within 

child 

care 

settings 

73% No 

data 

92% Family 

75% 

78% 100% 80% 30 days 

from 

intake to 

service 

14 

days 

30 

days 

New  

362.5 hours/ 

quarter on 

Linking & 

Brokerage 

to families 

and child 

care 

operators 

 

190 New  New  Com-

munity 

75% 

100% 66% 100% 
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Infant Development Programme 

Effectiveness  Efficiency Satisfaction Business Function 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 
Target 

2020

-21 

2019-

20 

2018-

19 

442.25 

hours/ 

quarter 

providing 

direct 

intervention 

to families 

162 New New  90% of 

clients at 

3 months 

of service 

with 

active 

goal 

76% New  New  Family 

75% 

96% 98% 91% 
30 days 

from 

intake to 

service 

6.9 

days 

22 

days 

New  

 

50% of 

caseload 

participates 

in groups  

42% 24% 21% 50% of 

workshop 

participa

nts are 

not on 

caseload 

 

52% 97% 98% Stake-

holder 

75% 

75% 100% 82% 

Early Intervention – Occupational Therapy 

Effectiveness  Efficiency Satisfaction Business Function 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Average of 

180 days 

that a child 

is on 

caseload 

240 No 

data 

211 

days 

Average 

of 3 visits 

over a 6 

month 

period 

3.9 No 

data 

1.83 75% 

particip

ants 

100% 88% 87% 30 days 

from 

intake to 

receiving 

services 

59 >150 No 

data 
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75% of 

caseload 

seen within 

6 months 

92.5 No 

data 

33% 75% 

comm-

unity  

75% 100% No 

data 

Early Intervention – Physiotherapy 

Effectiveness  Efficiency Satisfaction Business Function 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

168.5 hours/ 

quarter 

providing 

direct 

intervention 

191.75 New  New  80% of 

goals 

met 

within 9 

months 

100% 100% 100% Family 

75% 

100% 95% 100% 43 days 

from 

referral to 

service 

for urgent 

need 

21 

days 

23 

days 

37.5 

days 

Com-

munity 

75% 

75% 100% 82% 189 days 

from 

referral to 

service 

for 

general 

need 

 

50 

days 

242 

days 

233 

days 
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FASD/CDBC 

Effectiveness  Efficiency Satisfaction Business Function 

 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

20 hours per 

quarter 

facilitating 

family 

workshops 

 

 

5.75 No 

data 

7 75% of 

clients 

achieve 

goals by 

review 

date 

100% New  New  Com-

munity 

80%  

75% 100% 

(all 

progr

ams) 

20% 30 days 

between 

referral 

and 

service 

78.7 <150 New  

79 hours per 

quarter 

spend in 

one-to-one 

support with 

families 

 

88.5 40.75 52 Family 

75% 

100% 100% 100% 

5 hours/ 

month 

facilitating 

community 

workshops 

 

0.5 No 

data 

7.6 

Youth Outreach 

Effectiveness  Efficiency Satisfaction Business Function 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

900 

hours/quart

er of direct 

support   

 

375.5 New  New  50% of 

youth 

with goal 

related 

39% New  New  Youth 

75% 

66% 100% 83% 

 

30 days 

from 

intake to 

receiving 

services 

40.5 206 New 
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Quarterly 

Summary 

Reviews for 

previous 

quarter for 

80% of 

caseload 

 

10% New  New  to social 

need 

 

 

 

 

Section Four – Summary of Youth Residential Services Performance Results 
 

Youth Residential 

Efficiency Effectiveness Satisfaction Service Access  

Target 
2020-

21 

2019

-20 

2018-

19 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018-

19 

Reduced 

average 

monthly 

cost in 

staff 

overtime 

No 

data 

No 

data 

No 

data 

75% of 

quarterly 

goals 

achieved 

90% 80% 75% Youth 

75% 

94% No 

data 

No 

data 

75% of 

participation 

or social 

goals 

achieved 

each quarter 

100% No 

data 

No 

data 
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Section Five - Summary of Adult Services Performance Results 
 

Community Inclusion/Supported Living 

Efficiency Effectiveness Satisfaction Service Access 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018

-19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019

-20 

2018-

19 

75% of 

goals 

initiated 

for the 

first time 

with 

each 

client 

that are 

achieve

d within 

90 days 

65% 55% 39% 50% 

of goals 

achieved 

each 

quarter 

66% 56% 46% Client 

100% 

100% 

 

 

97% 

 

94% 

 

 

 

 

30 days for 

the average 

response 

time from 

referral date 

2 

days 

3 

days 

4 days 

Family 

100% 

100% 84% No 

data 

 

 

 

Community Life Program 

Efficiency Effectiveness Satisfaction Service Access 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018

-19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019

-20 

2018-

19 

50 drop 

in clients 

per 

month 

28 230 119 50% of 

goals 

achieved 

each 

quarter 

92% 

 

 

83% 

 

66% 

 

Client 

100% 

100% 98% 94% 10 business 

days from 

accommoda

tion request 

to response 

No 

req-

uests 

No 

req-

uests  

3 
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Family 

100% 

100% 76% No 

results 

Homeshare 

Efficiency Effectiveness Satisfaction Service Access 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018

-19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019

-20 

2018-

19 

100% 

particip

ants in 

the 

same 

home 

share for 

one 

year + 

100% 100% 95% 50% of 

Providers 

participate 

in training 

53% 100% 40% Clients 

100% 

100% 100% 85% Average of 2 

placements 

available for 

individuals 

before 

making a 

placement 

decision 

1 No 

plac

eme

nts 

 

1 

Family 

80% 

No 

data 

60% n/a 

Home-

share 

Provid-

ers 

80% 

100% 74% 50% 

Employment Services 

Efficiency Effectiveness Satisfaction Service Access 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018

-19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019

-20 

2018-

19 

12 

perman

ent jobs 

no 

longer 

support

ed 

 

 

 

8 9 6 80% of new 

jobs are in 

community 

85% 71% 71% Employ

er 

75% 

92.5

% 

95% 88.5% 15 days it 

takes for 

clients to 

receive 

service after 

referral 

3.25 

 

3.33 

days 

 

5.5 

days 
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70% of 

jobs 

maintai

ned for 

one 

year 

 

34% 42% 92% 20 New 

Paid jobs 

12 24 21 Client 

75% 

85% 92% 100% 

Group Homes 

Efficiency Effectiveness Satisfaction Service Access 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020

-21 

2019-

20 

2018

-19 

Target 2020

-21 

2019-

20 

2018-

19 

Target 2020

-21 

2019

-20 

2018-

19 

75% of 

all 

active 

goals 

that are 

reviewe

d within 

the time 

frame 

84% 76% 53% 50%% of 

goals 

achieved 

each 

quarter 

83% 65% 49% Client 

100% 

100% 97% 96%  

10 business 

days from 

accommoda

tion request 

to response 

6 1 1 

Family 

100% 

66% 88% No 

data 
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Section Six - Summary of Seniors Services Performance Results 

 

Better at Home 

Efficiency Effectiveness Satisfaction Service Access 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020-

21 

2019-

20 

2018-

19 

Target 2020-

21 

2019-

20 

2018-

19 

2 Days to 

respond 

to initial 

inquiry 

 

2 1 3 7% of 

seniors 

who leave 

the 

program 

because 

they can 

no longer 

live in their 

current 

place of 

residence 

3.6% 15% 13% Client 

90% 

90% 95% 90% 35% of 

caseload 

who live in 

the 

regional 

district 

16% 15% 16% 

40% of 

seniors 

accessing 

transporta

tion 

services 

40% 63% 60% 30 

volunteers 

providing 

support 

25 32 33 
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Section Seven – Numbers Served and Demographics 
 

Compared to Previous 4 Years 

Adult Community Living Services 

Timeline 2020-2021 2019-2020 2018-2019 2017-2018 2016-2017 

Total 

Served 

110 118 120 119 121 

Children & Youth 

Timeline 2020-2021 2019-2020 2018-2019 2017-2018 2016-2017 

Total 

Served 

306 390 357 363 324 

Seniors (Better at Home Program) 

Timeline 2020-2021 2019-2020 2018-2019 2017-2018 2016-2017 

Total 

Served 

200 173 111 152 124 

 

 

Demographics not including our Seniors Services programs: 

 

AGE DISTRIBUTION 2020-2021 2019-2020 2018-2019 

0-3 19% 18% 21% 

4-5 11% 12% 12% 

6-12 12% 19% 18% 

13-18 8% 9% 10% 

19-24 4% 4% 4% 

25-44 6% 6% 7% 

45-64 7% 7% 6% 

65+ 33% 25% 21% 

Not specified 1% 1% 1% 
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GENDER 2020-2021 2019-2020 2018-2019 

Under 19 Females 34%  33% 32% 

Under 19 Males 63% 66% 64% 

Over 19 Females 56% 54% 53% 

Over 19 Males 44% 45% 46% 

 

MARITAL STATUS 2020-2021 2019-2020 2018-2019 

Single 58% 57% 60% 

Married 17% 16% 12% 

Common Law 4% 3% 2% 

Divorced/Separated 1% 2% 1% 

Widowed 14% 12% 12% 

Not known 6% 10% 7% 

 

ETHNICITY 2020-2021 2019-2020 2018-2019 

Aboriginal 8% 10% 8% 

Caucasian 70% 73% 72% 

Asian 4% 2% 2% 

Other 12% 13% 29% 

Not known 6% 2% 3% 

 

Employment 

Status 

2020-2021 2019-2020 2018-2019 2017-2018 2016-2017 

Not seeking 37% 42% 40% 36% 31% 

Not Employed 

and seeking 

17% 19% 20% 23% 19% 
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Employed PT and 

seeking more 

16% 14% 15% 18% 15% 

Employed PT and 

Not seeking 

15% 17% 22% 20% 18% 

Employed Full-

Time 

2% 2% 1% 1% 0% 

Retired 6% No data No data No data No data 

Other 7% 9% 

 

3% 3% 2% 
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Diagnosis Among Adults Served 

 

 

65%

21%

9%

3%

17%

4%

13%

30%

D
ev

e
lo

p
m

en
ta

l
D

is
ab

ili
ty

P
h

ys
ic

al
D

is
ab

ili
ty

M
en

ta
l

H
ea

lt
h

FA
SD

A
u

ti
sm

B
ra

in
In

ju
ry

N
o

t
Sp

ec
if

ie
d

O
th

e
r

Developmental
Disability

Physical Disability Mental Health FASD Autism Brain Injury Not Specified Other

65% 21% 9% 3% 17% 4% 13% 30%

2017-18 74% 30% 11% 5% 16% 6% 10% 33%

2018-2019 75% 34% 12% 6% 13% 5% 11% 33%

2019-2020 73% 36% 12% 3% 16% 5% 13% 32%

2020-2021 65% 21% 9% 3% 17% 4% 13% 30%

Diagnosis Among Adults Served
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Diagnosis Among Children and Families Served 

 

 

0% 10% 20% 30% 40% 50% 60%

At risk of delays

Autism

Brain Injury

CDBC

Developmental Delay

Developmental disability

FASD

Fine Motor or Sensory Issues

GM Delay

Gross Motor Issues

Mental health issue

Neurological Disorder

Not Provided

Other

Physical disability

Premature

Not Specified

At risk of
delays

Autism
Brain
Injury

CDBC
Develop
mental
Delay

Develop
mental

disability
FASD

Fine
Motor or
Sensory
Issues

GM
Delay

Gross
Motor
Issues

Mental
health
issue

Neurolog
ical

Disorder

Not
Provided

Other
Physical
disability

Prematu
re

Not
Specified

2018-19 6% 9% 2% 3% 7% 6% 4% 14% 4% 6% 2% 2% 1% 20% 3% 5% 46%

2019-20 7% 9% 2% 3% 7% 6% 4% 13% 4% 7% 2% 2% 1% 18% 3% 6% 50%

2020-21 9% 12% 2% 3% 11% 7% 5% 7% 6% 9% 5% 2% 0% 21% 3% 7% 47%

Diagnosis at Referral for Child and Family Services

2018-19 2019-20 2020-21
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Section Eight - Child and Family Services Programs Detailed Reports   
 

Early Intervention Occupational Therapy 

 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to 

Support This Outcome 

No variance between 

projected budget and 

actual expenditure 

0% Surplus/Deficit Managers and Coordinators 

will meet with Finance 

Manger to review and 

manage program budgets.  

Target result is Zero 

Variance of bottom line. 

 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

2.05% Surplus  2.2% surplus 0.19% surplus 

Trends Over the Last Three Years 

The Early Intervention Occupational Therapy budget consistently runs at a small surplus as we do not backfill for 

vacations. If the surplus is identified early enough, extra hours are offered to make the positions full-time until year-end to 

help reduce waitlist times.  
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Possible Influences/ Extenuating Circumstances 

Occupational Therapist position was vacant until June 2020. 

Results Analysis 

This year was different due to position vacancy and the COVID-19 pandemic. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Monitor throughout year and if surplus is showing, add hours to therapist schedule. 

 

 

Effectiveness Outcome - Average amount of times children on caseload have met with Occupational Therapist 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Average appointments 

a child has had over a 6 

month period 

Average of 3 visits. Final results are average 

of results from Quarters 2 

& 4. 

Program accountability system was 

developed to track when follow ups are 

indicated with a family, and ensuring 

continuity of services. Focus on EIOT 

groups (for emotion regulation) meant 

more families could be seen within a 

given time frame.  
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

3.9 NA 1.83 

Trends Over the Last Three Years 

Increased program effectiveness, measured by the number of times a family and/or child is seen within a sixth month 

period. Specifically, the average number of times families were seen increased from approximately 2 times to 4 times 

within a six-month period.  

Possible Influences/ Extenuating Circumstances 

Global pandemic causing increased stress on families, and often appointment cancellations due to child care 

circumstances. Focus on EIOT program development for summer 2020 and extending into the fall with onboarding of 

new therapist.  

Results Analysis 

Program accountability system developed to track when follow ups are indicated with a family and ensuring continuity 

of services. Focus on EIOT groups (for emotion regulation) meant more families could be seen within a given time frame.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

As target results are consistently being met new outcomes will be set for the 2021-2022 year. 
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Efficiency Outcome - OT caseload that has received service within the last 6 months. Children will be seen within a 6 

month time period. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of children on 

Caseload that have 

been seen within 6 

months 

75% to be seen within a 6 

month period 

Final results are average 

of Quarter 2 & Quarter 4. 

All families were contacted and families 

not needing service were closed; those 

needing occasional service were moved 

to an alternate level of service. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

92.5% NA 33% 

Trends Over the Last Three Years 

Positive trend in percentage of families on EIOT caseload seen within a six-month period.  

Possible Influences/ Extenuating Circumstances 

Many of the families on caseload who were transferred to new therapist and had experienced a gap in services were 

non-responsive to follow up contact.  

Results Analysis 

Greater program accountability for ensuring the majority of families are reached within a six-month period and follow up 

contact is made appropriately.  



28 
 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

As caseload is being managed well and target is consistently being achieved a new efficiency outcome will be set for 

21/22. 

 

 

Efficiency Outcome - How long have children received service for Occupational Therapy 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Average amount of days 

that a child has received 

service from OT 

180 Days  Clients were assessed for service level 

need, offered groups and removed for 

service when no longer actively receiving 

therapy. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

240 NA 211 Days 

Trends Over the Last Three Years 

Overall, the time on caseload is going down.  See analysis. 
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Possible Influences/ Extenuating Circumstances 

Service gap during quarter 2 as the OT position was vacant. Once families were reached in quarter 2 & 3, the current 

therapist in many cases needed to complete an initial assessment due to differing processes with the predecessor. This 

extended the length of services required to meet family needs.  

Results Analysis 

Fewer number of average service days in quarters 3 & 4 may reflect an increase in program efficacy (how often families 

were seen within a 6-month period). Offering more regular therapy may have helped families progress towards their 

goals within a shorter time frame. The final result is skewed high due to the first quarter which held clients over through a 

vacant position. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

After initial assessment, ensure an estimated length of service delivery is shared with families, and ensure goals are set 

early in the process for measuring child progress, and setting an indicator for discharge.  

 

 

 

Satisfaction Outcome - Maximize the satisfaction with the services received 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of participants who 

indicate satisfaction 

75% Satisfaction results 

need to be compiled 

from all sources 

including: Annual 

surveys with all families 

on caseload, 

discharge surveys with 

those who complete 

Surveys were sent out by email.  



30 
 

service during the 

year, and post service 

surveys conducted 

each fall with families 

who left service the 

previous year, and 

feedback from families 

attending groups.  

 

Our Results Compared to Previous Years 

 

This Year Last Year 

 

The Year Before 

100% 88% 87% 

Trends Over the Last Three Years 

 

Higher results this year than the past two years.  

Possible Influences/ Extenuating Circumstances 

 

During the pandemic, satisfaction surveys for groups were sent by email, which generally has a lower return rate. 

Service initiated with families by a new therapist, meaning a delay before satisfaction surveys (pertaining to present 

services) could reasonably be shared with families.  

 

Results Analysis 

 

Although there were not many surveys returned, the initial results appear promising.  

 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

More regular follow up with families for satisfaction surveys.  
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Satisfaction Outcome - Maximize the satisfaction with the services received. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of other key 

community partners who 

report satisfaction 

75%  Surveys were sent to community partners 

as a part of a larger inclusion wide survey, 

specific OT results were not attained. 

Our Results Compared to Previous Years 

This Year   Last Year  The Year Before 

75% 100% No data 

Trends Over the Last Three Years 

N/A - no data from year 2 

Possible Influences/ Extenuating Circumstances 

Survey was generalized for all services - did not provide program specific results. 

Results Analysis 

Could not gather program specific data from this survey. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to develop interdisciplinary interface within the community, for example with mental health services, SD47, 

Child Youth and Family Services etc.  

Utilize program specific survey. 
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Service Access Outcome - Individuals referred to OT will receive services promptly. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

#Days from completing 

intake to the child 

receiving services. 

30 Number days between 

when the program 

receives the completed 

intake to when the child 

receives services. 

Of note, as this position was vacant, 

wait list times were predated back to 

the first date when referrals could have 

been accepted by the new OT (July 1, 

2020) so the data reflects the program 

in it's current functioning. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

59 days >150  

Trends Over the Last Three Years 

Slight decrease in days between intake and start from quarter 2-3, and substantial decrease in quarter 4.  

Possible Influences/ Extenuating Circumstances 

Wave of new referrals after a gap in services 2019-spring 2020.  

Results Analysis 

Increased accountability for tracking new referrals, prioritizing those referrals in a timely way, and reaching out to 

families either to waitlist or welcome to services.  
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to develop prioritization and tracking system for new referrals. Set aside time each week for waitlist/caseload 

review and onboarding to EIOT services.  

 

 

Early Intervention Physiotherapy 

 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

0%variance between 

projected budget and 

actual expenditure 

0% Therapy Budget versus 

expenses as prepared by 

accounting  

 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

1.61% Surplus  2.2% surplus 0.19% surplus 

Trends Over the Last Three Years 

The Early Intervention Occupational Therapy budget consistently runs at a small surplus as we do not backfill for 

vacations. If the surplus is identified early enough, extra hours are offered to make the positions full-time until year-end to 

help lessen the wait list times. 
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Possible Influences/ Extenuating Circumstances 

There was no OT hired until June. 

Results Analysis 

This year was different for budgets due to a vacant Occupational Therapy position and the pandemic changing service 

levels. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Surplus will be monitored and therapists will be asked to deliver additional services to families as budget allows.  

 

 

 

Effectiveness Outcome - Children will have achieved identified goals related to their gross motor development 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of goals that are 

achieved by the 9 month 

follow-up 

80% Goals are entered from 

service planning process 

and reviewed during 

family visits.  

PT reviewed goals that were due on SV 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 100% 100% 
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Trends Over the Last Three Years 

Positive trend, exceeding target 

Possible Influences/ Extenuating Circumstances 

When family choose goals within short-term reach, no second goal was added. The COVID-19 pandemic interrupted 

services for many families at the start of the reporting year and uncertainty of continuation of services continued during 

the pandemic. 

Results Analysis 

Many goals were within easy reach 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

When family's chosen goal is within short-term reach a second goal will be added. 

 

 

Efficiency Outcome - PT time is maximized by providing direct intervention to children. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Hours of PT time spent 

providing direct 

intervention to children. 

168.5 hours per quarter 168.5 hours per quarter 

(674 per year) of direct 

time are to be spent 

providing direct 

intervention to children 

individually or in groups 

Hours of PT time spent providing direct 

intervention to children individually or in 

groups as indicated in CF case notes and 

group summaries were counted. 
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as indicated in CF case 

notes and group 

summaries. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

191.75 per Quarter (767 Total) N/A N/A 

Trends Over the Last Three Years 

No trend, first year of tracking this new measure. 

Possible Influences/ Extenuating Circumstances 

Due to COVID-19 pandemic there were no groups (no Therapeutic Riding), reduced community education and minimal 

home visits (reduced travel time) leading to more direct time, however more  time was taken for cleaning and 

disinfecting the therapy room and equipment after each session reducing direct time. 

Results Analysis 

23.25 Hours of direct time per Quarter above target. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to count hours of PT time spent providing direct intervention to children individually or in groups as indicated in 

case notes and group summaries. 
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Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of participants who 

indicate satisfaction 

75% Satisfaction results are 

generated from: Annual 

surveys with all families 

on caseload, discharge 

surveys with those who 

complete service during 

the year, and post 

service surveys 

conducted each fall with 

families who left service 

the previous year. 

PT emailed out surveys. Discharged 

surveys were sent out to appropriate 

families. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 95% 100% 

Trends Over the Last Three Years 

Trend continues to show high satisfaction amongst families served.  

Possible Influences/ Extenuating Circumstances 

Despite the COVID-19 pandemic, satisfaction remains high.  
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Results Analysis 

High satisfaction; we continue to meet our target with this measurement.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

We will continue emailing/ mailing out discharge surveys, and giving families the opportunity to fill out surveys in the 

waiting room at appointment times.  

 

 

Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of other key 

Community Partners who 

indicate satisfaction 

75% Satisfaction is gaged by 

annual surveys with the 

organizations who 

promote our work.  

A generic, agency-wide Community 

Partners survey was send out in March 

2021. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

75% 100% 82% 

Trends Over the Last Three Years 

Unclear as survey methodology changed this year. 
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Possible Influences/ Extenuating Circumstances 

A general survey for all of inclusion was send out, which did not provide specific feedback on Physiotherapy services.  

Results Analysis 

Data was not helpful as it was generalized. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Return to a more specific survey to gather useful data. 

 

 

Service Access Outcome - All referrals will have access to PT services within a reasonable time frame for their needs 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of days from referral to 

start date for all referrals 

categorized as "urgent". 

Baseline data to be 

collected this year to set 

target for subsequent 

years. 

This measure will break 

down the wait time for 

children based on their 

referral category - Urgent 

Referral - identified by 

the therapist as requiring 

immediate attention and 

scheduled into the next 

available slot. 

 

 

PT and admin have been working 

together to keep data up to date 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

21 Days 23 Days 37.5 Days 

Trends Over the Last Three Years 

Same 

Possible Influences/ Extenuating Circumstances 

None 

Results Analysis 

Urgent referrals have been seen in 3 weeks from referral.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Set target based on collected data, and continue to track the wait time to access PT services for urgent referrals. 

 

 

Service Access Outcome - All referrals will have access to PT services within a reasonable time frame for their needs 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of days from referral to 

start date for all referrals 

Baseline data to be 

collected this year to set 

General Referral - 

identified by the 

therapist as non urgent 

PT and admin have been working working 

together to keep data up to date. 
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categorized as 'general' 

(non-urgent) 

target for subsequent 

years 

and added to the 

waitlist. 

Data will be filtered by 

whether a waitlist letter 

has been sent. All 

waitlisted children are 

considered 'general'. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

50 Days 242 Days 233 Days 

Trends Over the Last Three Years 

Positive trend; time between referral and accessing service has decreased.  

Possible Influences/ Extenuating Circumstances 

Non-urgent referrals have been down since COVID-19 pandemic.  

Results Analysis 

There was no waitlist at start of the year.  Quarter 4 results: 0 non-urgent referrals, no new non-urgent children accepted 

onto caseload, PT has full caseload. Because of COVID-19 pandemic non-urgent referrals have been down. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Set target and continue to track the wait time to access PT services for non-urgent referrals. 
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Youth Outreach 

 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support 

This Outcome 

No variance between 

projected budget and 

actual expenditure 

0% Managers and 

Coordinators will meet with 

Finance Manger to review 

and manage program 

budgets. Target result is 

Zero Variance of bottom 

line. 

Continued to recruit and support staff 

to maintain adequate staffing levels.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

8.47% surplus 1.5% surplus 1.5% surplus 

Trends Over the Last Three Years 

Surplus is common in this program due to staffing shortages. 

Possible Influences/ Extenuating Circumstances 

Staffing levels were uneven during the pandemic.  

 



43 
 

Results Analysis 

Due to some staff shortages over the course of the year we had a surplus of staffing hours.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

At year end, program is fully staffed, and staffing hours will be tracked differently to monitor for extra hours available. 

 

 

 Effectiveness Outcome - Youth will have a social goal 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of youth with goal 

type related to social 

need 

50% of youth receiving 

services 

50% of youth on active 

caseload will have a 

goal type with personal-

social, social network, or 

social emotional as a 

current goal. 

Goal reviews each quarter and new 

tracking and reporting measurements 

created to monitor this outcome. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

39% N/A N/A 

Trends Over the Last Three Years 
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This is a new outcome this year.  As one of the main intentions of the program is to increase the social connections of 

youth on caseload a new measure for tracking this focus was created. 

Possible Influences/ Extenuating Circumstances 

COVID-19 impacted the ability for youth on caseload to physically connect with other youth for the first part of this 

year; for those youth who continued services, goals were shifted to focus on other skills. 

Results Analysis 

There is a steady increase in social goals being identified.  Having this as an outcome helps remind staff to create 

concrete steps in this direction. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Review goals each quarter; determine which youths do not have a social goal and see if one fits within the vision set 

out in service planning. 

 

 

 

 

Efficiency Outcome - Program staff time is maximized by providing direct service to youth. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year 

to Support This Outcome 

Hours of direct time 

provided individually and in 

groups. 

900 hours per quarter. 900 Hours per quarter (3600 

per year) of direct time is 

provided to youth in individual 

Created an updated report 

to ensure accurate 

numbers could be attained 

each quarter.  Reviewed 
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service or group hours by 

support staff. 

different methods of 

connecting with youth. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

375.55 per Quarter (1502 Total) N/A N/Th 

Trends Over the Last Three Years 

This is a new measure this year, set to help track contract deliverables. 

Possible Influences/ Extenuating Circumstances 

The pandemic began on March 15th 2020 and with restrictions on in-person, community based activities, families chose 

to limit or eliminate in-person sessions with staff/YO program. We attempted to offer online options for social and skill 

building to maintain direct-time. Families and youth were not receptive to these options and found them challenging 

for their child to participate in, especially for those already completing their school time online or those with minimal 

experience or access to technology. 

Results Analysis 

Target was not achieved as COVID-19 impacted service delivery and 3600/3915 direct service hours appears to be an 

inaccurate target.  It is currently being reviewed. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Review contract deliverables with funder, as 3600 direct services hours seems inaccurate. 

Maintain full complement of staff and proactively bring kids into groups who can transition to 1:1 service when spaces 

open up. 
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Efficiency Outcome - Youth and Families will have participated in the quarterly review process 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year 

to Support This Outcome 

% of youth with dates 

entered for the Quarterly 

Summary Review for the 

previous quarter 

80% of youth receiving 

services 

80% of youth will have 

reviewed the report and 

families will have received a 

copy of the summary and 

been offered time in the 

quarterly review process, as 

indicated by a date being 

entered in the review column. 

(Reports Generated at end of 

Q1 and Q3 and are reviewed 

by end of Q2 and Q4) 

Review of current process; 

implementation of change 

to semi-annual reporting 

process after determining 

that too many reports and 

frequent follow up was 

overwhelming for families.  

Identified other gaps in the 

system. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

10% N/A N/A 

Trends Over the Last Three Years 

This is a new outcome this year, to support the management of sending and following up on reports to families. 

Possible Influences/ Extenuating Circumstances 

Staff changes and new processes created some gaps in the documentation of summary reports.   



47 
 

Results Analysis 

The low number is a strong indication that this outcome is needed in order to continue to follow through on this area of 

documentation and implement a different system for follow up. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Train all staff in basic case management or key worker duties; have direct support staff create and bring reports for 

families for review and hold responsibility for documenting that occurrence.  

 

 

Satisfaction Outcome - Maximize the satisfaction with the services received. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year 

to Support This Outcome 

% of participants who 

indicate satisfaction 

75% Satisfaction Youth who are actively 

receiving services will have 

access to satisfaction surveys 

throughout the year, post-

group, at discharge and post 

discharge.  Surveys use emojis 

linked to a Likert scale.  A 

rating of 4 or 5 out of 5 is 

considered satisfactory. 

Survey given to youth at 

the end of the year. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 
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66% 100% 83.3% participants 

Trends Over the Last Three Years 

Although it looks as though the results are falling it is misleading.  3 years ago it was a mix of families and youth. 2 years 

ago it was all youth.  This year, only 3 youth returned the survey and 1 answer was "unsure", skewing the stats down to 

66%. 

Possible Influences/ Extenuating Circumstances 

Very few youth were seen regularly due to COVID-19. 

Results Analysis 

A survey needs to be created that is accessible and available when you want to fill it out as mood can impact results. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Modify current survey format.  Ensure it is emailed out 2x a year, and available on the home page of the in-house Youth 

outreach computer. 

 

 

Service Access Outcome - Individuals referred to Youth Outreach program will receive services promptly 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year 

to Support This Outcome 

#Days from completing 

intake to the child receiving 

services. 

30 Number days between when 

the program receives the 

Youth that were not 

receiving active service 

were moved to an 
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completed intake to when 

the child receives services. 

alternate service level and 

new clients could be 

brought on. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

40.5 Days 206 Days  

Trends Over the Last Three Years 

Steady decrease in the amount of days it takes to access service. 

Possible Influences/ Extenuating Circumstances 

COVID-19 impacted service this year for youth on caseload, some of whom put service on hold, allowing for others to 

come onto service. 

Results Analysis 

Although youth were brought onto caseload more quickly, not all youth on caseload were receiving active, 

individualized service.  This may indicate an alternate way of accessing and providing service in the future. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Provide options for both on-line and in-person groups that youth can start before individual services are available, in 

order to reduce wait time for service. 
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Supported Child Development 
 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 

Qualified staff secured where possible 

however their availability is limited.  

Expected in the Fall of 2021 the 

availability of 1 staff will increase to a 

permanent position.  

Program continues to search for a 

qualified ECE to accept temporary 

position. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

3.19% Surplus 0.4% Surplus .6% surplus 

Trends Over the Last Three Years 

Trend demonstrated a higher than normal surplus 

Possible Influences/ Extenuating Circumstances 

Spring/summer staffing reduced due to COVID-19 restrictions in childcare and preschool settings: 

1) Centres closed 

2) Staff worked in 1 setting max per day in the spring 
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3) Families canceling service 

4) Staffing shortage 

Results Analysis 

Staff shortage and canceled service directly impacted expenditures.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Hire 1 permanent and 1 temporary staff to meet the gap in service delivery. 

   

 

Effectiveness Outcome - Children on caseload are engaging in inclusive activities within child care and peer group 

settings 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of benefit gained by 

child from intervention 

through SCD within child 

care settings 

50% benefit Audit measures SCD staff 

effectiveness through 

measuring interventions 

used and impact on 

children's reduction in 

barriers or inclusion in 

child care settings. 

In September Q2 -  8 Children receiving 

extra staffing support were designated 

for Audit based on meeting audit criteria.  

In January Q3 Audit reduced to 5 due to 

1 less staff and children moving 

programs.  

Adjustments made to tracking form 

identified over the 4 months.  

Results tallied end of Q4.   

No results to be gathered in Q1  
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

73% NA 92% (based on previous audit) 

Trends Over the Last Three Years 

New audit reflects how interventions/accommodations increase children's success in the program.  

In 2020 development, trial and edits were made to the Audit in preparation for the official roll out September 2020 

Possible Influences/ Extenuating Circumstances 

Due to staff shortages and pandemic restrictions 5 children out of an expected 10 were audited in Q3 and Q4. Of those 

5 children, only 4 where consistent. 

*Q2- July-August results are not tracked, and September is used to establish audit participants.   

Results Analysis 

Results demonstrate 77.9% of children benefited from the extra staffing support exceeding our target of 50% 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

In September ensure a greater number of children are included in the audit. This year’s goal is 10 children.  
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Efficiency Outcome - SCD consultant time is maximized by providing direct and indirect support to families and child 

care operators that builds their capacity to support children with extra support needs. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Hours of time spent on 

Linking & Brokerage to 

families and child care 

operators by SCD 

consultant. 

362.5 hours per quarter 362.5 hours per quarter 

(1450 per year) are to be 

spent on direct and 

indirect (L & B) service to 

families, individually or in 

groups, with support staff 

(related to specific 

children), and with child 

care centre staff. 

Review L & B hours at the end of each 

month.  

Additional hours were provided to 2 staff 

to increase their coordinator time 

providing L&B and consultations to 

centres.  

Hiring to replace 2 LOA has not begun as 

staff return-to-work dates were not 

expected to be as extended. On going 

attention to this is being made in order to 

respond appropriately.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

190 Hours N/A N/A 

Trends Over the Last Three Years 

Trend is difficult to identify due to unusual circumstances. 
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Possible Influences/ Extenuating Circumstances 

The impact of the pandemic limited the programs ability to provide service to centers doing consultative support. 

Additionally, a reduction in referrals to the program limited L&B opportunities. sIn quarters 3 and 4, the SCD program 

operated with 1 thirty-hour- and 1 50-hour-per-week positions due to 2 LOA. 

Results Analysis 

Reports were run monthly to ensure data was entered. 

Results demonstrate the impact of the programs staffing shortage.   

The reduction of referrals was not anticipated or preventable during the ever changing pandemic climate. Nor was the 

reduction in time spent with centre operators as they prioritized services and limited enrolment.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Restore staffing shortage to its full compliment.  

Use the previous years’ experience to better anticipate centre operator and community needs.  

Create opportunities for more virtual check ins with centre operators.  

 

 

Efficiency Outcome - SCD support staff time is maximized by providing direct intervention to children 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Hours of support staff 

time spent providing 

direct intervention to 

children 

716.5 hours per quarter 716.5 Hours per quarter 

(2866 per year) of 

support staff time is 

required to be spent 

providing direct 

Positions were posted regularly and 

casual staff were used to fill postings 

wherever possible.  During the first few 
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intervention to children 

individually or in groups. 

months of the fiscal year, direct service 

was extremely limited. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

529 per Quarter (1721 Total) N/A N/A 

Trends Over the Last Three Years 

Current staffing compliment provided the maximum direct service hours according to their position and availability 

excluding periods where they were restricted in providing face to face service.  

Possible Influences/ Extenuating Circumstances 

Due to pandemic restrictions the number of centres and children staff could work with per day was limited.  

Additionally the program has 2 permanent position vacancies which further limited capacity to meet this target. 

Results Analysis 

Data demonstrates the importance of maintaining a full compliment of staffing in order to meet target. 

The impact of the pandemic was unforeseeable as restrictions escalated in ways we lacked experience with, to react to.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Program will actively seek qualified staff to fill vacancies, reaching outside of our community as local efforts have not 

been successful.  
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Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families who 

indicate satisfaction 

75%  Due to pandemic restrictions survey data 

was collected predominantly by Microsoft 

Forms via email invitation. Previously, the 

Cranberry Children's Centre provided a 

laptop in the waiting room for easy 

access, a QR code so families could 

access the survey by their cell phone and 

during face to face meetings.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

78% 100% 80% 

Trends Over the Last Three Years 

Target achieved, however, there is a reduction in satisfaction over 3 years. 

Possible Influences/ Extenuating Circumstances 

Due to pandemic restrictions it is not unexpected that SCD experienced a reduction in satisfaction. Extra staffing support 

to children/centres was reduced to meet essential service guidelines. Likewise, families and centres cancelled service.  

New ways of providing support to families were taken up: virtual meetings, toy deliveries, technology training/lending, 

and regular wellness checks to keep connected with caseload.  
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Results Analysis 

The data overall indicates SCD has met the target despite the challenging circumstances. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Increase outreach and training opportunities to the caseload and community. 

 

 

 

Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of centre operators 

and other community 

partners who indicate 

satisfaction 

75% All centre operators who 

have children placed in 

their centres will be 

invited to give feedback 

on the service each year 

 

Staff provide quality support and 

appropriate resources to centres and 

families. 

Staff provide information to centres and 

families to enable them to access the 

services they require. 

Staff produced each centre with a hard 

copy of the survey as historically that 

provides a higher number of completed 

surveys. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 66% 100% 

Trends Over the Last Three Years 

Program has achieved 100% satisfaction over 3 years by community partners. 

Possible Influences/ Extenuating Circumstances 

During the extenuating circumstances of the pandemic staff continued to maintain 100% satisfaction. 

Results Analysis 

Staff provide professional and valuable service to our community.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Increase staff knowledge and expertise to maintain level of satisfaction. 
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Service Access Outcome - Individuals referred to SCD will receive services promptly. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

#Days from completing 

intake to the child 

receiving services. 

30 Number days between 

when the program 

receives the completed 

intake to when the child 

receives services. 

 

 

Intake clinician role developed. Process 

tested and refined. Guide developed to 

assist intake and program clinicians 

through the transition.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

14 Days 18 Days N/A 

Trends Over the Last Three Years 

Target achieved and continues to improve. Program providing service in half the targeted time. 

Possible Influences/ Extenuating Circumstances 

New relationship: Intake Clinician is completing initial intake and pre-screen for new referrals minimizing steps consultants 

take to make a service decision.   

Results Analysis 

Results are higher due to new intake system. 
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

Promote new on-line referral process to community partners.    

 

 

Infant Development Program 

 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

0% variance between 

projected budget and 

actual expenditure 

0% Variance will be shown as 

0% over or under the 

program budgeted total.  

Monitor staffing hours.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

1.91% deficit 0.17% deficit 0.2% deficit 

Trends Over the Last Three Years 

This program has consistently run at a deficit. 
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Possible Influences/ Extenuating Circumstances 

One staff member was on leave and the covering hours were at a higher pay rate. 

Results Analysis 

Two of the staff in this program get paid at the highest grid, while contracts are typically funded at mid-range, which may be 

throwing off the budget.  Additionally, we have not successfully received grants for food for families for groups for two years. 

 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Look for alternate grants for additional program costs. 

 

 

Effectiveness Outcome - Consultants will effectively communicate IDP program role and determine appropriate level of 

service for families by setting a goal within 3 months 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of clients at 3 months of 

service with an active goal 

90% At the 3 month service 

mark clients will either have 

an active goal or will have 

been discharged. 

During the majority of IDP meetings this 

past year staff discussed new referrals, 

goals set, and discharge decisions.  It was 

not always at the date of 2 months 

following intake for each child, so this can 

be fine tuned and improved. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

76% N/A N/A 

Trends Over the Last Three Years 

New target this year. 

Possible Influences/ Extenuating Circumstances 

The COVID-19 pandemic has made connecting with families to set and renew goals more difficult. Program staff tried some 

new methods of connecting with families. Some were successful, and some will require fine tuning. 

Results Analysis 

The average of all 4 quarters did not indicate that the goal was reached, given the low numbers in the first half of the year. 

However, the results in the last two quarters were 100%. Therefore, next year's goal will be for this Program to continue this 

pattern of success. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Infant Development will ensure continuation of the success seen in the last two quarters of this year. The team will rewrite the 

IDP meeting agenda template to more accurately cue monthly discussion of goals & discharge decisions. Using this tool, the 

team will check the success rate on this measure monthly. 
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Effectiveness Outcome - IDP will effectively promote educational programs to infant/toddler families living in the qathet 

region 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support 

This Outcome 

% of educational workshop 

participants that are NOT 

families on caseload 

50% of workshop 

participants 

Educational workshops will 

have a 50/50 split of 

participants on caseload 

and families not registered 

with IDP 

Not all workshops were promoted 

well in advance, or promoted to all 

of the partner agencies. Program 

staff have offered existing services in 

creative ways & tried some new 

methods of connecting with families. 

Some have been successful, and 

some will require fine tuning. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

52% N/A N/A 

Trends Over the Last Three Years 

New target this year. 

Possible Influences/ Extenuating Circumstances 

COVID-19 pandemic tasks have made all direct service delivery to families on caseload, and to families in the greater 

community, challenging. Program staff have offered existing services in creative ways & tried some new methods of 

connecting with families. Some have been successful, and some will require fine tuning. 
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Results Analysis 

The target was reached in terms of numerical analysis, but the percentage is misleading due to a decrease in the total 

number of participants. The goal for next year will be to increase the number of participants, both on caseload and from 

the community. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

IDP will expand the diversity of topics and the ways they are offered throughout the community. The "line up" of workshops 

will be planned at the end of each quarter, and then advertised at least 1 month in advance through all partner agencies.  

Each Consultant will offer at least one series per quarter.  

 

 

Efficiency Outcome - IDP Consultant time is maximized by providing direct intervention to families. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Hours of consultant time 

spent providing direct 

intervention to families. 

442.25 hours per 

quarter 

Direct hours include face 

to face, phone, and 

virtual services and are 

contractually required to 

be 442.25 per quarter 

(1769 per year) 

This year, the Infant Development Program 

offered a wide variety of ways that families 

could connect with their Consultant, including 

virtual family visits, virtual "playgroup pods", 

phone consultations, backyard visits, stroller 

walks and small groups meetings in parks. 

Zoom workshop series were offered, some for 

caseload only and some for the whole 

community. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

162 per quarter N/A N/A 

Trends Over the Last Three Years 

No data available for past 2 years. 

Possible Influences/ Extenuating Circumstances 

COVID-19 pandemic tasks have made all direct service delivery to families on caseload very challenging. Program staff 

have offered existing services in creative ways & tried some new methods of connecting with families. Some have been 

successful, and some will require fine tuning. 

Results Analysis 

Results were low partially because parents were staying home due to COVID-19, some parents did not have the 

technology necessary to visit virtually, and some chose not to use any of the new ways of connecting with the IDP service. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

In May, the Director and the team will meet to plan strategies for increasing direct time with families, given COVID-19 

restrictions. The team will then continue to meet monthly and discuss this plan, and then report back to the Director about 

challenges and successes. 
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Efficiency Outcome - IDP time will be maximized by increasing family participation in group interventions 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families on caseload 

who participate in groups 

50% # of families on caseload 

that participate in groups 

as a percentage of total 

active caseload 

Infant Development Consultants learned 

new ways of offering group services this past 

year.  These included a monthly newsletter to 

the entire caseload informing them of group 

options, weekly emails and virtual sessions 

and workshops, offered to three "Playgroup 

Pods" lead by each of the three Consultants. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

42% N/A N/A 

Trends Over the Last Three Years 

New target this year. 

Possible Influences/ Extenuating Circumstances 

The COVID-19 pandemic made all group program delivery to families on caseload challenging. Parents reported Zoom 

fatigue and higher than normal stress in all parts of their daily lives. Many expressed only wanting programs that were face-

to-face and/or outdoors. Others were afraid to connect in this way, only wanting virtual groups. 
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Results Analysis 

At the start of this year, many parents were not interested in connecting virtually, so Q1 & Q2 were low. This has ebbed and 

flowed with the number of COVID-19 cases (more parents join a Zoom when case numbers are high), as well as the 

weather (more participate when they can not meet people outdoors). By Q4, most parents were reporting "Zoom fatigue", 

but also feelings of isolation. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Consultants will discuss once per quarter with each parent on active caseload whether their infant/toddler goals or parent 

goals may be partially achieved through a group, workshop or virtual offering. Parents will be given opportunities to 

suggest topics. 

 

 

 

 Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Families surveyed on a 

scale of 1 to 5 

75% Satisfaction results 

include: Annual surveys 

with all families on 

caseload, all discharge 

surveys, and post service 

surveys conducted each 

fall with families who left 

service the previous 

year. We have created 

All Parents on caseload were sent on-line 

survey links by email. A small number were 

also asked to fill out surveys if they 

attended face-to-face visits to the 

Cranberry Center, in their backyard, or 

out in the Community. 
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new surveys for post 

workshops and 

playgroup on a scale of 

1-5 so that we could 

compare the results.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

96% 98% 91% families using groups, 100% families accessing 

consultant services 

Trends Over the Last Three Years 

In 2019, 2020 and 2021 the Infant Development Program has exceeded our target goal of at least 75% satisfaction. 

Possible Influences/ Extenuating Circumstances 

While COVID-19 pandemic tasks have made all direct service delivery challenging, those who did participate in 

programs and filled out surveys indicated that they were very satisfied with the service they received. 

Results Analysis 

The hard work put in by Consultants has resulted in maintaining and exceeding the high standard set for family 

satisfaction with Infant Development services. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Infant Development Consultants will increase the number of surveys offered and collected during face-to-face visits, in 

order to provide more information from a wider range of families. Each quarter, surveys will be offered to one quarter of 

all parents seeing a Consultant face-to-face. All workshop participants will be asked to fill out a survey on the last class. 
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Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of other Community 

Partners who indicate 

satisfaction with services 

75% Use Annual Community 

Partners survey, and 

promote in-person to 

increase response rate 

Surveys were sent to community partners 

via email.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

75% 100% 82% 

Trends Over the Last Three Years 

Although the numbers would indicate a less positive trend, the surveys were collected in a very different way this year. 

The surveys of partner agencies were collected for the entire agency, rather that for the Infant Development Program. 

Therefore, trends can not be determined by this method. 

Possible Influences/ Extenuating Circumstances 

COVID-19 pandemic tasks have made all partnership with other agencies more challenging.  Also, tasks to complete 

CARF were a priority for the 4th quarter.  

Results Analysis 

These results are lower than previous years because they were measured differently. 
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

We will discuss within the Infant Development team, and with the larger Child & Family Services team, ways to improve 

our collaboration with partner agencies, and how to best collect this data so that it is meaningful. 

 

 

 

 

Service Access Outcome - Individuals referred to IDP will receive services promptly. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

#Days from completing 

intake to the child 

receiving services. 

30 Number days between 

when the program 

receives the completed 

intake to when the child 

receives services. 

The Infant Development Team worked 

with the Cranberry Center Administrative 

staff to streamline the process of receiving 

and entering referrals using a new 

electronic system. Consultants then 

contacted the families, often within one 

week.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

6.9 Days 22 Days  

Trends Over the Last Three Years 

The accuracy of measuring and recording this data improved by working closely with Child & Family Admin staff to 

ensure that referrals came onto the Dashboard within a few days of being received by the agency. The program staff 

made it a priority to contact families within the first week of receiving a referral. 
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Possible Influences/ Extenuating Circumstances 

The changes due to the COVID-19 pandemic have made all service delivery challenging. 

Results Analysis 

Efforts to improve in this area have paid off. Families are being contacted quicker, and data collection is more accurate. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

The team will continue to make repeated efforts to reach out to any families that are hard to connect with, in order to 

maintain this high level of performance. 

 

 

FASD-CDBC Services 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

7.29% deficit NA 1.2% surplus 

Trends Over the Last Three Years 

Typically, this program runs at a deficit. There was a surplus last year as the program was not staffed. 

Possible Influences/ Extenuating Circumstances 

Hours were increased this year and benefits offered to maintain staff. 

Results Analysis 

This position has been underfunded for many years. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Look at using funds from programs that typically run a surplus in order to maintain service levels. 
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Effectiveness Outcome - Clients will acheive their goals as identified in their service plans 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Percentage of individuals 

achieving their goals by 

review date 

75% Review Date is 

determined by the # of 

days set to achieve goal 

Outcomes set in January 2020 achieved.  

Goals set for each child, reviewed 

throughout work with caregivers/families 

and continual evaluation of effectiveness 

related to child/family throughout the 

year.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% N/A N/A 

Trends Over the Last Three Years 

This is the first year we have set this goal for achievement. Use of the service plan and goals as tools to capture and 

focus the families priorities and needs has been the primary focus for this projected achievement. 

Possible Influences/ Extenuating Circumstances 

During Quarters 1 & 2 achievement of this goal was limited in relation to connection with families and navigating 

changes to program focus and goal setting.  

Results Analysis 

Focusing on articulating specific goals for individuals and using this to guide service is an effective way to support 

families and children’s needs, achieve targets set by the caregivers, and continue to build relationship.  Results will 
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continue to climb as we continue to establish goals at the outset of service and work towards them over the support 

relationship. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Create initial goal during intake meetings with caregivers to set focus for service as well outline potential future goals.   

Program will have working goals with each child/family and will review these goals on-going through conversations with 

family and formally each 6 months to determine their continued need: renew, completed, or incomplete (change of 

goal).  

 

 

Efficiency Outcome - Ensure an optimum balance of direct hours. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Hours of time spent in 

one to one support to 

families. 

79 Hours per quarter.  Time spent with family 

spent doing home visits, 

community visits and 

support meetings. Based 

on contractual 

requirements of 396 

direct services hours/year 

across all service areas. 

*Target changed to 

reflect this MCFD 

requirement in the 2020-

21 reporting year 

Regular check ins to monitor progress with 

clients and ensure documentation 

matched appointments and services was 

part of the process of keeping direct 

hours on track. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

88.5 per quarter 40.75 hours 52 hours 

Trends Over the Last Three Years 

Exceeding target of 79 hrs during Q3 and Q4. Continued effort to work with families 1:1, and create relationships with 

caregivers that support this.  

Possible Influences/ Extenuating Circumstances 

During the first quarter the program was adapting to public health requirements and creating new ways to connect to 

families. Importance of relationship establishment between community partnerships: PRYCFSS, MCFD, RCMP, SD47, and 

medical services have been a priority to support families with an integrated and wrap-around response.  

Results Analysis 

Response to service supported through efficient intake screening process to support prioritisation and assess client needs. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Focus on psychoeducation for community partnerships to support wrap-around response to families.  

Monthly tracking to maintain direct hours goal.  

Continue developing program to provide the most effective means of providing this service to support as many 

individuals/families as necessary in a functional way. 
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Efficiency Outcome - Ensure an optimum balance of direct hours. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Number of hours spent 

facilitating family self 

help/training sessions. 

20 hours/quarter Based on contractual 

requirements of 396 

direct services hours/year 

across all service areas. 

*Target changed to 

reflect this MCFD 

requirement in the 2020-

21 reporting year 

Focus shifted from group development to 

supporting families and crisis 

management.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

5.75 Hours/Quarter N/A 7 hrs/quarter 

Trends Over the Last Three Years 

Decline in results overall though not necessarily related to interest in participation; expressed interest in participation 

remains high from families.  Over the past three years we are in line, though numbers reflect slightly less than last year. 

Extenuating circumstances are a significant factor in this outcome. 

Q2/Q3 indicate goal achievement.  Q4 decline related to extenuating circumstances due to public health 

regulations/lockdown. 
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Possible Influences/ Extenuating Circumstances 

Groups have been offered throughout the year, mostly being declined as a result of numerous online activities families 

required to participate in already to public health orders limiting in-person connections.  

Results Analysis 

The data is reflective of the current state of the world.  Attempts were made to provide groups through the course of the 

year.  Participation is high when groups are able to be offered.  Interest remains strong amongst families to engage in 

group activity when provincial health orders permit this engagement. Direct 1:1 and individual hours were provided to 

ensure connection with families was maintained.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Groups will be offered regularly and will be supplemented with 1:1 support, should extenuating circumstances limit or 

prohibit in-person group meetings.  

Changes to some groups have been accommodated via online delivery, for those groups where this is appropriate and 

accessible. 

 

 

 

Efficiency Outcome - Ensure an optimum balance of direct keyworker hours available to support program success. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Number of hours spent 

facilitating monthly 

community 

presentations. 

5 hours/quarter Sharevision Group 

Summaries – Public 

Education – and 

Community Committees.  

Includes all prep 

Have taken over the FASD Steering 

committee. The position in Tla'Amin has 

been vacated and they ran this 

committee. Have sent out a meeting to 

re-convene and re-establish this 
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involved in planning and 

delivering presentations 

 

 

 

committee to create plans for community 

awareness.  

Maintain connections with VCH, schools, 

medical staff to bring awareness and 

support to this position and role in working 

with families.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

0.5 Hours/Quarter NA 7.6 Hrs/Quarter 

Trends Over the Last Three Years 

Target not met, related primarily to extenuating circumstances and public health restrictions. Development on 

community partnership through relationships was primary focus.  

Possible Influences/ Extenuating Circumstances 

Was unable to provide community development through September FASD Awareness Day as events were cancelled.   

Results Analysis 

Data is reflective of health restrictions and current provincial shutdown related to COVID-19.  Relationships with 

community partners is being supported and developed on individual basis through the direct work and case 

management for families. 
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

Public education through virtual meetings, opportunities for public engagement, and groups/workshops open to the 

public.  

Inclusion in Vancouver Island's regional workshops has been extended to include Powell River.  This will open up potential 

training and resources for our community to participate.  Shared resources across the region will include Powell River. 

 

 

Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of other Community 

Partners who indicate 

confidence in the 

services provided by the 

program 

80% Use CDBC Survey While extenuating circumstances limited 

in-person connection relationships were 

fostered and maintained with community 

partnerships through supporting individual 

families. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

75% 100% (all programs) 20% 

Trends Over the Last Three Years 

Q2/Q3 did not provide survey results to evaluate data.  Target results are close to goal.  Use of survey more frequently 

could provide more balanced results.  
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Possible Influences/ Extenuating Circumstances 

While extenuating circumstances limited in-person connection relationships were fostered and maintained with 

community partnerships through supporting individual families. 

Results Analysis 

The impact of the pandemic affected the program’s ability to focus on further development of community partnerships 

outside the functional working relationships.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Significant relationships have been established using creative ways of working, during the past year. Intentional focus on 

strengthening these relationships is a goal for the year ahead. 

 

 

Satisfaction Outcome - Maximize satisfaction with services received 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families who 

indicate overall 

satisfaction with services 

received 

75% Satisfaction results need 

to be compiled from all 

sources including: annual 

surveys with all families 

on caseload that are 

delivered during group 

programs or at home 

visits; discharge surveys 

with those who complete 

Surveys were sent out by email. 
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service during the year; 

and post service surveys 

conducted each fall with 

families who left service 

the previous year. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 100% 100% 

Trends Over the Last Three Years 

Maintaining above target results.   

Possible Influences/ Extenuating Circumstances 

Despite extenuating circumstances affecting various capacities related to offering this program engagement and direct 

support to families has been consistent.  

Results Analysis 

Of the families we are providing program support to, who completed the surveys, there is 100% satisfaction.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Goal to distribute more surveys on an on a continuous basis to families throughout the year, for more comprehensive 

data.  
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Service Access Outcome - Individuals referred to FASD-CDBC will receive services promptly. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

#Days from completing 

intake to the child 

receiving services. 

30 Number days between 

when the program 

receives the completed 

intake to when the child 

receives services. 

Creation of service levels response to 

address and support those 

individuals/families with higher and more 

urgent needs immediately while they wait 

for space on the active caseload.  

 

Service to families/individuals isn't 

mitigated after addressing initial referral; 

service to families is on-going, usually 

years if not upwards of 15 years, and 

caseload restrictions on space make it 

difficult to accept new clients onto active 

caseload.  

 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

78.7 >150  

Trends Over the Last Three Years 

Maintaining similar response time from time of first contact with family to time able to formalise service decision  
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Possible Influences/ Extenuating Circumstances 

 Program funding does not allow for taking on as many kids as are on the waitlist. 

Results Analysis 

Results are lower than previous years due to constant re-assessment and evaluation of program flexibility. Use of 

Intermittent caseload to support levels of need for families. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to refine the assessment of levels of need and balance those in urgent need of crisis support with those 

needing on-going and longer term support.  

Creation of service levels allows coordinator to support families in crisis or with higher levels of need, in a timely manner. 
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Section Eight – Youth Residential Program Detailed Report 
 

Business Function Outcome - Funds for identified gaps in service will be generated 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Positive Revenue 

Variance from Budgeted 

Revenue 

>0 variance This indicator helps us to 

track our capacity to 

generate increased 

revenue to address gaps 

in service and/or waitlist 

demands  

Any revenue over and 

above budgeted 

revenue will demonstrate 

increased capacity. 

Increased training and support for staff; 

moved managers into youth homes for 

on-site support for staff; grocery cards are 

keeping food costs within budget; 

continue to cross train staff to ensure 

adequate coverage at straight time. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

.91% surplus .9% surplus N/A 

Trends Over the Last Three Years 

Higher than usual overtime staffing and cost.  
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Possible Influences/ Extenuating Circumstances 

Pandemic made residential staffing challenging more generally, and addition of 2 youth homes with high staff turnover 

has increased overtime costs.  

Results Analysis 

Higher than anticipated overtime related to pandemic and the introduction of 2 additional youth homes with high staff 

turnover. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Enhanced training and supports for youth workers to reduce turnover. We’ve combined youth home next to adult home 

in duplexes to increase support and safety for staff. Managers have been relocated in-house to support staff training and 

mentorship. Track and trend staff turnover and overtime.   

 

 

Effectiveness Outcome - Resident will meet personal goals set as part of service plan 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to 

Support This Outcome 

% of goals achieved when 

reviewed at quarter end. 

75% Goals are tracked through 

service tracking/goals and 

progress. See Reports on 

Youth Residence Page on 

Sharevision. 

Continue to work with client, 

CBI and MCFD self 

regulation; continue to work 

on building connections in 

the community with the 

client; 2 keyworkers assigned 

to each youth.  
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

90% 80% 75% 

Trends Over the Last Three Years 

Continue to meet target. 

Possible Influences/ Extenuating Circumstances 

Goals were more difficult and required readjusting during the pandemic.  

Results Analysis 

Goals remain on target during the pandemic. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Staff will continue to support client in setting new goals each quarter, as well as: 

1)  Continue to work with Client, CBI and MCFD self regulation 

2)Continue to work on building connections in the community with the client 
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Efficiency Outcome - Stable, consistent staffing for youth living in the residence 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to 

Support This Outcome 

Reduced average monthly 

cost in staff overtime 

Baseline data to be 

collected 2020-21 

Payroll records track 

overtime costs. Will tally all 

OT costs for each quarter to 

determine average monthly 

costs as baseline towards 

reductions in subsequent 

years.  

Set up system with payroll to 

track overtime and provide 

quarterly totals to Adult and 

Residential Services Admin 

Assistant/HR who will 

calculate monthly averages. 

Track and trend overtime 

hours. Increase number of 

floats and casuals cross train 

RSW's to work in youth home. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

Remains high  OT remains high but starting 

to decrease 

N/A 

Trends Over the Last Three Years 

Increased overtime. 

Possible Influences/ Extenuating Circumstances 

Pandemic and the addition of 2 new youth homes with high staff turnover. 
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Results Analysis 

Increased overtime associated with the pandemic and addition of 2 new youth homes. The staffing at our initial youth 

home has been stable since November 2019. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue cross training youth staff.  

Continue with youth focused training and supports. 

Managers remain in homes to support staff. 

Develop reporting process to monitor, track and trend overtime and staff turnover. 

 

 

Satisfaction Outcome - Maximize satisfaction with services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to 

Support This Outcome 

% of residents and 

stakeholders who indicate 

overall satisfaction with 

services received 

75% Satisfaction results 

determined by annual 

satisfaction surveys sent to 

stakeholders involved with 

youth, and through annual 

satisfaction survey 

completed with youth by a 

self advocate or other 

person not directly involved 

in service delivery with youth. 

Collaborative planning and 

communication for service 

delivery, involving 

community partners and 

family in planning.  
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

94% No data No data 

Trends Over the Last Three Years 

A steady increase in request for youth residential services by MCFD. 

Possible Influences/ Extenuating Circumstances 

Client, family, and community partner survey completed in January.  

Results Analysis 

No changes required at this time. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

No changes required at this time. 
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Service Access Outcome - While living in our Youth Residence, youth will gain familiarity with and be accessing the 

community to pursue personal interests and meet needs 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of Community 

Participation and/or 

Social Network Goals 

that are successfully 

achieved at time of 

review at the end of 

each quarter. 

75% Goals that are marked 

as community 

participation goals will 

be tracked each quarter 

and measured for 

success.  

To achieve 100% success 

= 1 community 

participation or social 

network goal set and 

successfully achieved 

each quarter 

2 keyworkers assigned to each youth to 

provide extra support for community-

related goals.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 100% 100% 

Trends Over the Last Three Years 

Goals have been readjusted for pandemic 
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Possible Influences/ Extenuating Circumstances 

Pandemic made community participation goals more challenging.  

Results Analysis 

Many of the clients’ typical activities have been impacted by restriction as a result of pandemic. Staff have adjusted 

goals to reflect alternatives to ensure socialization in other ways, including Zoom, etc.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Ensure all staff are familiar with and tracking progress on goals during their work with youth. 

Ensure new community participation goals are set with youth each quarter based on identified interests.  

Continue to work with clients on self regulation. 

Continue to develop opportunities for social networking. 
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Section Nine - Adult Services Programs Detailed Reports   
 

Employment Services 

 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% variance from 

budget 

Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 

 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

0.57% deficit 0.30% surplus 1.93% deficit 

Trends Over the Last Three Years 

This program is generally very close to 0% budget variance.  

Possible Influences/ Extenuating Circumstances 
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The pandemic meant that program staff were primarily working remotely for the 2020-2021 year.  

Results Analysis 

Working from home for a significant portion of the year meant less direct oversight of staff hour allocation. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Manager will develop tracking spread sheet to monitor hours in each funding source and /or use HR/Scheduling system 

to track.  Meeting with financial manager at end of each month to discuss service hours and budget. 

Manager will meet with Financial manager to discuss how we can track the two funding streams (CLBC and  EPBC) and 

have ES staff divide their hours accordingly and stay within budget. 

Continue to work closely with CEASS and LIFT to support EPBC billings and opportunities. 

Have ability to track hours in each area monthly whether through HR/Scheduling system or Excel spread sheet.     

 

 

Effectiveness Outcome - More paid work is found within community business or in community based self employment 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of new paid job 

placements that are 

within community 

businesses or in 

community based self 

employment 

80% Employment in 

community based jobs 

promotes inclusion. We 

are targeting our job 

development towards 

community businesses 

and job creation 
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initiatives and want to 

track our success. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

85% 71% 71% 

Trends Over the Last Three Years 

This year we surpassed our target of 80% with 85%.  This is 14% higher than the previous 2 years which were both at 71%. 

Possible Influences/ Extenuating Circumstances 

This was an interesting year as we surpassed the target set during a COVID-19 year where there were restrictions 

everywhere.  One thing that boosted the results was the opening of FreshCo.  ES had a strong relationship with the 

Manager of Safeway, who then became manager of FreshCo.  He was open to having people who were supported by 

ES apply for work and he hired 4 people through our service.  Two of the hires were from the previous Safeway store. 

Results Analysis 

As ES services was virtual for approximately 5 months it is quite amazing that we surpassed the target.  Some clients did 

not want to participate with ES due to COVID-19, where others were willing to continue to seek work.  iPRS, was off limits 

in the sense that offices and other areas were closed to the public.  ES continued to find creative ways to deliver service 

and supports in a safe manner to move people towards employment within the community. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

ES Team will: 

 

Continue to work with Discovery and Customized employment for all new ES participants.  Broaden our community 

networking by staff working out in the field more.  
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Continue to support clients virtually or on Walk and talks to engage employment activities. 

Support ES participants to do their own networking by attending community events such as job fairs and other 

employment areas of interest, when BC opens up after September 2021 

ES to market participants through social media with stories of success and also to continue to recognize business' who 

hire and stories of their perspective. 

 

 

Effectiveness Outcome - People get paid work 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

The number of jobs, or 

increased hours within a 

job 

20 Count of all new jobs 

and any current jobs 

where individuals 

increased their hours 

allowing them to stick 

with the current job and 

not seek other work.  

 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

12 24 21 

Trends Over the Last Three Years 
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This year we supported people to find 12 employment placements.  The two previous years were above the target set 

while this year we obtained about 50% of the placements than the previous 2 years.   

 

Possible Influences/ Extenuating Circumstances 

COVID-19 played a huge role in the lower number of job placements this year.   

Results Analysis 

Due to COVID-19, we had clients who did not want to participate in job search until COVID-19 was over.  We noted that 

employers did not want to open their doors to work experiences, job shadow etc. due to COVID-19 regulations.  This 

made it very difficult to perform a Discovery as well as test job experiences that may work for people. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Discovery model to be used to support clients to find the right type of employment whether it be customized, carved, or 

regular. Continue to develop community relationships with business through various avenues including personal 

networks, Chamber, community events, volunteer/work experiences and informational interviews. ES to continue to 

evaluate individuals’ capacity to work and support them to work to their full potential. 

 

 

 

Efficiency Outcome - People become independent in their jobs 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Number of individuals 

who have permanent 

12 Our goal is to have 

clients become as 
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positions who no longer 

require ES job supports 

independent as possible 

at their worksite. We work 

towards employees 

being naturally 

supported by their co-

workers or employers at 

their worksite. ES will also 

seek other opportunity 

for supports within the 

employees’ personal 

networks if need be.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

8 9 6 

Trends Over the Last Three Years 

ES did not meet the target.  The previous years were 9 and 6 and this year we had 8 people become independent at 

their work.  We have been between 6-9 each year.  Target outcomes depends on how many jobs were obtained in the 

year. Target should be changed to a percentage to coincide with jobs obtained to make target a consistent 

measurement. 

Possible Influences/ Extenuating Circumstances 

As COVID-19 shut down many businesses for a period of time and people were paused at their job, we continued to 

count them as employed. This also reflected the results as workers required supports throughout the pandemic to 

continue their work, to have ES get them back working and to support safety on the job and while in public. 

Results Analysis 
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Overall, ES did an amazing job to keep people working during a pandemic year.  The outcomes should be changed to a 

percentage to reflect actual job sustainment towards independence as the number count at this time is not in line with 

how many jobs are found.   

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Change target to a percentage outcome of 75% 

 

All Staff will focus in the initial 6-12 months of each new placement to ensure that: 

 

1.The employee is fulfilling their job duties 

2. The employer and co-workers of the individual placed are able to support naturally without feeling burdened 

3. Information about our services and the expectations of the placement are clear at the onset of employment so we 

can work together towards independence. 

4. Work together with employer to create a solid relationship between employee and employer and co-workers             

 

 

 

Efficiency Outcome - People maintain jobs once placed 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of individuals who 

have maintained 

employment for one 

year 

70% We are aiming to ensure 

all jobs are a good 

match and are 

sustainable over the long 

term. To help us 

understand whether jobs 

are sustained, we will 

Continued communication with job 

seekers and employers to make sure job 

placement is going well while ES is 

actively supporting the position.  
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track all PERMANENT jobs 

found in the previous 

reporting year to see if 

they have been 

maintained in the current 

reporting year. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

34% 42% 92% 

Trends Over the Last Three Years 

The results from this year, 34%, is not that far off from the 1st year results at 42%.  The prior year was an anomaly as it 

exceeded the target and was the only year to do so.  The other 2 years are far below target.  

Possible Influences/ Extenuating Circumstances 

COVID-19 played a huge role in keeping employment.  Many jobs were casual (on call) at the ARC and when COVID-19 

hit the ARC closed down to the public and has still not re-opened its doors.  Local Business' were also shut down for a 

period of time, laying off clients as well as some clients choosing not to continue work due to COVID-19. 

Results Analysis 

It is difficult to determine whether we are finding the right placements as COVID-19 affected so many people and their 

employment placements.  We will continue with the same target as we did exceed it in the prior year. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

ES staff will: 

1. Review the jobs that were maintained and the jobs lost to see if there is a trend that we can learn from and use to help 
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people be successful at work.  

2. Maintain regular contact with employee and employers to support success. 

3. Continue with Discovery and customized employment approach for those who do not ‘fit’ the regular job description.  

4. Greater focus on permanent jobs that have longevity as this will allow employees to work for the same company for a 

longer period of time. 

 

 

Satisfaction Outcome - Employers will report overall satisfaction with supports provided 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of employers who 

indicate satisfaction 

75% ES uses a rating scale 

style survey with a total 

of 4 questions.    This 

scale allowed for a more 

truthful result and they 

were not just yes/no 

questions and employers 

had a range to chose 

from based on how they 

felt. 

Employee surveys administered at three-

month mark of new job placement, or 

once a year for long-term employers.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

92.5% 95% 88.5% 
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Trends Over the Last Three Years 

ES is consistent in delivering satisfied services to Employers that employ clients at ES.  This year we were at 92.5%, 4% 

higher than the previous year but 2.5% lower than the year prior to that.   

Possible Influences/ Extenuating Circumstances 

Not all employers filled out a satisfaction survey. Staff either called the employer or did a site visit to gather information. 

Results Analysis 

Employers are satisfied overall with the support they get from Employment Services.   

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Ask for feedback from employers after 3 months from when they have hired a new employee. Long term employers that 

have independent workers need a check in only once a year to see how the employee is doing.   

Formulate a plan to get employers engaged in providing feedback about our services. 

 

 

Satisfaction Outcome - Participants will report overall satisfaction 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of participants who 

report overall satisfaction 

85% Council meeting is done 

in a café style format 

with key satisfaction 

questions listed and a 
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facilitator to help lead 

and records responses to 

each question. This 

format has been 

adapted to get more 

meaningful feedback 

than the written survey 

previously used.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

98% 92.3% 100% 

Trends Over the Last Three Years 

ES is consistent in delivering services that are helpful to job seekers.   

Possible Influences/ Extenuating Circumstances 

Results were obtained in person by staff as COVID-19 did not allow for surveys to happen at council meeting due to the 

meeting being hosted on Zoom.  Staff did their best to have all clients be able to answer the survey. 

Results Analysis 

Not much has changed in the way clients view the work done at ES.  In general the feedback was positive and 

supportive about the services clients receive. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Have clients complete 2 surveys during the year to increase our understanding of how they feel during different stages of 

their journey as an employee.   
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Service Access Outcome - Employment Services will be easily accessed for all clients who are CLBC eligible 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of days it takes for 

clients to receive service 

after referral 

15 We want to make sure 

that all adults who have 

a developmental 

disability have access to 

our services. CLBC 

manages our program 

waitlist for their global 

funding and refers all of 

their waitlisted individuals 

to EPBC. We have 

contracted with EPBC to 

provide services to those 

individuals and will track 

both caseload numbers 

to monitor the numbers 

and types of services 

provided.  

Streamlined referral process for faster 

service delivery.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

3.25 3.33 5.5 

Trends Over the Last Three Years 
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Service response for this year was 3.25 days.  This tracks with the previous year, which suggests a positive trend over three 

years.   

Possible Influences/ Extenuating Circumstances 

Although we exceeded the target, the number of referrals for the year was only 4. COVID-19 could have influenced this. 

Results Analysis 

ES has streamlined their response to referrals as well as start date due to working with EPBC, which has allowed a "no 

waitlist" for service if people are eligible for service delivery. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Work with CLBC and EPBC to provide quick and efficient access to services for clients who want to work.  Make 

appointments immediately upon receiving referrals. Inform individuals that they no longer need to go to Powell River 

WorkBC office to begin intake as ES will be responsible for all of the intake now. Keep target at EPBC standard of 15 

business days. 
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Community Inclusion/Supported Living 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% variance from 

budget 

Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 

Manager is ensuring clients are covered 

when staff are sick or away on holidays.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

1.278% surplus 2.24% surplus 0.52% surplus 

Trends Over the Last Three Years 

There is a surplus in this program due to COVID-19 and clients cancelling service. This has gotten better and less each 

month. 

Possible Influences/ Extenuating Circumstances 

COVID-19-clients and families cancelling service. We still have clients who are not receiving service. 
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Results Analysis 

Our surplus of hours was higher over Q1 and Q2 as many clients were not receiving service. As things opened up in the 

fall we were able to offer more supports, and the surplus balanced out more by year’s end.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to monitor staffing levels and service hours to stay in budget.  

 

 

Effectiveness Outcome - Each participant will achieve SMART goals each quarter 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of goals achieved 

each quarter 

50% 1. Manager will continue 

to work with staff each 

quarter to ensure each 

individual’s goals will be 

written as SMART and 

match their interests.  

Lots of staff changes this year, which may 

result in the low numbers, although this is 

no indication of the value of the work 

they do. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

66% 56% 46% 
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Trends Over the Last Three Years 

Staff continue to work on goals that are SMART so the clients can complete them within a timely manner.  

Possible Influences/ Extenuating Circumstances 

Although we have had some client cancellations and gaps in service delivery due to the pandemic, the staff continue 

to find ways to help the clients work on and achieve their goals. 

Results Analysis 

The staff continue to work hard, building rapport and trust with the clients, which allows them (staff) to help with the 

goals. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Employees expect to have more options for clients, with things opening up post-COVID-19, that will allow clients to be 

more active in community. Employees will work with the clients to ensure they set achievable goals. 

 

 

Efficiency Outcome - Staff will feel supported in their work resulting in accurate, up to date, and comprehensive client 

data collection and reporting 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of goals initiated for 

the first time with each 

client that are achieved 

within 90 days 

75% of newly initiated 

goals will be achieved 

within 90 days 

Each goal is tracked at 

90 days from the goal 

start date to determine if 

the goal is achieved 

Supporting the goals clients are asking for-

goals will be made smaller and more 

achievable. 
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within the 90 days. Goals 

that are renewed and 

achieved will not be 

counted as achieved in 

this count. This measure is 

intended to help 

increase staff efficiency 

in writing effective smart 

goals that can be 

celebrated as achieved 

with the client within 90 

days. Manager time in 

'cleaning up records' will 

be reduced allowing 

more time to support 

staff in their work.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

65% 55% 39% 

Trends Over the Last Three Years 

Due to some delays in service due to COVID-19 many of the goals were not worked on and, therefore, extended to 

allow for completion. 

Possible Influences/ Extenuating Circumstances 

COVID-19 negatively impacted how staff where able to support clients in their goals.  
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Results Analysis 

Employees are taking the time with each of the goals to ensure clients have what they need for success.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Employees will encourage clients to make smaller, more achievable goals. 

 

 

 

Satisfaction Outcome - Maximize satisfaction among families and caregivers with services their family member receives 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families who 

indicate satisfaction 

100% 1. Distribute the 

Satisfaction Survey for 

Families & caregivers at 

annual Council Meeting.  

2. Manager will coach 

key workers to ensure 

follow up with families is 

completed. 

Received feedback at council meeting, 

and through annual family survey sent out 

in January.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 84% 81% 
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Trends Over the Last Three Years 

We continue to meet our goal. 

Possible Influences/ Extenuating Circumstances 

Satisfaction remained high throughout the pandemic.  

Results Analysis 

We are receiving positive feedback from the families and caregivers of persons served.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

We will continue to solicit feedback from families and caregivers to make sure we are providing satisfactory service.  

 

 

Satisfaction Outcome - Maximize satisfaction with services among program participants 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of participants who 

indicate satisfaction 

100% 1. Seek feedback and 

coach staff to use 

feedback as an 

opportunity to improve 

services and increase 

client satisfaction. 

2. Client Satisfaction 

Survey to be completed 

Open communication between 

manager, clients, and employees to 

ensure that participants can raise 

concerns as they occur and are resolved, 

in order to maintain high satisfaction 

levels.  
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with individuals with the 

support of a self 

advocate. Two staff can 

support individual with 

answering questions if 

there is a 

communication barrier. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 97.5% 94% 

Trends Over the Last Three Years 

We continue to meet our goal. 

Possible Influences/ Extenuating Circumstances 

Satisfaction remained high throughout the pandemic.  

Results Analysis 

We are continued to receive positive feedback from program participants.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continued communication and surveying to ensure that participants feel heard and supported.  
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Service Access Outcome - Individuals referred will receive a prompt response with information about what they can 

expect in terms of service options and wait time. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of days for the 

average response time 

from referral date 

30 CLBC manages all 

waitlists for this program 

so we cannot have a 

direct impact on service 

access. However, once 

a referral from CLBC has 

been received, we want 

to be sure we are 

responsive and meeting 

prospective client needs. 

Managers will use the 

program history record to 

record their response 

times to all new referrals 

from CLBC 

Manager continues to be in touch with 

families or clients once a referral comes 

in. The service may not start right away, 

for many different reasons but the 

contact has been made and planning 

has begun. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

2 days 3 days 4 days 

Trends Over the Last Three Years 

We are consistently connecting with families who have received a referral quickly.  
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Possible Influences/ Extenuating Circumstances 

This year we did not receive many referrals, possibly because of the pandemic, and were able to respond to all very 

quickly.   

Results Analysis 

We are continuing to make the clients and their service our number one priority. When a referral is received, manager 

prioritizes connecting with the family as soon as possible.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Contact families or clients as soon as the referral is made from CLBC. 

Developing streamlined intake process for adult services.  

 

Community Life Program 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% variance from 

budget 

Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 

Throughout COVID-19 pandemic, 

manager made sure the day program is 

always at full staffing levels, in order to 

maintain budget.  
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

0.07% deficit 3.65% surplus 9.8% surplus 

Trends Over the Last Three Years 

CLP often has a small surplus. This year, there was some employee turnover and staffing challenges that increased cost 

resulting in small deficit.   

Possible Influences/ Extenuating Circumstances 

The pandemic and related disruptions to service delivery added a challenge to staff/service hour allocation.  

Results Analysis 

COVID-19 and the closure of the day program impacted the budget, resulting in a significant surplus of hours in Q1 and 

Q2. Employees were assigned to group services to reduce unused service hours, in keeping with CLBC COVID-19 

guidelines. By year’s end because of staffing changeover we ended up with a small deficit. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continued monitoring of staff levels and hours.  

 

Effectiveness Outcome - Each participant will achieve S.M.A.R.T. goals each quarter 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 
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% of goals achieved 

each quarter 

50% Manager will continue to 

work with staff each 

quarter to ensure each 

individual’s goals will be 

written as S.M.A.R.T. and 

match their interests.  

Staff were very cognizant of the fact that 

things were a little bit different over the 

last year - clients were not always 

attending the program, and the logistics 

made it harder to work on some goals. 

Because of this, staff ensured they found 

goals that the clients would be able to 

work on and achieve during these times. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

92% 83% 66% 

Trends Over the Last Three Years 

The results continue to be achieved. 

Possible Influences/ Extenuating Circumstances 

The day program was closed for 6 weeks due to COVID-19 but this has not affected the results. 

Results Analysis 

The staff are continuing to set SMART goals with the clients who are attending the day program. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Set goals with clients. With the restart plan the staff will be able to get the clients out and about and doing more in 

community to achieve their goals. 
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Efficiency Outcome - CLP will maintain the number of times that individuals are served by the program, while increasing 

the # of drop-ins 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of drop in clients and 

staff per month 

50 1. Track all visitors to the 

centre. Count the 

individuals in attendance 

to the CLP Program. 

2. Update agency 

Calendar, post 

information about CLP 

events on public website. 

3. Staff will keep 

evidence showing that 

invitations are made at 

least 4x during the year.  

Staff delegate created some online 

programming. Zoom options were made 

available but not a lot of people wanted 

to access services that way.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

28 230 70 

Trends Over the Last Three Years 

While last year showed significant growth in the number of people accessing the program, the numbers dropped off this 

year due to the COVID-19 pandemic.  
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Possible Influences/ Extenuating Circumstances 

Due to the Public health order and restrictions in place there are no visitors allowed in the building and all drop-in classes 

were closed. Over the course of the year many clients were not comfortable accessing in-person services. 

Results Analysis 

The numbers will be low until health orders are lifted and we are allowed to start offering programming for others to 

attend. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

With restrictions starting to ease up, employees are planning activities for the summer and expecting others will start to 

attend and participate. 

 

Satisfaction Outcome - Maximize satisfaction among families and caregivers with services their family member receives 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families who 

indicate satisfaction 

100% 1. Distribute the 

Satisfaction Survey for 

Families & caregivers at 

Council Meeting. 

2. Manager will coach 

key workers to ensure 

follow up with families is 

completed. 

Online council meeting will be held.  

Manager and staff continue to 

communicate with clients and families 

and caregivers to deal with any issues 

that may arise. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 76% No data 

Trends Over the Last Three Years 

Positive response from the people we are supporting. 

Possible Influences/ Extenuating Circumstances 

Council Meeting was held at the beginning of December as a virtual event. 

Results Analysis 

We are continuing to get positive satisfaction responses from the caregivers of persons served.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to communicate with families and provide opportunities to share feedback.  

 

Satisfaction Outcome - Maximize satisfaction with services among program participants 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 
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% of participants who 

indicate satisfaction 

100% Seek feedback and 

coach staff to use 

feedback as an 

opportunity to improve 

services and increase 

client satisfaction. 

Client Satisfaction Survey 

to be completed with 

individuals with the 

support of a self 

advocate. Two staff can 

support individual with 

answering questions if 

there is a 

communication barrier. 

Manager and staff continue to talk with 

clients when an issue arises and come to 

solutions or find ideas that work for them. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 98% 94% 

Trends Over the Last Three Years 

Consistently high rates of satisfaction from program participants.  

Possible Influences/ Extenuating Circumstances 

Continued to receive positive feedback through the pandemic, with council meetings and surveys being completed 

virtually.  

Results Analysis 
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No action needed.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue seeking feedback from the people we support, and using it as an opportunity for improvement.  

 

 

 

Service Access Outcome - Individuals will have a timely response to their formal requests for accommodations 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of Business Days from 

accommodation request 

to response 

10 1. Target is tracked in # 

of days. 

2. Start tracking 

accommodation 

requests using the new 

Accessibility Checklist 

No new requests during this time period. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

N/A N/A 3 

Trends Over the Last Three Years 

As our requests for accommodation in this program are low it is hard to identify a trend.  
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Possible Influences/ Extenuating Circumstances 

The pandemic and corresponding service delivery disruption may have contributed to the low number of requests for 

accommodations.  

Results Analysis 

There were no requests for accommodations. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

No action needed at this time. 

 

 

Homeshare 

Business Function Outcome - Program expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 

% is based on total 

variance divided by total 

No action needed. 
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budget shown as - if the 

budget is overspent and 

+ if budget is underspent 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

1.23% Surplus 0.01% deficit 1.19% deficit 

Trends Over the Last Three Years 

We are on target with the budget. 

Possible Influences/ Extenuating Circumstances 

Not applicable.  

Results Analysis 

We are maintaining close adherence to the budget.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

No action needed.  
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Effectiveness Outcome - Homeshare Providers will be offered training each year to ensure they can provide the best 

support to the individuals 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of Homeshare 

Providers that were 

offered and participated 

in training 

50% Training to be provided 

at least once each year 

to contracted 

caregivers. 

Homeshare Provider's were asked to 

participate in the CLBC Homeshare online 

course.  Providers were able to update 

first aid either online or in-person.  

Once restrictions are lifted training will be 

reinstated as planned. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

53% 100% 40% 

Trends Over the Last Three Years 

After increasing the number of training participants in the previous year, this year the number dropped again due to the 

pandemic.  

Possible Influences/ Extenuating Circumstances 

Due to COVID-19 training was not available. All Homeshare were asked to complete the CLBC online course.  Only 4 

have completed. Options for online first aid renewals have been provided to HSP's if they are unable to attend in person. 
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Results Analysis 

COVID-19 impacted our training plans negatively. However, all Homeshare Providers were able to renew first aid 

certifications. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Once we are able to safely meet again several training programs will be implemented. 

 

 

Efficiency Outcome - Clients maintained home placement for 1 year or more. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of homeshare clients 

who have maintained 

their home placement 

for 1 year. 

100% Our goal is to ensure 

clients have long 

term/stable relationships 

with their Homeshare 

Providers 

Homeshare Providers are reminded of 

expectations around paperwork so our 

files can be kept up to date. Contract has 

been changed to "encourage" 

compliance. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 100% 95% 

Trends Over the Last Three Years 

Homeshare placements remain stable.   
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Possible Influences/ Extenuating Circumstances 

The stability of our placements have been maintained throughout the pandemic.  

Results Analysis 

Homeshare placements remained stable over this year. The COVID-19 pandemic was a challenging time for most, with 

social isolation necessary for some due to risk. Respite was not possible for some of our providers.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Recruit new providers for Homeshare Providers who are wanting to retire in the coming years. 

 

 

Satisfaction Outcome - All participants will report satisfaction with services. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of clients who report 

overall satisfaction with 

services 

100% Homeshare participants 

will participate in a 

satisfaction survey in 

January of each year.  A 

self-advocate will assist in 

the completion of the 

survey if the individual 

requires support. Survey 

will also be sent to 

Homeshare providers. 

Homeshare participants were invited to 

participate in the annual survey by phone 

or in-person.   
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% 100% 100% 

Trends Over the Last Three Years 

All clients are currently very happy in their Home Share placements.  One participant continues to carry some feelings of 

discontent over issues that happened years ago, but overall participants have expressed that they are happy with the 

program. 

Possible Influences/ Extenuating Circumstances 

Regular check-ins with participants throughout the pandemic has helped communication and to proactively resolve any 

issues that may be arising.  

Results Analysis 

We are continuing to see high satisfaction levels in this program.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue to check-in with participants for ongoing, open communication.  
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Satisfaction Outcome - Maximize satisfaction among families and caregivers with services their family member receives 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families or 

caregivers who indicate 

satisfaction 

80% Caregiver 

Satisfaction, 80% Family 

Satisfaction 

Provide opportunities for 

feedback and  

Email surveys. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

100% caregiver satisfaction 74% Caregiver Satisfaction , 60% 

Family Satisfaction 

N/A 

Trends Over the Last Three Years 

Survey was circulated to all Homeshare providers and results show they are very satisfied with the HS manager.  Less 

satisfied with the portal to report information. 

Possible Influences/ Extenuating Circumstances 

Lower response rate from families than in previous years; we only heard back from caregivers.  

Results Analysis 

We did not receive survey responses from Homeshare family members, possibly due to the pandemic and the nature of 

the feedback survey, but client satisfaction remains high. Homeshare Providers are happy with the service they receive 

and feel supported by the manager. Many report they are still struggling with filing paperwork online using the portal. 
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

Work with Homeshare Providers and Sharevision consultant to further simplify the portal so ease of use is improved as per 

the survey. 

 

Service Access Outcome - Individuals (and/or their families) who are referred to the HomeSharing program will be 

supported to provide input and have choice in their placement 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

Average # of caregivers 

individuals have 

opportunity to meet 

before making a 

placement decision 

2 Persons served that are 

referred to the 

Homeshare program will 

have the opportunity to 

meet potential 

caregivers and be 

supported to find the 

right fit for their needs.  

Homeshare Provider recruitment. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

1 0 1 

Trends Over the Last Three Years 

Our trend shows that we haven’t been able to secure many “in reserve” Homeshare providers.  
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Possible Influences/ Extenuating Circumstances 

Two individuals were placed during this period. One client moved in from another district with her mother so no options 

were given to other client due to a short time frame; we had only one option and fortunately they are a great match.  

Due to COVID-19 there has not been a response to advertisements for Home share Providers. Currently looking for a 

candidate as one Proiver wishes to retire.  Advertisements are running on the website, social media, etc. 

Results Analysis 

We need to recruit Homeshare pProviders to have ready to match if we have clients referred to us. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Recruitment of at least 2 home share providers to have ready to match. Will coordinate with Director of Human 

Resources to develop recruitment plan.  

 

Group Homes 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% Variance Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets. Target 

result is Zero Variance of 

bottom line. 

Advanced holiday booking 

reduced vacation banks across all 

programs; continued with employee 

referral program to help recruit more staff 

to lessen overtime costs; decreased 

transportation costs related to pandemic; 

continued lean project work 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

0.91% surplus 0.91% surplus 7.2% surplus 

Trends Over the Last Three Years 

This is the past year that we have come in just under budget. The past two years have seen high overtime costs, which 

have brought down any surplus.  

Possible Influences/ Extenuating Circumstances 

This year our budget was affected by the pandemic (lower transportation costs but higher Personal Protective 

Equipment costs), and increased overtime costs as Adult Residential staff were pulled in to help with the 2 new youth 

residential programs.  

Results Analysis 

Increased expenses related to pandemic and the introduction of 2 new youth homes created increase in overtime and 

Personal Protective Equipment, decreasing any surplus. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Managers will: 

1) Reduce overtime by advance booking of holidays and not allowing staff in same program to take time off at same 

time 

2) Reduce banks; pay out overtime banks every 6 months if not used 

3) Continue employee referral program 

4) Increase use of public transportation to increase client social capitol and reduce fuel costs 

5) Continue with lean projects to reduce, standardize and create efficiencies to reduce expenses and workload 

6) Continue to cross train staff for different programs  
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 Effectiveness Outcome - Each participant will achieve and maintained S.M.A.R.T goals each quarter 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of goals achieved 

each quarter 

50% Manager will continue to 

work with staff each 

quarter to ensure each 

individual’s goals will be 

written as S.M.A.R.T. and 

match their interests.  

Keyworker training and peer mentorship 

program with assigning 2 keyworkers to 

each client has helped to support staff 

to create effective SMART goals. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

83% 65% 49% 

Trends Over the Last Three Years 

We are exceeding the target and clients are achieving set goals.  

Possible Influences/ Extenuating Circumstances 

Increased keyworker education, and 2 keyworkers assigned to each client to encourage peer mentorship. 

Results Analysis 

Employees are creating more goals following the implementation of the dual keyworker roles and peer mentorship. 
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

1. Continue Peer mentorship program 

2. Continue key worker training 

3. Continue to focus on smaller goals 

4. Consider elimination of this metric and create new measure for effectiveness. 

 

 

Efficiency Outcome - Goals will be reviewed on a timely basis 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of all active goals that 

are reviewed within the 

time frame 

75% All active goals within the 

time frame will be 

tracked to ensure they 

are reviewed on or 

before the projected 

review date. Review will 

be confirmed by 

showing either a Goal 

Completed, Goal 

Discontinued or Goal 

Renewed date.  

Creating a flagging system on clients’ 

(Sharevision) profile page; reviewed 

clients’ goals in monthly team huddles;  

provided keyworker training; and 

assigned 2 keyworkers to each client. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

84% 76% 53% 
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Trends Over the Last Three Years 

Continue to exceed target. 

Possible Influences/ Extenuating Circumstances 

Introduced client profile page which alerts staff when goals are due for review and signals new goal formation. Monthly 

team huddles for adult program were introduced. 

Results Analysis 

Creating a flagging system on each client’s profile page has supported staff in ensuring goals are addressed in a timely 

manner. Reviewing clients’ services in huddle meetings has also contributed to collaboration amongst the team,s to 

ensure goals are relevant for the clients 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

1. Continue to monitor completion of goals. 

2. Create documentation of meetings/huddles on Sharevision for improved tracking and trending. 

3. Continue to provide key worker training. 
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Satisfaction Outcome - Maximize satisfaction among families and caregivers with services their family member receives 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of families who 

indicate satisfaction 

100% 1. Distribute the 

Satisfaction Survey for 

Families & caregivers at 

annual Council Meeting.  

2. Manager will coach 

key workers to ensure 

follow up with families is 

completed 

Some of our intended actions were 

unrealistic in light of the pandemic, but 

we have been able to include families 

more in planning and events for their 

loved one, and improved the 

communication flow so families are kept 

up to date.   

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

97% 97% No data 

Trends Over the Last Three Years 

We continue to achieve high level of family satisfaction.  

Possible Influences/ Extenuating Circumstances 

Surveys are completed in Q4 each year.  

Results Analysis 

Families generally feel very satisfied by the services their loved one is receiving.   
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Actions We Plan to Take Next Year to Help Us Meet Our Target 

Managers will continue plan from last year: 

1) increase number of council meetings at families’ request 

2) engage families in planning for activities and events 

3) improve communication flow to ensure families remain informed of changes in a timely and fulsome manner 

 

 

Satisfaction Outcome - Maximize satisfaction with services among residence participants. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of participants who 

indicate satisfaction 

100% 1. Distribute the annual 

Adult Client Satisfaction 

2. Seek feedback and 

coach staff to use 

feedback as an 

opportunity to improve 

services and increase 

client satisfaction  

 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

97% 97% 96% 
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Trends Over the Last Three Years 

Consistently high satisfaction among people served.  

Possible Influences/ Extenuating Circumstances 

Despite the pandemic, persons served were satisfied by the services they received.   

Results Analysis 

Our residents express high satisfaction rates for the services they receive.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Managers will: 

1) Continue to use satisfaction surveys to influence focus for improvements. 

2) Work with staff to help support clients to learn new skills and/or pursue interests 

3) Work with staff to increase clients independence in activities 

 

 

Service Access Outcome - Individual will have a timely response to their formal requests for accommodations 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of days from 

accommodation request 

to response 

10 1. Target is tracked in 

average # of days.  

2. Start tracking 

accommodation 

requests using the new 

Accessibility Checklist 
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3. Anything on or below 

target is on track. This 

means our response to 

requests is timely.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

6 1 10.75 

Trends Over the Last Three Years 

Given the low number of requests we receive, it is difficult to identify a trend, other than we are responding within our 

targeted timeframe. We did not receive any requests for accommodation until Q4 this year.  

Possible Influences/ Extenuating Circumstances 

Low number of requests for accommodation make this outcome difficult to trend.  

Results Analysis 

We were able to meet this year’s requests for accommodation within our targeted timeframe.  

Actions We Plan to Take Next Year to Help Us Meet Our Target 

1)Continue with weekly coordinator reports with accommodation section for coordinators to report on 

2)Add accommodation section to biweekly team huddle/meetings 
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Section Nine – Senior Services Programs Detailed Reports 

 
Better at Home 

Business Function Outcome - Program Expenses will match the overall projected annual budget 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

No variance between 

projected budget and 

actual expenditure 

0% variance from 

budget 

Managers and 

Coordinators will meet 

with Finance Manger to 

review and manage 

program budgets.  

Target result is Zero 

Variance of bottom line. 

Services have resumed and the program 

caseload has increased.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

23.16% surplus 3.5% deficit 0.62% surplus 

Trends Over the Last Three Years 

Due to COVID-19 we were unable to provide all services (i.e., housekeeping), which has resulted in a surplus.  

Possible Influences/ Extenuating Circumstances 

The pandemic interrupted delivery of some of our services.  
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Results Analysis 

While the program and its services are in high demand, we were not able to provide some of our services due to the 

pandemic. This service gap resulted in a significant surplus. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Put in place number of subsidized service hours available to clients of the program monthly and monitor. 

 

 

Effectiveness Outcome - Seniors have access to their community for appointments and other services 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of seniors that are 

accessing transportation 

services 

40% % of seniors who access 

transportation services 

on one or more times 

during the reporting 

period that have signed 

up for this portion of our 

program 

Program manager communicated with 

provincial programs to determine best 

practices in facilitating transportation 

during a pandemic. As restrictions and 

health orders fluctuated, staff and 

volunteers attempted to pivot wherever 

necessary to adjust. 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

40% 63% 60% 
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Trends Over the Last Three Years 

While the result for the year has trended downward, the amount of requests from individuals has increased considerably 

in the last quarter. We have averaged out at the target of unique individuals, though transportation as a service has 

increased in requests considerably in the supported individuals requesting assistance.  

Possible Influences/ Extenuating Circumstances 

The COVID-19 pandemic affected program's ability to facilitate requests to non-essential travel, volunteer availability, 

and service delivery in line with public health orders. As the majority of the program's volunteer pool are themselves older 

adults, their willingness to provide in-person services was reduced. 

Results Analysis 

The COVID-19 pandemic had a significant impact on service delivery, requests, and program capacity. Although our 

target was hit, we can anticipate the transportation program to grow considerably in the coming year, as current 

requests from program participants are at an all time high. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue volunteer drive to facilitate growing requests. Engage current volunteers to boost retention. 
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Effectiveness Outcome - Seniors will continue to live in their current place of residence. 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of seniors who leave 

the program because 

they can no longer live in 

their current place of 

residence 

7% Maintaining seniors 

independence allows 

them to stay in their 

homes which they find 

more comfortable and 

less costly 

This year we spent a lot of time checking 

in on the seniors we serve to make sure 

they had what they needed to be safe at 

home. We worked on new initiatives and 

partnerships in the community to help 

provide wrap around care to seniors in 

our community.   

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

3.6% 15% 3% 

Trends Over the Last Three Years 

Seniors exiting the program due to being unable to remain in their homes has seen a drastic downward trend. 

Possible Influences/ Extenuating Circumstances 

Availability of assisted living in the region, combined with the current real estate market and options for low-income 

individuals, shows that there is little possibility for an individual to move out of their home even if they were inclined to do 

so. The COVID-19 pandemic also showed a greater effort from families and friends to support older adults in staying safe 

at home, as well as contactless service delivery providing essential supplies to residences. 
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Results Analysis 

The increase in effort and focus from community and family members to provide basic needs assistance to older adults 

provided additional help to those staying in their homes. As such, deliverables from program services were affected in 

key areas, but allowed for fewer older adults needing to leave their homes in the region. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Monitor supported individuals and re-assess their needs, as caregiver burnout once the vaccine rollout has been realized 

is likely to create a vacuum in basic needs assistance for older adults in the region. 

 

 

Efficiency Outcome - All new referrals receive prompt response 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of days to respond to 

initial inquiry 

2 Count days from initial 

referral to the first 

contact made as follow-

up 

1. Continue practice of responding same 

day - no more than 2 business days. 

2. Consider adjusting target to reflect 

weekends and stats 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

2 1 3 
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Trends Over the Last Three Years 

With the exception of outliers (extended time between referral and intake at participants’ request) program manager 

attempts to schedule for same day when possible. Average days consistently falls within target. 

Possible Influences/ Extenuating Circumstances 

Extended response times are due to two primary reasons:  

1) referred individual is unavailable due to illness/travel/medical appointments 

2) referred individual is hesitant about program enrolment, requires encouragement from the referrer 

Results Analysis 

Consistently within target. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Continue efforts to schedule intake same day as primary referral contact. 

 

 

Satisfaction Outcome - Clients will report overall satisfaction 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of clients who indicate 

satisfaction 

90% We will use a random 

sampling of caseload to 

minimize impact of 

seniors. Survey tool has 

been designed by 

Gathering input from seniors over the 

phone, for timely gage of satisfaction and 

need.  
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program advisory 

committee 

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

90% 95% 90% 

Trends Over the Last Three Years 

Trends show a general level of satisfaction within target range. 

Possible Influences/ Extenuating Circumstances 

Participants in communication with staff and volunteers are generally satisfied with services, though, due to extenuating 

circumstances (moving office locations, telecommunication issues, lack of volunteer hours, and changing of staff) a 

robust satisfaction survey was not collected in 2020-21. 

 

Results Analysis 

Program participants show greater trends of satisfaction based on geographic location.  

Participants located South of central Powell River have been less likely to report satisfaction, and program participants 

on Texada Island are less likely still to report satisfaction. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Program manager to develop and circulate satisfaction surveys to program participants quarterly, with assistance from 

volunteers, and regroup the Better at Home advisory committee in the interest of reporting on key deliverables. 

Program manager to reach out to communications manager to determine feasibility of social media/online satisfaction 

reporting for analysis. 



145 
 

Service Access Outcome - Seniors in outlying areas will have increased access to Better at Home supports according to 

their needs 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

% of caseload who live in 

the Regional District 

35% We want to ensure that 

all seniors in the Powell 

River Regional District 

including outlying areas 

such as Lund, Saltery Bay 

and Texada have the 

same access to services 

as those within the city 

limits. We will track all 

clients who live in the 

Regional District 

1.Review most recent stats for regional 

district compared to municipality to see if 

our current target reflects accurate 

demographics and adjust accordingly. 

 

2. Advocate for Texada island to have it's 

own budget. Texada program received 

an additional $5000 to expand the 

program.  

Our Results Compared to Previous Years 

This Year Last Year The Year Before 

16% 15% 16% 

Trends Over the Last Three Years 

No significant movement in this area. 

Possible Influences/ Extenuating Circumstances 

The COVID-19 pandemic saw an increase in support from community and family members to older adults throughout the 

region.  



146 
 

Those in outlying areas accessing services do so at a less frequent rate than participants in central Powell River, due to 

volunteer availability and mileage reimbursement for contractors and staff. 

Results Analysis 

While there is not much movement in program enrolment, program manager has identified barriers to more consistent 

service delivery to program participants in outlying areas of the region. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Greater focus on volunteer recruitment in rural and outlying areas. 

Continue to advocate for Texada Island to receive it's own budget, as opposed to remaining a satellite program for the 

region. 

Restructuring of key services to increase availability over the geographic catchment of the region. 

 

 

Service Access Outcome - Seniors will have access to Better at Home through a vibrant volunteer support group 

How We Will  

Measure This  

Experience 

Our Target – 

What We Hope  

We Will See 

Why This Matters Actions We Took this Year to Support This 

Outcome 

# of volunteers providing 

supports 

30 volunteers are counted 

when they have 

completed all required 

training and paperwork 

and are available to be 

placed with seniors 

Program manager contacted inactive 

program volunteers to gauge interest in 

re-volunteering, with mixed results. 

Slight chance volunteer drive may have 

been affected by gap in 

telecommunications services. 
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Our Results Compared to Previous Years 

This Year Last Year The Year Before 

25 32 33 

Trends Over the Last Three Years 

Volunteerism appears to be trending downward for the program in the region. 

Possible Influences/ Extenuating Circumstances 

Several volunteers have opted to quit their volunteering positions, due largely to age. Two volunteers have exited the 

program in favor of volunteering with another local non-profit more closely aligned with their areas of interest. 

Although the COVID-19 pandemic saw some increased interest in volunteerism initially, that interest dwindled with time. 

As a result, the demand placed on existing volunteers grew, which created some tension. Many of the program's existing 

volunteers also reported personal circumstances that reduced their availability. 

Results Analysis 

Interest in volunteering with the program is falling. Program manager attributes this to several key factors: 

1) Existing volunteer pool aging out of ability to provide services. 

2) Pandemic restrictions causing hesitancy from volunteers. 

3) Program services restrictions due to health orders led to lack of robust opportunities for volunteers. 

Actions We Plan to Take Next Year to Help Us Meet Our Target 

Greater efforts on volunteer drive through traditional methods (print/radio), as well as investigating alternative methods 

(social media/word-of-mouth campaigns). Utilize the in-progress Gerry Gray Place to deliver more robust and rewarding 

volunteer opportunities for community members. 
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Section Ten – Appendices 
 

Comparison of Satisfaction Survey Results 

 

 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

I feel safe in my home.

I feel safe in the community.

Support I receive from inclusion Powell River has increased my…

I feel safe with staff.

Staff help me to spend time with people important to me.

inclusion supports me to do things I want to do.

I have opportunities to learn new things.

I get the health care I need.

I am supported to live a healthy lifestyle.

I am able to do things as independently as I want to.

My decisions are respected.

I am satisfied with the programs and services inclusion provides for me.

This year we had to move many of our services online to adapt to the…

I feel supported in using technology to get help from inclusion.

Adult Services Client Satisfaction - Comparison of Last Two Years 

2020-21 2019-20
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0% 20% 40% 60% 80% 100% 120%

My individual feels safe in the community.

Your loved one feels valued by the inclusion staff that support him/her.

My individual's unique social needs are supported.

Your individual has had opportunity to engage virtually with people…

My individual engages in activities meaningful to them.

My individual gets the health care he/she needs.

My individual is supported to live a healthy lifestyle.

My family or loved one is able to do things as independently as…

My individual's decisions are respected.

My individual is supported to engage in community activities

If my individual does not like a decision he or she can speak up and…

I was satisfied with my experience with inclusion this past year.

My individual is supported to be part of our community to the extent…

My individual's life has improved with support from inclusion Powell River

My individual is supported to use technology to access services from…

This year we had to move many of our services online to adapt to the…

My individual is happy with the programs and services staff provide for…

inclusion supports my individual to do things he/she wants to do.

My individual feels safe with inclusion staff.

Support my individual receives from inclusion Powell River has…

I am satisfied with my experience with inclusion Powell River over the…

My individual is supported in self-determination.

Adult Services Family/Caregiver Satisfaction - 2 year Comparison

Series1 Series2
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0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

I can find the information I need about inclusion's programs and

services.

I know how to refer individuals and/or families to inclusion programs

and services.

The information I receive from inclusion is valuable.

I know where to find information about inclusion events.

I have sufficient opportunity to share my feedback with inclusion.

I feel my feedback is valued.

inclusion is welcoming to everyone in the community.

inclusion's services meet the Powell River Community's needs.

Are you satisfied with the services inclusion Powell River is providing?

I would recommend inclusion's services to others.

Community Partner Satisfaction Survey 

*New questions for 2021

2020-21 Positive Responses



 

2021-2022  

Employee Engagement 

Report Card  
 
 

Based on results from the 2021 Staff Survey 

 

What’s a Report Card? 

Just like a student report card provides a snapshot of 

student progress on their school subjects, our 

Employee Engagement Report Card helps us to 

reflect on our progress engaging and maintaining a 

strong team of employees committed to the Mission, 

Vision and Values of inclusion Powell River. 

Why a Report Card? 

We value your feedback and want to make sure that 

you know that we have listened and are making 

improvements in areas where you have identified 

challenges. This Report Card is a working document 

to track your feedback and how we can best 

respond to it. 

 

Feedback and Action Plan 

We hope you will take the time to review this snapshot 

of some of the actions we are currently undertaking in 

response to your feedback from this year’s staff 

Engagement Survey.  
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You said  We introduced or are working on 

You need more 

recognition of 

good 

performance 

 

1. We are continuing to recognize and 

celebrate our staff through our staff 

appreciation dinners this year. 

 
2. We’re expanding our weekly 

administrative team “huddles” to 

include program managers, so we 

have more opportunities to hear 

about good performance from 

front-line work, and can celebrate 

them. 

 

3. By December 2021, we will have 

regular team huddles for all adult 

program and residences, with 

opportunities to celebrate team 

members. 

 

4. We’re in the process of planning 

and introducing Support Staff 

Recognition and Appreciation 

events and functions.  

 

You’d like a 

stronger sense 

of connection 

with Senior 

Leadership  

 

1. Program Directors are 

committing to monthly in-person 

visits at our program sites.  

 

2. Leadership will attend staff 

appreciation events over the 

summer. 

 

3. By September, CEO and 

Directors will participate in 

monthly team meetings. 
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You said  We introduced or are working on 

Information 

needs to be 

communicated 

in a clear and 

timely manner  

 

 

1. We’ll increase the number of 

General Staff Meetings from 2 to 

3 per year, to allow for more 

opportunities for you to get 

updates and ask questions of 

our senior Leadership. 

 

2. Monthly updates on ShareVision 

from the CEO will start in June. 

 

3. Starting next month we’re 

introducing a new section in the 

monthly staff newsletter, 

highlighting what our admin and 

leadership team is working on. 

 

4. Our staff newsletter will be 

posted on ShareVision, as well as 

print copies will be distributed to 

all program sites to make the 

information more accessible. 

 

 

You’d like more 

training support  

 

1. We’ve created a new position 

(Training Manager) to focus on 

training and expanding our 

orientation for new employees. 

 

2. We’ll be sending out a staff 

survey specific to training over 

the summer, to get your 

feedback and ideas on this 

topic. 

 

3. We’re purchasing a new 

software system that will 

enhance scheduling, payroll, 
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You said  We introduced or are working on 

human resources and more! We 

plan for it to be operational by 

year end. 

 

 

Want to know 

that supervisors 

and leadership 

are listening to 

your feedback 

and ideas. 

 

 

1. By the end of June we will have 

added more ways to give us 

feedback on our public website 

(for use by staff and the public). 

 

2. We are committed to reviewing 

your ideas and will update this 

report card as we work thru and 

track our progress. 

 

 

Thanks again for giving us your input. If you have 

other ideas of how we can improve in the above, or 

other, areas please send them to 

communications@inclusionpr.ca 
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GENERAL OVERVIEW

9.4

FTE's

 

 
95

participants

 

 

10

participants/

FTE (average)

 

 

 average length

of connecting:

16 months

3.6

FTE's

 

 

36

participants

 

 

10

participants/

FTE (average)

 

 

average length of

connecting:

11 months

0.8

FTE's

 

 

8

participants

 

 

10

participants/

FTE (average)

 

 

average length of

connecting:

13 months

5

FTE's

 

 

51

participants

 

 

10

participants/

FTE (average)

 

 

average length of

connecting:

24 months
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Sources: Master Spreadsheets; Weekly Reports



COMMUNITY
INTRODUCTIONS

CONNECTOR REFLECTIONS

42
reflections

83

new places, groups and

people that participants have

explored with a Connector

Page 3 

COMMUNITY 
CONNECTIONS

COMMUNITY 
CONTRIBUTIONS

places, groups and people

that participants have

returned to consistently,

without a Connector

places, groups and people 

 where participants are 

 recognized and valued for

what they have to offer

5162

People 

we  

work 

with 

have 

new: 

Confidence + Trust in Self (+7.6%)

31.4%

Self-Determination (+5.3%)

17.2%Relationships + Community (+2.4%)

14.3%

Hard Skills (-0.5%)

11.4%

Soft Skills (-3.3%)

8.6%

Meaningful Opportunities

8.6%

Trust in Others (-20%)

8.6%
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'STORIES OF CHANGE' QUOTES 
"He has become increasingly confident in his

capabilities and takes on projects with a ton

of enthusiasm'"

"She will let me know if something has upset

her rather than pretending that everything is

ok."

"They have opened up to trying things that

they had previously considered out of their

comfort zone, and a big part of that has

been becoming more comfortable with

technology"

"Usually he only spends his days at home but

volunteering as a grocery picker for West

End Senior Network has opened possibilities

for personal growth."

"He was not keen on the whole phone idea

as he felt it is quite odd to talk with

someone on the phone that you have never

met...but he AGREED!"

"Since moving here he has made friends,

actual reciprocal relationships in which both

he and his friends make plans together."

"She is now open to trying out more things

rather than just waiting for Covid to be

over."

"He started making jokes and telling stories,

and had people crying with laughter, a side

of him I haven't gotten to see much before -

he is hilarious!"

" I've seen him grow a lot around

persevering in difficult situations and

communicating his needs and boundaries."

"She continues to communicate her

boundaries with her ex and is practicing

speaking up for herself, as his jealousy and

negative behaviours arise."

"There was a lot of silence, but the two both

reported enjoying each other's company,

and they made plans to meet again, and he

even bought donuts to share."

"He has started to engage more and saying

hello to the people that he recognizes. He

has told me that he looks forward to the

dance classes a lot."

"I have seen that his friend has really come

through for him in this difficult time. They

have managed to maintain their connection

through the turmoil."

"He has been working on building new

friendships and he's now the DJ at parties

and has a generous and kind attitude

towards his new friends, offering to teach

them how to share their music." 

"She has grown from being a member of the

community to being a leader and creator.

She has more confidence and recognizes

herself as an important and valuable

community member."

"When we first started working together,  he

said that he left his house once every 2

weeks - when he and his roommate would

run an errand together. After we met in

person a few times, walking around his

neighbourhood, he began to get out daily 

 and exercise - doing laps around the track

on his own!"
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