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WELCOME TO BACI’S 2018 OUTCOMES REPORT

Each year we learn so much from the Outcomes Report. It is a valuable document for reflection, learning, 
celebrating accomplishments and identifying challenges within BACI. It also greatly informs future planning 
for the organization. 

BACI is always focused on quality improvement – trying to get better at what we do and how we do it. The 
Outcomes Report is one way to monitor our quality improvement. Ultimately, our goal is to achieve 100% in 
the areas of stakeholder satisfaction, service effectiveness, service efficiency, and service accessibility. But we 
know this is not always possible. 

What BACI wants to do is find opportunities to grow, learn and get better as an organization – based on the 
expectations and goals of the people and families we support. 

Please note: This report is not in plain language. It is our hope that people will get help from their families, 
friends or staff to read it. 

If you would like to further discuss the report, please contact Richard Faucher or Tanya Sather at 604.299.7851 
or richard.faucher@gobaci.com or tanya.sather@gobaci.com

This report is available at www.gobaci.com. 
 
 
 

“Every great dream    
begins with a dreamer. 

Always remember, 
you have within you 

the strength, 
the patience, 

and the passion 
to reach for the stars 
to change the world.”

~ HARRIET TUBMAN
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THANK YOU

BACI would like to thank the people, families, community professionals and other partners who offered 
their input and ideas. As an organization driven by the people and families we serve, their feedback and 
contributions are what keep BACI moving forward. 

We would also like to thank the employees who helped create this report – particularly the program managers 
and supervisors who took the time to reflect on 2018 and share the learning that has taken place. 
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INTRODUCTION

Outcomes Report
 
The Outcomes Report is one way BACI can demonstrate how it gathers information and feedback from its 
stakeholders – people receiving service, families and loved ones, employees, professionals and community 
partners. The report also fulfills one part of BACI’s commitment to be an organization continually evaluating 
itself and trying to improve its services and supports.

The methods of collecting the feedback (data) this year are Satisfaction Surveys, in-person interviews, group 
feedback sessions held with stakeholders, critical incident reports, health and safety reports, and human 
resource trends/reports. Each of those information sources provides data on at least one outcome in the 
following areas: 

•	 SERVICE EFFECTIVENESS: The service is having its intended impact (e.g. supports personal 
growth, helps people get jobs and make friends, enhances social and emotional development, builds 
families’ skills and abilities, etc.).

•	 SERVICE EFFICIENCY: Using resources (e.g. money, staff, equipment, etc.) in the best possible way.

•	 ACCESS: Measuring the availability of a service based on enrollment and capacity.

•	 STAKEHOLDER SATISFACTION: The stakeholders are happy with the services they receive.

One thing to note is that formal feedback tools like Satisfaction Surveys cannot – and will not – replace 
the impact and importance of our daily conversations or the feedback we receive from families and other 
stakeholders on an ongoing basis. Relationships are a key foundation of the Association. Building trust with our 
stakeholders through those daily conversations and interactions will only make BACI stronger.

Each department has worked with its leaders and staff to create an interesting view of the results of their 
work in 2018. This feedback and data is presented as a Dashboard. This format allows each department to 
share key outcomes, data analysis, highlights, reflections and recommendations from their work over the past 
year. The dashboards are standard across departments, with a few unique add-ins where relevant. This should 
make it easier for you, the reader, to find and compare information. 

Each Dashboard has a Data Analysis section – a description of what the information from the surveys and focus 
groups report says, and any trends, themes or key findings we need to talk about. We try to figure out what the 
information means and what people are trying to tell us. The data analysis is very important, so we have to be 
clear and rigorous in our review of the surveys and other feedback tools. Full data from each survey used in 
creating the Outcomes Report can be viewed in its entirety. Please contact info@gobaci.com or 604.299.7851 if 
you would if you would like to see the data summaries and any or all department surveys. 

The information collected is both qualitative and quantitative. Qualitative information includes written 
comments, opinions, and feedback that cannot be measured with a number or rating. Quantitative information 
uses numbers or percentages (%). This information is directly taken from the surveys or reports.

As in previous years, the staff and leaders in all direct services departments were asked to consider looking 
at data and feedback through the lens of Reflection. BACI has been doing a lot of reflecting over the past few 
years. Our commitment to continuous improvement has led us to reflect on our ‘best practice’ efforts and the 
quality of our ‘status quo.’
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INTRODUCTION

BACI is committed to being a ‘learning organization’ – learning from our past efforts, understanding the 
impact we are really having on those we serve and our community, and being confident enough to take the 
risks necessary to innovate new and better ways to advance the inclusion and belonging of the people we 
serve. 

 
This leads to the Recommendations for 2019 portion of each Dashboard. After reflecting on what we have 
tried – and learned – we ask ourselves: What are we going to do differently in our (re)design? How will we build 
a mechanism to know if doing something differently has the intended impact?  

As part of BACI’s commitment to continuous quality improvement, the target for achievement (in the areas of 
satisfaction, effectiveness, efficiency, and accessibility) is to at least match or improve on the previous year’s 
rating. For new questions – or areas we’re reviewing/rating – our goal is 85%. That said, we continue to focus 
on and celebrate growth and improvement, rather than on numbers. As we begin to use different tools to 
gather input, we will not always be able to measure our success with numbers. A number or percentage does 
not always fully tell the story of success and achievement.

One thing that is important to note is that, inevitably, we (who create and author this report) have biases when 
we collect data and try to find out what it means. This could lead us to read information differently, or make 
assumptions that are different from what the survey respondent intended to convey. Another thing to note is 
the possibility of human error impacting the report findings (i.e. data inputted incorrectly, etc).

We do, however, make sincere efforts to be as accurate as possible when dealing with the data, and mindfully 
set aside known biases to draft a report that is based on the feedback and information trusted to us by our 
stakeholders.
 
Happy reading!

DISCIPLINES

ORGANIZATIONAL   DEVELOPMENTAL

PERSONAL DEVELOPMENT (Q1)

THE BEST IDEAS THIS GROUP WORKS ON THEIR IDEAS

WE ARE ALL ACTORS IN THE SYSTEM

DESIGN

DELIVER

LEARN

EVENT*
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ADULT AND YOUTH SERVICES

Introduction
 
As per BACI’s contractual agreement with Community Living BC (CLBC), BACI is responsible to align the 
delivery of services to further the achievement of the following outcomes for individuals served:

OUTCOME DESCRIPTION

Emotional Well-Being Individuals feel safe in their home and community. They have a positive 
sense of self and trust the people in their lives.

Interpersonal Relations Individuals have meaningful relationships with family and friends.

Material Well-Being Individuals have the financial resources to do the things that are important 
to them.

Personal Development
Individuals pursue their interests, have opportunities for personal growth 
and skill development, and have access to necessary information and 
support.

Physical Well-Being Individuals are physically healthy and active. They have access to the 
health care they require.

Self-Determination Individuals make decisions in their lives about things which matter to 
them.

Social Inclusion Individuals participate in community life in roles they and society value.

Rights Individuals have autonomy and their decisions are respected.
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

About Community Options Still Creek 1
 
BACI provides day services for seniors through the Community Options 1 program. The supports provide a 
variety of centre-based and community-based activities in larger group settings. 

Objectives 

•	 People are learning and trying new things.

•	 People are building and maintaining social relationships.

•	 People feel connected and have a strong sense of belonging in the community.

•	 People are invested in their physical and emotional health, fitness and safety. 
 

 
Demographics of Individuals Served

Comparison of Age for Individuals Supported in COSC 1 Services 

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

19-40 0

41-64 27

65-79 10

80+ 1

Total 38

Comparison of Gender for Individuals Supported in COSC 1 Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 21

Identifies as Male 17

Identifies as Other 0

Total 38
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

Comparison of Cultural Heritage for Individuals Supported in COSC 1 Services 

CULTURAL HERITAGE NUMBER OF INDIVIDUALS RECEIVING SERVICE

Afghani 0

Caucasian 24

Chinese 5

Filipino 0

First Nations 1

German 1

Italian 1

Jamaican 0

Japanese 0

Korean 0

Other 3

Portugese 2

South Asian 1

Spanish 0

Total 38
 
 

Performance Goals

 

12 team meetings held44%  (16/36) of planning 
meetings held

5 service evaluations 
completed

Deliver all contracted 
service hours (100% in 
2017)

100% 
EFFICIENCY

Target to begin services 
within 2 months of a 
referral date. 2/2 of new 
referrals started in under 
2 months (100% in 2017)

100% 
ACCESS
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

Highlights 

•	 Sample Training Attended: Nonviolent Crisis Intervention, Person-Centred Thinking, Rights, All Staff 
Training, First Aid, Health Care, Allies in Aging workshops

•	 Community Partners & Connections: Bonsor Recreation Centre, Rabbitats, DDMHS, CAYA, HSCL, 
Vinge Nursing, Jewish Senior’s Alliance

 

Data Analysis 
 
Reflection on 2018 

This is the second year that we sent out Satisfaction Surveys specifically to Community Options 1 families and 
people served, so this is the first year that comparative data is available from previous years. We are pleased 
to receive very positive feedback and satisfaction with the services overall. We received a 49% return rate from 
people served, and a lower return rate from families of 37%. These return rates are close to, or exceed, our 
target of 40%. 

The majority of Survey feedback is around the opportunities that attending the Community Options 1 program 
offers participants – particularly around maintaining and building relationships and decreasing social isolation. 
Many people have strong relationships with other participants in the program and these friendships are what 
keep them coming back. Sadly, some people also expressed a sense of loss and grief, as some lost friends and 
family members over the last year. 

Most people gave feedback that they enjoy the activities offered through the program – both centre-based 
activities and daily community outings. There are repeated comments around a desire for more gentle exercise 
opportunities like stretching, yoga and walking. These are important for maintaining physical health as people 
age, and we will consider this feedback as we plan monthly activity offerings going forward. 

This year, COSC 1 welcomed two new people into the program that had never accessed services before. They were 
able to start services within weeks of the initial referral and intake meeting, which exceeds our target around 
program access. The drop-in group-based nature of this program allows for easier access to services. The new 
people referred to the program have already built relationships with other participants and become a welcome 
part of the group. Some employees started to attend community-based workshops this year on topics like 
depression and dementia, offered by Allies in Aging. We plan to continue to offer and encourage opportunities for 
professional development for the team to expand their skill-set in supporting people who are aging. 
 
 
Recommendations for 2019

•	 Incorporate more opportunities for regular gentle physical activity for people supported.  

•	 Continue to provide learning and training opportunities for teams supporting individuals who are aging, 
by partnering with external community professionals and utilizing the Open Futures Learning platform. 

•	 Engage regularly with people served and families to plan around changing needs of people supported 
as they age, especially around health needs and future living and housing arrangements. 

•	 Continue to seek out new activities, community events and outings to offer in monthly brochures. 
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY COSC 1 SERVICES

   DATA FROM FAMILY MEMBERS

 
EFFECTIVENESS: People are learning and trying new things
 
 
 

2017
2018
Source: Satisfaction Survey, Q13 (2017) and Q 7 (2018). Have the activities and outings offered at day program helped you to try 
new things? 

2017 2018

62.5% 23.5% Yes, I've tried lots of new things

25.0% 41.2% Yes, I have tried a few new things

12.5% 29.4% No, I haven't tried anything new. It's all the same.

0.0% 5.9% Don't know

2017
2018
Source: Family Survey, Q9 (2017) and Q 7 (2018). Have the activities and outings offered at day program helped your family 
member to try new things? 

2017 2018

40.0% 20.0% Yes, they try lots of new things

46.7% 70.0% Yes, they've tried a few new things

13.3% 0.0% No, they haven't tried anything new. it's all the same

0.0% 10.0% Don't know
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Satisfaction Survey, Q13 (2017) and Q 8 (2018). Have the activities and outings offered at day program helped you to learn 
any new skills? 

2017 2018

12.5% 5.9% Yes, I have lots of new skills. It's great.

62.5% 35.3% Yes, I have some new skills. It's ok.

18.8% 35.3% Yes, but I would like to learn more.

0.0% 11.8% No, I haven't learned any new skills.

6.2% 11.8% Don't know

2017
2018
Source: Family Survey, Q10 (2017) and Q 8 (2018). HHave the activities and outings offered at day program helped your family 
member to learn any new skills? 
 

2017 2018

13.3% 30.0% Yes, they have lots of new skills. It's great.

53.3% 40.0% Yes, they have some new skills. It's ok.

0.0% 0.0% Yes, but they would like to learn more.

6.7% 20.0% No, they haven't learned any new skills.

26.7 10.0% Don't know.
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 3 (2017) and Q 1 (2018). How do you feel about your family member’s social life? 

2017 2018

73.3%       50.0% They see the people they like as much as they want. It is great.

13.3% 50.0% They see the people they like sometimes. It is ok.

0.0% 0.0% They see the people they like but not enough. It could be better.

13.3% 0.0% They do not see the people they like at all. And I feel they are lonely

EFFECTIVENESS: People are building and maintaining social relationships

2017
2018
Source: Satisfaction Survey, Q 7 (2017) and Q 1 (2018). How do you feel about your social life? 

2017 2018

75.0% 70.6% I see the people I like as much as I want. It is great

25.0% 23.5% I see the people I like sometimes. It is OK.

0.0% 0.0% I see the people I like but not enough. It could be better.

0.0% 5.9% I do not see the people I like at all. And I feel lonely.

2017
2018
Source: Satisfaction Survey, Q 8 (2017) and Q 2 (2018). What difference does coming to day program at BACI make to your social 
life? 

2017 2018

93.8%       88.2% It makes it better

6.2% 11.8% No difference at all

0.0% 0.0% It makes it worse

0.0% 0.0% Don't know
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 4 (2017) and Q 2 (2018). What difference does attending day program at BACI make to your family 
member’s social life? 

2017 2018

86.7%       100.0% It makes it better

0.0% 0.0% No difference at all

0.0% 0.0% It makes it worse

13.3% 0.0% Don't know

2017
2018
Source: Family Survey, Q 5 (2017) and Q 3 (2018). Do you feel your family member is part of the community? 

2017 2018

66.7%       60.0% Yes, they are involved as much as they would like to be.

20.0% 30.0% Yes, they are involved enough. It's ok.

6.7% 10.0% Yes, they are involved, but not enough. It could be better.

6.7% 0.0% No, I don't feel they are part of the community at all.

EFFECTIVENESS: People feel connected and have a strong sense of belonging in the community

2017
2018
Source: Satisfaction Survey, Q 9 (2017) and Q 3 (2018). Do you feel part of the community? 

2017 2018

75.0% 70.6% Yes, I am involved as much as I would like to be.

25.0% 17.7% Yes, I am involved enough. It's ok.

0.0% 11.8% Yes, I am involved, but not enough. It could be better.

0.0% 0.0% No, I don't feel part of the community at all.
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 5 (2017) and Q 6 (2018). How do the outings offered at the day program help your family member connect 
more with the community?  

2017 2018

33.3%       30.0% They like the outings, they go out everyday

60.0% 70.0% They like the outings, they go out sometimes

0.0% 0.0% They don't like the outings, they rarely go out

0.0% 0.0% They don't like what is offered, they don't go out

6.7% 0.0% Don't know

2017
2018
Source: Satisfaction Survey, Q 9 (2017) and Q 4 (2018). How do the outings offered at the day program help you connect more with 
the community? 

2017 2018

50.0% 17.7% I like what is offered, I go out every day

37.5% 58.8% I like what is offered, I go out sometimes

6.3% 17.7% I don't like what is offered, I rarely go out

6.3% 5.9% I don't like what is offered, I don't go out

0.0% 0.0% Don't know
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 11 (2017) and Q 9 (2018). How do you feel about your family member’s physical health? 

2017 2018

40.0%            50.0% They feel healthy. It's great.

26.7%      40.0% They are healthy enough. It's ok.

33.3% 10.0% They are quite healthy. But they could be healthier.

0.0% 0.0% They aren't healthy at all. It's bad.

EFFECTIVENESS: People are invested in their physical and emotional health, fitness and safety

2017
2018
Source: Satisfaction Survey, Q 15 (2017) and Q 9 (2018). How do you feel about your physical health? 

2017 2018

53.3%       35.3% I feel as healthy as I want. It's great.

33.3%      52.9% I feel healthy enough. It's ok.

13.3% 11.8% I feel ok. But I could be healthier.

0.0% 0.0% I don't feel healthy at all. It's bad.

2017
2018
Source: Satisfaction Survey, Q 16 (2017) and Q 10 (2018). What difference do the activities and outings at day program make to 
your physical health? 

2017 2018

67.7%     70.6% The activities and outings at day program help me feel more healthy.

20.0%      29.4% The activities and outings at day program make no difference at all.

0.0% 0.0% The activities and outings at day program make me feel less healthy.

13.3% 0.0% Don't know
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 12 (2017) and Q 10 (2018). What difference does your family member’s participation in the activities and 
outings at day program make to your family member’s physical health?

2017 2018

73.3%        70.0% Their participation in day program makes it better

13.3%     30.0% Their participation in day program makes no difference at all

0.0%      0.0% Their participation makes it worse

13.3% 0.0% Don't know

2017
2018
Source: Satisfaction Survey, Q 17 (2017) and Q 11 (2018). How do you feel about your confidence and self esteem? 

2017 2018

31.3%            53.0% I feel as happy and confident as I want. It's great.

62.5%      35.3% I feel happy and confident enough. It's ok.

6.2% 11.8% I feel quite happy and confident. But sometimes I don't feel good about myself.

0.0% 0.0% I don't feel happy or confident at all. I often feel sad.

2017
2018
Source: Family Survey, Q 12 (2017) and Q 11 (2018). How do you feel about your family member’s confidence and self esteem? 

2017 2018

26.7%        50.0% They are happy and confident. It's great.

60.0%     50.0% They are happy and confident enough. It's ok.

6.7%      0.0% They are quite happy and confident. But sometimes they are sad.

6.7% 0.0% They aren't happy or confident at all. They are often sad.
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 14 (2017) and Q 12 (2018). What difference does attending the day program at BACI make to your family 
member’s confidence and self esteem?  

2017 2018

80.0%      77.8% It makes it better.

6.7%      22.2% No difference at all.

0.0% 0.0% It makes it worse.

13.3% 0.0% Don't know.

2017
2018
Source: Satisfaction Survey, Q 15 (2017) and Q 12 (2018). What difference does attending the day program at BACI make to your 
confidence and self esteem? 

2017 2018

87.5%        82.4% Attending day program helps my confidence and self esteem.

12.5%      11.8% Attending day program makes no difference to my self esteem and confidence.

0.0% 0.0% Attending day program makes my confidence and self esteem worse.

0.0% 5.9% Don't know.

2017
2018
Source: Satisfaction Survey, Q 19 (2017) and Q 13 (2018). Are you satisfied with the services you receive from the day program at 
BACI? 

2017 2018

81.3% 76.5% I am very satisfied. It is great.

12.5% 11.8% I am satisfied. It is ok.

6.3% 11.8% I am somewhat satisfied. It could be better.

0.0% 0.0% I am not satisfied.

SATISFACTION
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

2017
2018
Source: Family Survey, Q 15 (2017) and Q 13 (2018). Are you satisfied with the services your family member receives from the day 
program at BACI? 

2017 2018

66.7% 50.0% I am very satisfied. It is great.

20.0% 50.0% I am satisfied. It is ok.

6.7% 0.0% I am somewhat satisfied. It could be better.

6.7% 0.0% I am not satisfied.

2017
2018
Source: Satisfaction Survey, Measured. 35 Surveys were sent out to Persons Served and 12 were completed. 
 

2017 2018

45.0% 49.0% People in community options 1 who completed the survey.

55.0% 51.0% People in community options 1 who did not completed the survey

SURVEY RETURN RATE

2017
2018
Source: Family Satisfaction Survey, Measured. 27 Surveys were sent out to families and 10 were completed.  
 

2017 2018

56.0% 37.0% Families in community options 1 who completed the survey.

44.0% 63.0% Families of people in community options 1 who did not completed the survey.
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 1

Things to Consider

•	 This is the second year that COSC 1 has conducted its own program Satisfaction Survey. As a result, 
this is the first year where there is comparative data to the previous year (2017). 
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 2-9, TOTAL ACCESS

About CI – COSC 2-9, Total Access
 
BACI’s Community Inclusion Program strives to provide flexible supports to adults in small groups and one-
to-one settings. Supports aim to help individuals create and maintain connections with friends, family and 
community, assist them with day-to-day routines, and find meaningful ways to be involved or volunteer in their 
community based on their interests, desires, strengths and abilities.

Objectives 

•	 People are learning and trying new things.

•	 People have a strong sense of independence and autonomy

•	 People are building and maintaining social relationships

•	 People have a strong sense of self-esteem

•	 People feel connected and have a strong sense of belonging in the community

•	 People are invested their physical, health, fitness and safety
 

 
Demographics of Individuals Served 

Comparison of Age for Individuals Supported in COSC 2-9 & Dept 80 Services 

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

19-40 84

41-64 27

65-79 2

80+ 0

Total 113

Comparison of Gender for Individuals Supported in COSC 2-9 & Dept 80 Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 73

Identifies as Male 39

Identifies as Other 1

Total 113
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 2-9, TOTAL ACCESS

Comparison of Cultural Heritage for Individuals Supported in2-9 & Dept 80 Services 

CULTURAL HERITAGE NUMBER OF INDIVIDUALS RECEIVING SERVICE

Afghani 1

Caucasian 38

Chinese 20

Filipino 3

First Nations 4

German 2

Italian 3

Jamaican 3

Japanese 3

Korean 4

Other 26

Portugese 2

South Asian 2

Spanish 2

Total 113
 

 

Performance Goals

 

89 team meetings held 
across all programs in 
Community Inclusion

65%  (68/105) Planning 
meetings held

34 service evaluations 
completed across 7 
programs

Deliver all contracted 
service hours: 96% of 
shifts filled (97% in 2017)

96% 
EFFICIENCY

3/7 of new referrals 
started services in 2 
months. Our target is to 
begin services within 2 
months of a referral date

43% 
ACCESS
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ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 2-9, TOTAL ACCESS

Data Analysis 
 
Reflection on 2018 

After a year of capped growth in 2017, the Community Inclusion program experienced significant growth in 
2018. We experienced an influx of new referrals in the Spring, welcoming 8 new individuals to services over the 
course of the summer and fall. In December, we also built a new team and started a program supporting an 
individual through a hybrid Community Inclusion and Life Sharing model. 

We have enjoyed getting to know and welcoming so many new people to the community at BACI. However, 
the influx of referrals at one time has created a sudden high demand for recruitment of new staff and a lot of 
training for existing staff. As a result, access to services was delayed and 4 of the 7 new referrals waited over 
2 months to begin getting support. We also acknowledge that this had an impact on people already receiving 
support, with a number of comments and concerns regarding the need for consistency of support evident in 
our surveys and gatherings with families. 

This year, in an effort to continue to improve our person-centred approach, we had more individualized team 
meetings than ever before. We focused on having smaller more frequent team meetings around one individual. 
As a result, we have seen significant development in these teams that support people one-to-one in the 
community. We are seeing more confidence in the staff teams in implementing positive behaviour support 
strategies and supporting people to strengthen and develop communication skills through a variety of different 
ways. We hope to continue having smaller more goal-oriented team meetings to strengthen and build teams 
supporting people one-to-one, as well as other teams across the Community Inclusion programs. 

This year, we also experienced significant turnover and change in our leadership team of Supervisors and 
Coordinators. One of our Coordinators joined the Life Sharing management team and another Coordinator 
joined our Community Inclusion management team. We also experienced turnover in some Coordinators and 
Supervisors stepping into other roles throughout the year. This has resulted in the team working very closely 
together to provide supervision across programs when there have been open supervisory positions. Despite 
these efforts, there has been an impact on programs. For example, in programs with multiple changes in 
leadership over the year, completion of planning meetings is lower than in 2017. In 2019, we plan to focus on 
catching up outstanding planning meetings while filling these open positions, and hope to have more continuity 
in the leadership team so we can focus on team development. 

In 2018, many employees from the Community Inclusion program became more involved in health and safety 
initiatives across the agency. A number of employees joined the Occupational Health and Safety Committee, 
and one staff from each program took on the role of Health and Safety Representative for their program. 
The members of the OH & S Committee, as well as all Supervisors, Coordinators and Managers, completed 
extensive training in health and safety this year. We conducted risk assessments for the overall Community 
Inclusion program, our fleet of vehicles, as well as one-to-one teams. This was a huge endeavour for everyone 
and we appreciated the participation of all employees in completing surveys, attending meetings and providing 
feedback. 

Collaboration has also been an important theme this year. We worked closely with Technology, HR and 
Payroll to roll out and implement the new ADP payroll system across all employees in the department. This 
has been a huge endeavour and has involved extensive training for the leadership team and employees, and 
ongoing support for all teams. We are happy to report that all employees in Community Inclusion are using the 
program and all payroll is now processed through the ADP system. 
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We have also collaborated closely with the Life Sharing Network and Residential teams to help support major 
transitions for several people this year, whether into new living arrangements from family homes, transitions 
from long term hospital stays, or transitions to new caregivers. This has helped some very complex transitions 
to be more successful for the people supported and their families. 

We have also worked with the Real Talk initiative to support people and their networks to tackle questions 
and conversations around relationships and dating. We hear themes around relationships and dating come 
up frequently in conversations with people we support and during the planning process. Challenges around 
supporting people to find, maintain and understand the boundaries of relationships was also a theme 
recognized throughout the Service Evaluations. Real Talk has run several sessions for people supported 
through Community Inclusion, and we have organized workshops for staff, caregivers and families to learn 
how to support people with these complex and personal topics. 

Over the last year, some people we support have experienced significant changes in their health or have 
needed additional support around complex behaviours and communication needs. We have turned to our 
community partners and professionals like CBI, Laurel Behaviour Support Services, HSCL, Vinge Nursing, and 
CAYA to develop, review and update behaviour support plans, communication systems and health care plans 
for people supported. Many of these community professionals have provided training for numerous employees 
so they can continue to be successful in their roles and support people according to their changing needs. 

We are pleased to continue to get positive feedback from families and people we support that our Community 
Inclusion services help people to access the community, participate in a variety of activities, and build 
relationships. A number of people volunteer every week at a variety of places in the community, and we 
continue to get feedback that there is an appetite for even more volunteer and employment opportunities. 

Places people volunteer 

•	 SPARC

•	 SFU

•	 Quest food exchange

•	 Meals on Wheels

•	 Grandview Towers Senior’s Centre

•	 Burnaby Hospice Thrift shop

•	 BASES Thrift store

•	 Vancouver Orphan Kitten Rescue Association

•	 Shopping for seniors

This year, we continued our partnership with the City of Burnaby and trialed some new classes with Willingdon 
Community Centre. They were not as popular as expected, but our Theatre Time, Sportsmania and Shall 
We Dance classes that run weekly at Bonsor Recreation Centre are more popular than ever and have full 
registration each semester. 

Other community partnerships include:

•	 City of Burnaby – Burnaby Public Library, South Central Youth Centre

•	 Douglas College

•	 CBI
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•	 Laurel Behaviour Support 

•	 CAYA

•	 HSCL

•	 DDMHS

•	 Vinge Nursing

Many people have also noticed that our Artists Helping Artists (AHA) studio has experienced a major refresh – 
particularly in its art facilitator role. AHA has seen a huge growth in its membership, its partnerships with the 
Burnaby arts community, its online presence, and in the number of artists able to participate in art shows. The 
studio has also expanded its hours to regularly host artists and workshops in the evenings and on weekends. 

In our Satisfaction Surveys every year, we hear how important celebrations are to people. We continue to 
celebrate many holidays and special events throughout the year – always a fun time for everyone. This year, 
we celebrated at the Summer BBQ, Halloween parties, the Winter Bonsor Party, the Christmas Pizza Party, 
and a number of Hub appreciation events for employees, as well as celebrating birthdays and acknowledging 
important events for our employees, like weddings, births and retirements.     

Staff training for our Community Inclusion employees included:

•	 NCI, Person Centred Thinking Training, Allies in Aging Training, Rights training, All staff training, 
First aid training, Health care training, safety plan training, iPad training with CAYA, Autism 
Community Training workshops

•	 OSH training (Risk of violence, supervisor responsibilities, conducting risk assessments, committee 
effectiveness)

•	 Leadership training with CSSEA

•	 Cornerstones

•	 RDSP training

•	 Grounded Space workshops

•	 ADP implementation

•	 Real Talk workshop

•	 Accessibility workshops with Karen Lai

•	 Appraisal Writing for Supervisors
•	 CBI Customized Employment 

 
 
Recommendations for 2019

•	 Focus on filling open supervisory positions in the Community Inclusion programs and development 
of the leadership team.  

•	 Continue to strengthen teams supporting people one to one and strengthen team roles in group-
based programs. We are committed to providing new learning and training opportunities for staff 
around things they are challenged with in their roles.  We plan to use the Open Future Learning 
platform to assist us with ongoing training and development to our teams. 

•	 Complete the qualitative impact evaluation process with families and engage people served in the 
process this year.  
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•	 Continue to grow and develop relationships with community partners to provide opportunities for 
meaningful community involvement.

•	 Follow through with all recommendations from health and safety training and risk assessments. 

•	 Develop a way to have more consistent communication, like a newsletter, with families of people we 
support in an effort to share news, resources and information. 

Developmental Evaluation Process with Families 
 
Following up on our recommendations from 2017, the BACI Day Service Team has been engaged in a process 
designed to strengthen the impact of the services they offer. This process is called Developmental Evaluation 
and is based on the work of Dr. Steve Patty and guided by his mentorship.  

What follows is a description of the ‘Process’ associated with the Developmental Evaluation we conducted with 
families, as well as the ‘Themes to Findings’ and ‘Next Steps’ that flowed from the evaluation.  

 
The Process

The first step in the process was to create a ‘Logic Canvas’ to describe three important and linked things; 
Intended Impact, Theory of Change, and Activities.  The Logic Canvas was designed over two sessions during 
the fall of 2015 and reviewed yearly since then.

ACTIVITIES 

WHAT WE DO

THEORY OF CHANGE

HOW WE DO IT

INTENDED IMPACT (FAMILIES)

WHAT WE ARE IN PURSUIT OF

•	 Developing personal  
     relationships

•	 Communication

•	 Counselling

•	 Personal planning

•	 Conflict resolution

CHANGE THEMES 

Being:  Including basic needs 
and day to day supports to meet 
those needs e.g. shelter, food, 
safety, health, accessibility, 
and personal care – helpful 
supports that look after our 
being. 

Families are in partnership 
with us in learning together, 
supporting each other and 
creating a community of 
belonging for everyone.
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•	 Advocacy

•	 Acting as a resource to  
    encourage community 
    involvement

•	 First point of expertise

•	 Partners

•	 Building confidence

•	 Being a sounding board—non  
    judgmental

•	 Building trust—have a plan

•	 Families set the level of  
    involvement

•	 Reciprocity

•	 Learning from each other 

•	 Being in relationship with  
    people

Becoming:  The ways of 
engaging in the world such as 
volunteering, work, learning, 
having and spending money, 
participating in community 
events, having fun – ways 
that support us becoming 
contributing, active citizens and 
visible and valuable members 
of society.   

Belonging:  The array of 
relationships that provide 
meaning and connection to 
others including family, friends, 
spouses, and pets as well as 
meaningful opportunities for 
expressing and receiving love 
and affection – acknowledging 
our desire for reciprocal bonds 
that confirm we belong. 
 

CHANGE ACTION AREAS

Advocacy: Includes personal, 
family, community, policy, 
solution focused.  

Service Delivery: Includes 
personal planning and delivery 
of children, youth and adult 
services (community inclusion, 
employment, residential) 

Community Development: 
Includes personal, institutional 
and associational.  Focus on 
partnership, collaboration and 
innovation.

WHAT THIS MEANS...

•	 Families feel their unique  
    knowledge is being valued,  
    and shared expectations have  
    been articulated. We will  
    meet people where they are.   
    We acknowledge that we are  
    all teachers and students and  
    that the best support will  
    come from working together. 

•	 Families feel confidence  
    and trust and feel supported  
    in taking the risks that will  
    lead to great outcomes for  
   their loved ones. 

•	 Families support the growth  
    of their loved one’s network  
    and support community  
    participation for individuals. 
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Once the Logic Canvas was completed the next step, which occurred in the winter of 2019 was to create a 
Protocol, or set of questions that Families would be asked to consider.  The Protocols included sets of ‘inside 
and outside the triangle questions’ designed to invite Families to reflect upon their experience with BACI’s Day 
Services and the impact those services have had on their lives. 

FAMILY PROTOCOL

Looking Back...

How would you describe your family member’s 
quality of life over the last year?   How would you 
describe yours? What role has BACI played (if 
any) in shaping your/their quality of life? In what 
ways (if any) does your family member’s quality 
of life impact yours?  

Looking Forward...

What might BACI do to help your family member 
challenge themselves to set some new goals 
that are important to them? What difference will 
it make in your life if your family member is 
challenged to ‘set new goals’? What difference 
do you suppose it will it make in your family 
members life?

Looking Back...

‘They’ say...Good Personal Planning is related to 
Good Quality of Life. Over the last year how often 
have you been involved in planning your family 
member’s supports? In what ways has your 
involvement influenced how and what type of 
support is offered?

Looking Forward...

What would be the ideal level of involvement you 
would like with your family member’s support 
and what might BACI do to help facilitate this? 
What difference do you hope an ‘ideal level of 
involvement’ will make in your life?  In your 
family member’s life?

Looking Back...

What do you feel have been the most important 
aspects of the support your family member has 
received? How does this current support shape 
your expectations for future support?

Looking Forward...

What might BACI do to create more positive 
aspects of support? What difference do you hope 
‘more positive support aspects’ will make in your 
family member’s life? What about in your life?

Looking Back...

What has your family member learned/done/
tried that has surprised you the most over the last 
year? How does this change the way you see your 
family member?

Looking Forward...

How might BACI best continue to support the 
growth of your family member and the growth of 
your relationship with them? What difference do 
you hope to see in your lives as a result?
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Looking Back...

Generally speaking...What could you point to 
demonstrate your family member’s personal 
growth and development over the last year? In 
what ways has their growth and development 
changed the way you see them? What about the 
way they see themselves?

Looking Forward...

What could be done to enhance your family 
member’s growth and development over the next 
three years?  How do you imagine your family’s 
member’s life will be different as a result? How 
would yours be different?

Looking Back...

What‘s new or has changed in the ways BACI 
supports your family member over the last year?   
How have the changes influenced your opinion of 
the support your family member receives?

Looking Forward...

Generally Speaking...What could we add or change 
at BACI that would result in better supports for 
your family member?  What difference do you 
hope these changes will make in your life? Your 
family member’s life?

Looking Back...

Did anything (and what) stop happening at BACI 
for your family member over the last year that you 
miss?  How has this sense of loss influenced you 
and your family member?

Looking Forward...

Generally Speaking...What should BACI stop doing 
that would result in better support for your family 
member? What difference will it make in your 
and your family member’s lives when BACI stops 
doing this?

 
 
 
 
 
 
 
 
 
The sample of Families was created using the following approach:

•	 An invitation was extended to the Families of those who use Day Services to participate in one of two 
group sessions.  The first group session (Jan. 9, 2019) focused on the Families of those who use One 
to One Day Services. 11 people/8 families attended. The second session (Jan.10, 2019) focused on the 
Families of those who use group Day Services. 16/12 families attended.

•	 Individual Interviews with Families were also conducted both with 2 people who did not attend the 
group sessions and with 3people who attended the group sessions and wished further input.

•	 All in all 29 participants representing 20 Families were engaged in the Developmental Evaluation.
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During Group Sessions:

•	 Small groups made up of 3-5 Families, a Facilitator and Scribe (from BACI) sat at tables and were 
invited to reflect upon the question sets.  The Families’ contributions were encouraged by the 
Facilitator and collected on flip chart paper by the Scribe.

•	 At regular intervals the small groups shared their considerations with the large group.  Sharebacks 
were collected in two ways: a graphic recording and a transcript.

 
During One on One Interviews:

•	 Interviewers either captured the responses from Families in note form during the interview, or taped 
(with permission) and transcribed after the interview. 

A note about Confidentiality:

•	 Participants were informed that their confidentiality would be maintained throughout.

 
 
 
 
 
 
 
 
 
 
First Pass-data sets:

•	 Data from both group sessions and the one on one interviews were analyzed using the ‘Dialogue in 
Action Qualitative Data Analysis’ process and canvas.

•	 The interviewers (one on one) conducted the analysis of their interviews and shared their analysis 
with the Day Services Team at an Analysis Session on March 13, 2019.

•	 The data that was collected (transcripts) from both group sessions was analyzed during the Analysis 
session.

•	 The graphic recordings of the group sessions were used as a reference point or ‘double check’ to 
ensure that nothing had been overlooked or misconstrued during the analysis of the transcripts.

•	 This level of analysis resulted in the completion of three canvases: One on One Service Canvas, 
Group Service Canvas and Combined Interview Canvas. 

Second Pass-Themes:

•	 The ‘Themes’ section of each of the three canvases were considered; patterns and outliers were 
identified.  Common Themes across each canvas were created.
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HEADING WHAT THE DATA TOLD US...

Staff The staff who work directly with family members are very important and shape 
the quality of service experience. From the positive impact of the ‘right match’ to 
the negative impact of staff turnover, who the staff are and what they bring with 
them to work each day is top of mind for families.

Partnership BACI and families may not be on the same page about what is meant by 
partnership.  Both use the term to describe a positive relationship...but further 
clarity would be helpful.

Roles Both BACI and families have expectations on the roles each will play in the 
partnership...but clarifying roles would be helpful.

Trust Trust is an essential feature of partnership.

 
 
Findings 

1. Staff, Staff, Staff... Strong Staff = Strong Service =Strong Partnership  
     Families whose loved ones are supported in one to one services and group services describe their  
     expectations and experiences with Staff differently but both groups viewed staff as the single   
     most important factor in the delivery of quality service. Staff are the face BACI for many families. 
     A strong partnership with BACI means a strong partnership with the staff. 

2. Partnership?... It sounds right, but what does it really mean 
     There is a disconnect between our conception of partnership and that of families – we recognize that  
     partnership requires reciprocal contribution – and that we haven’t explored this with families.  
     Before we can say that we’re in partnership with families, we need to invite families into a  
     conversation to develop a mutual understanding of what partnership means, ensure that there is  
     buy-in, and understand how partnership adapts (or doesn’t) for different families.  

3. Roles...Pass the Baton (from Producer to Director!)  
     Families see themselves as experts when it comes to their family members and are ready, willing  
     and able to share their expertise with staff.  But families do not want to be seen as experts or relied  
     upon to develop and coordinate the delivery of their family member’s service on a day to day basis.  
     Families are looking to staff to offer their own expertise, ideas and creativity when it comes to service  
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     delivery. Families are in pursuit of a trustworthy, reliable network of expertise to help shape a good  
     service experience for their family member. 

4. Trust...Built and strengthened every day by what we do and what we say. 
     Trust is the foundation for partnership between BACI and families. Every interaction between BACI  
     (all roles) and families is an opportunity to build and strengthen trust. Trust is something that cannot  
     be assumed. It needs to be nurtured over time and in all ways in order to grow and stay strong. Trust  
     is built through tangible actions, and a safe exploration of values-shared and disparate.

Next Steps

The Day Services Team and their colleagues at BACI will recommend a set of ‘Adjustments and Additions’ to 
current activities (practices, procedures) that they believe, based on the Findings. This might help improve 
their quest toward reaching intended impact with respect to families. 

‘Adjustments and Additions’ will be designed and then implemented and evaluated on a small scale.  The 
evaluation of the ‘Adjustments and Additions’ will be developmental and therefore will include the on-going 
participation and perspective of Families.
 

 

Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY COSC 2-9 & DEPT 80 SERVICES

   DATA FROM FAMILY MEMBERS

 
EFFECTIVENESS: People have a strong sense of independence and autonomy
 
 
 

2017
2018
Source: Satisfaction Survey, Q 13 (2017) and Q 7 (2018). How do you feel about the way you spend your time? 

2017 2018

50.0%      37.0% I spend my time how I want. It is great.

39.3% 48.2% I do enough of the things I like. It is OK.

10.7% 14.8% I do some of the things I like. But I would like to do more.

0.0% 0.0% I do not do the things I like. It is really bad.
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2017
2018
Source: Family Survey, Q 8 (2017) and Q 6 (2018). How do you feel about the way your family member spends their time? 

2017 2018

46.3% 45.2% They spend their time how they want. It is great.

36.6% 35.5% They do enough of the things they like. It is ok.

17.1% 19.4% They do some of the things they like. But they would like to do more.

0.0% 0.0% They do not do the things they like. It is really bad.

2017
2018
Source: Satisfaction Survey, Q 14 (2017) and Q 8 (2018). What difference does the support you get from your day program staff 
make to how you spend your time? 

2017 2018

92.9%             96.2% The support I receive makes it better.

7.1% 3.9% The support I receive makes no difference at all.

0.0% 0.0% The support I receive makes it worse.

0.0$ 0.0% Don't know.

2017
2018
Source: Family Survey, Q 9 (2017) and Q 7 (2018). What difference does the support your family member gets from their day 
program staff make to how they spend their time? 

2017 2018

87.8%       83.9% The support they receive makes it better.

0.0%      3.22% The support they receive makes no difference at all.

0.0%      0.0% The support they receive makes it worse.

12.2%s 12.9% Don't know.
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2017
2018
Source: Family Survey, Q 11 (2017) and Q 9 (2018). Has your family member learned new skills to become more independent in 
their life? 

2017 2018

15.6% 14.3% Yes, they have learned lots of new skills.

63.2% 47.6% Yes, they have learned some new skills.

15.8% 19.1% No, they haven't learned any new skills.

5.3% 19.1% Don't know.

2017
2018
Source: Satisfaction Survey, Q 16 (2017) and Q 10 (2018). Have you learned new skills to help you be more independent in your life?  

2017 2018*

30.8% N/A I've learned lots of new skills.

50.0% N/A I’ve learned some new skills.      

11.5% N/A I haven’t learned any new skills. 

7.7% N/A Don’t know.

*Note: Due to a clerical error, survey data for this effectiveness measure from Q 10 from the Satisfaction Survey is missing.

2017
2018
Source: Satisfaction Survey, Q 17 (2017) and Q 11 (2018). What difference does the support you get from your day program staff 
make to learning new skills and becoming more independent?  

2017 2018*

70.4%        N/A It makes it better.

14.8%      N/A No difference at all.      

0.0%      N/A It makes it worse.

14.8% N/A Don't know.

*Note: Due to a clerical error, survey data for this effectiveness measure from Q 11 from the Satisfaction Survey is missing.
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2017
2018
Source: Family Survey, Q 12 (2017) and Q 10 (2018). What difference does the support your family member gets from their day 
program staff make to learning new skills and becoming more independent? 

2017 2018

73.4%       70.0% The support they receive makes it better.

15.8%      20.0% The support they receive makes no difference at all.

0.0%      0.0% The support they receive makes it worse.

10.5% 10.0% Don't know.

2017
2018
Source: Family Survey, Q 13 (2017) and Q 11 (2018). How do you feel about choice in your family member’s daily life? 

2017 2018

30.8%       22.6% They have as much choice as they want. It's great.

51.3%      58.1% They have enough choice. It's ok.

12.8%      9.7% They have some choice. But they would like more.

5.1% 9.7% They have no choice. It's bad.

2017
2018
Source: Satisfaction Survey, Q 18 (2017) and Q 12 (2018). How do you feel about choice in your daily life? 

2017 2018*

46.4%        N/A I have as much choice as I want. It's great. 

46.4%      N/A I have enough choice. It's ok.      

7.1%      N/A I have some choice. But I would like more. 

0.0% N/A I have no choice. It's bad.

*Note: Due to a clerical error, survey data for this effectiveness measure from Q 12 from the Satisfaction Survey is missing.



36BACI 2018 OUTCOMES REPORT

ADULT AND YOUTH SERVICES: COMMUNITY INCLUSION - COSC 2-9, TOTAL ACCESS

EFFECTIVENESS: People are building and maintaining social relationships
 
 
 

2017
2018
Source: Family Survey, Q 11 (2017) and Q 12 (2018). What difference does the support your family member gets from their day 
program staff make to the choices they have in their daily life? 

2017 2018

65.8% 77.8% The support they receive helps them to have more choice.

29.0% 14.8% The support they receive makes no difference at all.

0.0% 3.7% The support they receive makes them have less choice.

5.3% 3.7% Don't know.

2017
2018
Source: Satisfaction Survey, Q 19 (2017) and Q 13 (2018). What difference does the support you get from your day program staff 
make to the choice you have in your daily life? 

2017 2018*

77.8%       N/A It helps me have more choice.

7.4%      N/A No difference at all.      

0.0%      N/A It makes me have less choice.

14.8% N/A Don't know.

*Note: Due to a clerical error, survey data for this effectiveness measure from Q 13 from the Satisfaction Survey is missing.

2017
2018
Source: Satisfaction Survey, Q 7 (2017) and Q 1 (2018). How do you feel about your social life? 

2017 2018

74.1%        51.9% I see the people I like as much as I want. It is great.

14.8%     33.3% I see the people I like sometimes. It is OK.

11.1% 14.8% I see the people I like but not enough. It could be better.

0.0% 0.0% I do not see the people I like at all. And I feel lonely.
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2017
2018
Source: Family Survey, Q 12 (2017) and Q 2 (2018). What difference does the support your family member gets from their staff 
make to their social life? 

2017 2018

73.7%       90.3% The support they receive makes it better.

15.8%      0.0% The support they receive makes no difference at all.

0.0%     0.0% The support they receive makes it worse.

10.5% 9.7% Don't know.

2017
2018
Source: Satisfaction Survey, Q 14 (2017) and Q 7 (2018). What difference does the support you get from your staff make to your 
social life? 

2017 2018

92.9%             85.2% The support I receive makes my social life better.

7.1% 11.1% The support I receive makes no difference to my social life.

0.0% 0.0% The support I receive makes my social life worse.

0.0% 3.7% Don't know.

2017
2018
Source: Family Survey, Q 3 (2017) and Q 1 (2018). How do you feel about your family member’s social life? 

2017 2018

50.0%       54.8% They see the people they like as much as they want. It is great.

40.5%      38.7% They see the people they like sometimes. It is ok.

9.5%     6.5% They see the people they like but not enough. It could be better.

0.0% 0.0% They do not see the people they like at all. And I feel they are lonely.
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EFFECTIVENESS: People have a strong sense of self-esteem
 
 
 

2017
2018
Source: Family Survey, Q 5 (2017) and Q 4 (2018). What difference does the support your family member gets from their day 
program staff make to them having friends? 

2017 2018

73.8%        76.7% The support they receive makes it better.

7.1%      10.0% The support they receive makes no difference at all.

0.0% 0.00% The support they receive makes it worse.

19.1% 13.3% Don't know.

2017
2018
Source: Satisfaction Survey, Q 10 (2017) and Q 4 (2018). What difference does the support you get from your day program staff 
make to having friends? 

2017 2018

84.6%       84.6% The support I receive makes it better.

7.7%      15.4% The support I receive makes no difference at all.      

0.0% 0.0% The support I receive makes it worse.

7.7% 0.0% Don't know.

2017
2018
Source: Satisfaction Survey, Q 23 (2017) and Q 17 (2018). How do you feel about your confidence and self esteem? 

2017 2018

50.0%               53.9% I feel as happy and confident as I want. It's great.

32.1%     19.2% I feel happy and confident enough. It's ok.

17.9% 26.9% I feel quite happy and confident. But sometimes I don't feel good about myself.

0.0% 0.0% I don't feel happy or confident at all. I often feel sad.
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2017
2018
Source: Family Survey, Q 18 (2017) and Q 16 (2018). How do you feel about your family member’s confidence and self esteem? 

2017 2018

40.5%        38.7% They are happy and confident. It's great.

29.7%      41.9% They are happy and confident enough. It's ok.

29.7%     19.4% They are quite happy and confident. But sometimes they are sad.

0.0% 0.0% They aren't happy or confident at all. They are often sad.

2017
2018
Source: Family Survey, Q 19 (2017) and Q 17 (2018). What difference does the support your family member gets from their day 
program make to their confidence and self esteem? 

2017 2018

81.6%       76.7% The support they receive helps their confidence and self esteem.

13.2%      10.0% The support they receive makes no difference at all to confidence and self esteem.

0.0%     0.0% The support they receive makes their confidence and self esteem worse.

5.3% 13.3% Don't know.

2017
2018
Source: Satisfaction Survey, Q 24 (2017) and Q 18 (2018). What difference does the support you get from your day program staff 
make to your confidence and self esteem?  

2017 2018

96.4%       88.46% The support I receive makes it better.

3.6% 7.69% The support I receive makes no difference at all.

0.0% 2.85% The support I receive makes it worse.

0.0% 2.85% Don't know.
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EFFECTIVENESS: People feel connected and have a strong sense of belonging in the community
 
 
 

2017
2018
Source: Satisfaction Survey, Q 11 (2017) and Q 5 (2018). Do you feel part of the community? 

2017 2018

53.6%               48.0% Yes, I am involved as much as I would like to be.

28.6%     28.0% Yes, I am involved enough. It's ok.

17.9% 24.0% Yes, I am involved, but not enough. It could be better.

0.0% 0.0% No, I don't feel part of the community at all.

2017
2018
Source: Family Survey, Q 19 (2017) and Q 4 (2018). Do you feel your family member is part of the community? 

2017 2018

46.3%        58.1% Yes, they are involved as much as they would like to be.

31.7%      19.4% Yes, they are involved enough. It's ok.

17.1%     9.7% Yes, they are involved, but not enough. It could be better.

4.9% 12.9% No, I don't feel they are part of the community at all.

2017
2018
Source: Satisfaction Survey, Q 12 (2017) and Q 6 (2018). What difference does the support you get from your day program staff 
make to how involved you are in the community?  

2017 2018

85.7%                80.8% The support I receive helps me be more involved in the community.

14.3%     11.5% The support I receive makes no difference at all.

0.0% 0.0% The support I receive makes me less involved in the community.

0.0% 7.7% Don't know.
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2017
2018
Source: Family Survey, Q 7 (2017) and Q 5 (2018). What difference does the support they get from their day program staff make to 
how involved they are with the community? 

2017 2018

82.5%        70.0% The support they receive helps them feel more involved.

2.5%      6.7% The support they receive makes no difference at all.

2.5%     3.3% The support they receive makes them feel less involved

12.5% 20.0% Don't know.

2017
2018
Source: Satisfaction Survey, Q 15 (2017) and Q 9 (2018). Have you been an active citizen in your community this year? 

2017* 2018**

11.1%       N/A Yes, I participate in training.

7.4% N/A Yes, I got an education.

14.8% N/A Yes, I have paid work.

51.8% N/A Yes, I volunteer.

44.4% N/A Yes, I vote.

11.1% N/A Other (Please describ e in comment section).

18.5% N/A No.

*Note: 2017 results cannot be tabulated into a bar graph because participants had the option to choose more than 1 response.
**Note: Due to a clerical error, survey data for this effectiveness measure from Q 9 from the Satisfaction Survey is missing.
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EFFECTIVENESS: People are invested in their physical, health, fitness and safety
 
 
 

2017
2018
Source: Family Survey, Q 10 (2017) and Q 8 (2018). Is your family member an active citizen in their community? 

2017* 2018*

5.0%        13.3% Yes, they participate in training

5.0%      10.0% Yes, they are getting an education

10.0%     10.0% Yes, they have paid work

37.5% 36.7% Yes, they are volunteering

20.0% 16.7% Yes, they vote

25.0% 13.3% Other (Please describe in comment section)

25.0%   33.3% None of the above

*Note: 2017 and 2018 results cannot be tabulated into a bar graph because participants had the option to choose more than 1 response.

2017
2018
Source: Satisfaction Survey, Q 21 (2017) and Q 15 (2018). How do you feel about your physical health? 

2017 2018*

48.2%        N/A I feel healthy. It's great.

33.3%      N/A I am healthy enough. It's ok.

14.8%     N/A I am quite healthy. But they could be healthier.

3.7% N/A I am not healthy at all. It's bad.

*Note: Due to a clerical error, survey data for this effectiveness measure from Q 15 from the Satisfaction Survey is missing.
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2017
2018
Source: Satisfaction Survey, Q 16 (2017) and Q 14 (2018). How do you feel about your family member’s physical health? 

2017 2018

33.3%       38.7% They feel healthy. It's great.

41.0%      38.7% They are healthy enough. It's ok.

25.6% 9.7% They are quite healthy. But they could be healthier.

0.0% 12.9% They aren't healthy at all. It's bad.

2017
2018
Source: Satisfaction Survey, Q 22 (2017) and Q 16 (2018). What difference does the support you get from your day program staff 
make to your physical health? 

2017 2018*

74.1%   N/A The support I receive makes it better.

18.5%      N/A The support I receive makes no difference at all.

0.0%     N/A The support I receive makes it worse.

7.4% N/A Don't know.

*Note: Due to a clerical error, survey data for this effectiveness measure from Q 16 from the Satisfaction Survey is missing.

2017
2018
Source: Satisfaction Survey, Q 17 (2017) and Q 15 (2018). What difference does the support your family member gets from their 
day program staff make to their physical health? 

2017 2018

79.5%        80.7% The support they receive makes it better.

15.4%          9.7% The support they receive makes no difference at all.

0.0%      0.0% The support they receive makes it worse.

5.1% 9.7% Don't know.
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2017
2018
Source: Satisfaction Survey, Q 25 (2017) and Q 19 (2018). Are you satisfied with the services you receive from the day program at 
BACI? 

2017 2018

71.43% 61.5% I am very satisfied. It is great.

17.86% 23.1% I am satisfied. It is ok.

10.71% 15.4% I am somewhat satisfied. It could be better.

0.0% 0.0% I am not satisfied.

SATISFACTION

2017
2018
Source: Satisfaction Survey, Q 20 (2017) and Q 18 (2018). Are you satisfied with the services your family member receives from the 
day program at BACI? 

2017 2018

59.5%      54.8% I am very satisfied. It is great.

24.3%        22.6% I am satisfied. It is ok.

10.8%      19.4% I am somewhat satisfied. It could be better.

5.4% 3.2% I am not satisfied.

2017
2018
Source: Satisfaction Survey, Measured. 104 Surveys were sent out to Persons Served and 27 were completed. 
 

2017 2018

27.0% 26.0% People in community inclusion who completed the survey.

73.0% 74.0% People in community inclusion 1 who did not completed the survey

SURVEY RETURN RATE
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2017
2018
Source: Family Satisfaction Survey, Measured. 91 Surveys were sent out to families and 32 were completed.  
 

2017 2018

48.0% 35.0% Families of people in community inclusion who completed the survey.

52.0% 65.0% Families of people in community inclusion who did not completed the survey.

Things to Consider

This is the second year that CI sent out a survey only to individuals and families supported through COSC 2-10 
and the Total Access program. This is the first year that we have comparative data to 2017. 

Overall, feedback on our Satisfaction Surveys continues to be positive, with many outcomes targets achieved. 
Like last year, we sent the surveys out in both paper and electronic formats. To increase survey response rates 
this year, we sent our surveys out before other departments. This unfortunately did not have the impact we 
had hoped, as our return rate on surveys was still below our 40% target for families and people served. We will 
consider alternative ways to encourage participation in the Satisfaction Survey for next year. 
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About Home and Community Services
 
BACI has 15  staffed resourced homes in which there are two to five people living together. These homes are  
located throughout the Lower Mainland.

Objectives 
 
Through person centred practices people served will be supported to:

•	 Identify and share their personal expectations for the life they desire

•	 Create and experience a comfortable home life

•	 Build and maintain lasting relationships

•	 Contribute in meaningful ways in community

•	 Maintain and increase their personal health and safety

•	 Identify and pursue opportunities for personal growth and development

•	 Increase personal empowerment and self-determination 

 
Demographics of Individuals Served
 
The following data includes respite individuals as well as people receiving day services attached to homes. This 
accounts for the extra 10 people represented in the Number of Individuals Receiving Service column.

Comparison of Age for Individuals Supported in Home and Community Services 

AGE (IN 
YEARS)

RESIDENTIAL 
ONLY

RESPITE AT CUMBERLAND, DAY IN RESIDENCE AT CUMBERLAND AND 
OAKLAND AND OUTREACH SUPPORT WITH EAST VAN

0-5 0 0

6-18 0 0

19-40 13 20

41-64 28 31

65-79 4 4

80+ 0 0

Total 45 55
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Comparison of Gender for Individuals Supported in Home and Community Services 

GENDER RESIDENTIAL 
ONLY

RESPITE AT CUMBERLAND, DAY IN RESIDENCE AT CUMBERLAND 
AND OAKLAND AND OUTREACH SUPPORT WITH EAST VAN

Identifies as 
Female 14 14

Identifies as Male 31 41

Identifies as Other 0 0

Total 45 55

 
Comparison of Cultural Heritage for Individuals Supported in Home and Community Services 

CULTURAL 
HERITAGE

RESIDENTIAL 
ONLY

RESPITE AT CUMBERLAND, DAY IN RESIDENCE AT CUMBERLAND 
AND OAKLAND AND OUTREACH SUPPORT WITH EAST VAN

African Canadian 0 0

Caucasian 28 32

Chinese 6 6

Filipino 0 2

First Nations 3 3

French 2 2

Italian 3 4

Japanese 0 0

Korean 0 0

Other 1 2

Polish 0 0

Portuguese 1 2

Russian 0 0

South Asian 1 2

Vietnamese 0 0

Total 45 55
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Performance Goals

 

Data Analysis 
 
Highlights and Follow-up from Recommendations for 2018 

•	 2018 saw a reduction in the number of formal annual planning meetings held. (2017-93% vs 2018- 
80%)

•	 With an aging population and health care crises on the rise, this has led to an opportunity for 
impromptu planning. Significant life changes are opportunities to check in around what’s working 
and around routines and schedules, and what will need to be temporarily or permanently adjusted. 
IIn the future, planning will need to be more organic, reflecting this shifting landscape. 

•	 Health care changes continue to challenge us to adapt and modify spaces and supports for people. 
People have experienced an increase in health concerns- e.g. falls resulting in injuries (broken 
limbs); changes in mobility requiring the use of walkers, wheelchairs, ramps and other access 
equipment.

•	 These changes occur most often in crisis. We need to be able to respond quickly. Our commitment is 
to supporting people to age in place. This should include planning in advance but life doesn’t always 
allow for this. Teams have needed to respond quickly to changing needs. The necessary skillset 
of teams is changing, as resident needs change. Staff require training/skills in the area of lifts/
transfers, personal care, etc.

•	 More people are requiring the development of Health Care Plans. These are created in collaboration 

with Community nurses, Occupational therapists, Physiotherapists, Dietitians  and Doctors. 

•	 It was noted that families and friends may not be in the loop about what is working well for their 
family member. It is important that we find effective ways to share things that are going on for 
residents. 

•	 As resident’s family members are aging and dying, we are losing histories of the folks- now may be 
an opportunity to invite/interview and share histories with family, capturing this valuable information 
in meaningful ways for people- albums, videos, storytelling - while creating relationships that could 
bridge this gap. 

•	 The Co-managerial model continues to work well (2 managers overseeing 16 homes). Two new 
supervisors and one coordinator were hired this year. 

100%  (10/10) of 
individuals who moved 
around residential had 
transition plans.

80% (36/45) residents 
had planning meetings 
held this year.

Met target of maintaining 
full capacity (100% was 
maintained in 2017)

Met target of new 
referrals to residential 
moving into their homes 
within 4-6 weeks

100% 
EFFICIENCY

100% 
ACCESS



49BACI 2018 OUTCOMES REPORT

ADULT AND YOUTH SERVICES: HOME AND COMMUNITY SERVICES

•	 Leaders have been supported in developing facilitation skills around planning and team work this 
past year. Closer bonds between supervisors have been important in the successful transitions of 
the 10 people who moved around residential this year. 

•	 This strengthening of the team as a whole will continue to be at the heart of our future work- 
building smaller groups of homes, where we can develop and work on strategies that will support 
staff retention, improving quality of supports and in turn quality of life for the residents. 

•	 The cross pollination of teams through working more closely together will help the department be 
more responsive to changing health care needs. 

•	 The remix within the residential homes continues. 

•	 The residents who moved in 2017 are settled in their homes and doing well. 

•	 This past year two people moved into residential homes from Lifesharing, due to changes in their 
support needs. Eight people changed homes- some in preparations for a new housing development, 
others to homes where individual needs could be better supported. Transitioning residents were 
supported with transition plans, key training with professionals and introductions provided by 
families, networks and old teams.

•	 Respite continues at one home, with the addition of one long term stay happening. 

•	 Two residents passed away this year after serious illnesses. 

•	 Family and friends were happy that their loved one’s choices are being heard and honoured 
around community presence; that they were experiencing a life shared with friends and are being 
empowered to make decisions.  

•	 Service evaluations took place this fall, with Quality Assurance in the lead. It was noted that 
Individuals Support binders were up to date and showed a good understanding of who residents are. 
Homes were in good shape and were decorated to reflect the tastes of the residents. Continued work 
is necessary to deepen how we plan with people to help them share and achieve their goals.  
 

Goals and Recommendations for 2019

•	 Working with other adult service managers and BACI Quality Assurance, develop new planning 
documentation that can take advantage of planning around crises/changes as a way to check in with 
people and family.  

•	 Work with families/networks/long time staff to capture/gather people’s histories through interviews, 
photos/albums, videos. Families are aging and this valuable information may be lost. 

•	 Find creative ways to share what is positive that is going on in people’s lives with families and 
networks

•	 Continue to provide learning opportunities for teams around changes- supported decision making, 
aging issues, mobility changes, medical advocacy, etc. 

•	 Provide individuals, families and networks opportunities to plan around aging care, end of life care, 
etc.
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Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY HOME AND COMMUNITY SERVICES

   DATA FROM FAMILY MEMBERS

 
EFFECTIVENESS: People served identify and share their personal expectations for the life they desire
 
 
 

2017
2018
Source: Satisfaction Survey, Q15 (2017 and 2018). What difference does the support you get from your staff make to how you spend 
your time? 

2017 2018

90.0% 89.3% It makes it better.

6.7% 10.7% No difference at all.

0.0% 0.0% It makes it worse,

3.3% 0.0% Don’t know.

2017
2018
Source: Family Survey, Q11 (2017 and 2018). What difference does the support your family member gets from their staff make to 
how they spend their time?  

2017 2018     

85.7% 89.5% It makes it better.

9.5% 0.0% No difference at all.

4.8% 0.0% It makes it worse,

0.0% 10.5% Don’t know.
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2017
2018
Source: Family Survey, Q4 (2017 and 2018). Do you feel that your family member is welcomed and included as part of the home    
they live in? 

2017 2018     

78.3% 84.2% I feel they are part of the home. It’s great.

8.7% 5.3% I feel they are part of the home most of the time. It’s ok.

8.7% 10.5% I feel they are part of the home, but not enough.It could be better.

4.4% 0.0% I don’t feel they are part of the home at all.

EFFECTIVENESS: People served build and maintain lasting relationships  
 
 

EFFECTIVENESS: People served create and experience a comfortable home life 
 
 
 

2017
2018
Source: Satisfaction Survey, Q7 (2017 and 2018). Do you feel a part of your group home household? 

2017 2018

73.3 82.8% I feel part of the home. It’s great.

20.0% 10.3% I feel part of the home most of the time. It’s ok.

3.3% 6.9% I feel part of the home, but not enough.It could be better.

3.3% 0.0% I don’t feel part of the home at all.

2017
2018
Source: Satisfaction Survey, Q9 (2017 and 2018). What difference does the support you get from your group home staff make to 
your social life? 

2017 2018

89.7 100.0% It makes it better.

3.5% 0.0% No difference at all.

6.9% 0.0% It makes it worse.

0.0% 0.0% Don’t know.
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2017
2018
Source: Family Survey, Q7 (2017 and 2018). What difference does the support your family member gets from their staff make to    
them having friends? 

2017 2018     

82.6% 70.0% It makes it better.

8.7% 0.0% No difference at all.

4.4% 0.0% It makes it worse.

4.4% 30.0% Don’t know.

2017
2018
Source: Family Survey, Q6 (2017 and 2018). What difference does the support your family member gets from their staff make to   
their social life? 

2017 2018     

87.0% 85.0% It makes it better.

8.7% 0.0% No difference at all.

0.0% 0.0% It makes it worse.

4.4% 15.0% Don’t know.

2017
2018
Source: Satisfaction Survey, Q11 (2017 and 2018). What difference does the support you get from your staff make to having 
friends? 

2017 2018

76.7% 93.1% It makes it better.

13.3% 6.9% No difference at all.

6.7% 0.0% It makes it worse.

3.3% 0.0% Don’t know.
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2017
2018
Source: Family Survey, Q9 (2017 and 2018). What difference does the support they get from their staff make to how involved they    
are with the community? 

2017 2018     

78.3% 57.9% It helps them feel more involved

13.0% 31.6% No difference at all.

4.4% 5.3% It helps them  feel less involved

4.4% 5.3% Don’t know.

EFFECTIVENESS: People served maintain and increase their personal health and safety 

EFFECTIVENESS: People served contribute in meaningful ways in community  
 

2017
2018
Source: Satisfaction Survey, Q13 (2017 and 2018). What difference does the support you get from your staff make to how involved   
you are with the community? 

2017 2018

86.7% 96.6% It helps me feel more involved

6.7% 3.5% No difference at all.

0.0% 0.0% It helps me feel less involved

6.7% 0.0% Don’t know.

2017
2018
Source: Satisfaction Survey, Q20 (2017 and 2018). What difference does the support you get from your staff make to your physical   
health? 

2017 2018

96.6 96.3% It makes it better.

3.4% 3.7% No difference at all.

0.0% 0.0% It makes it worse.

0.0% 0.0% Don’t know.
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2017
2018
Source: Family Survey, Q18 (2017 and 2018). What difference does the support your family member gets from their staff make to    
their emotional health? 
 

2017 2018     

72.3% 77.8% It makes it better.

9.1% 5.6% No difference at all.

4.6% 0.0% It makes it worse.

14.0% 16.7% Don’t know.

2017
2018
Source: Satisfaction Survey, Q22 (2017 and 2018). What difference does the support you get from your staff make to your     
emotional health? 

2017 2018

93.1% 85.2% It makes it better.

3.5% 7.4% No difference at all.

0.0% 3.7% It makes it worse.

3.5% 3.7% Don’t know.

2017
2018
Source: Family Survey, Q16 (2017 and 2018). What difference does the support your family member gets from their staff make to    
their physical health?

2017 2018     

90.9% 77.8% It makes it better.

4.6% 0.0% No difference at all.

0.0% 5.6% It makes it worse.

4.6% 16.7% Don’t know.
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EFFECTIVENESS: People served identify and pursue opportunities for personal growth and development 
 

2017
2018
Source: Family Survey, Q12 (2017 and 2018). Is your family member currently taking part in any training, education, paid work or       
volunteering? 

2017 2018     

16.7% 0.0% Yes, training.

0.0% 0.0% Yes, education.

16.7% 25.0% Yes, paid work.

66.7% 75.0% Yes, volunteering.

16.7 23.0% Yes, vote

2017
2018
Source: Satisfaction Survey, Q16 (2017 and 2018). Are you currently taking part in any training, education, paid work or 
volunteering? 

2017 2018

33.3 11.8% Yes, I am taking some training.

9.5% 5.9% Yes, I’m getting an education.

4.8% 17.7% Yes, I have paid work.

28.6% 52.9% Yes, I am volunteering.

33.3% 21.2% Yes, I vote

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer
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2017
2018
Source: Family Survey, Q14 (2017 and 2018). What difference does the support your family member gets from their staff make to  
the choice they have in their daily life? 

2017 2018     

81.8% 88.2% It makes them have more choice.

9.1% 5.9% No difference at all.

4.6% 0.0% It makes them have less choice.

4.6% 5.9% Don’t know.

EFFECTIVENESS: People served increase personal empowerment and self-determination 

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer2017
2018
Source: Satisfaction Survey, Q18 (2017 and 2018). What difference does the support you get from your group home staff make to 
make choices in your daily life?

2017 2018

93.3% 89.3% It makes me have more choice.

3.3% 7.1% No difference at all.

0.0% 0.0% It makes me have less choice.

3.3% 3.6% Don’t know.

2017
2018
Source: Satisfaction Survey, Q 23 (2017 and 2018). Are you satisfied with the services you receive from your group home? 

2017 2018

89.0% 75.0% Very Satisfied

11.0% 14.3% Satisfied

0.0% 7.1% Somewhat Satisfied

0.0% 3.6% Not Satisfied

SATISFACTION
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2017
2018
Source: Family Satisfaction Survey, Measured. 34 Surveys were sent out to families and 20 were completed.  
 

2017 2018

66.0% 59.0% Familes of people in Home and Community who completed the survey.

34.0% 41.0% Families of people in Home and Community who did not completed the survey.

2017
2018
Source: Family Satisfaction Survey, Q 19 (2017 and 2018). Are you satisfied with the services your family member receives from 
their group home? 
 

2017 2018

77.0% 68.4% Very Satisfied

23.0% 15.8% Satisfied

0.0% 15.8% Somewhat Satisfied

2017
2018
Source: Satisfaction Survey, Measured. 45 Surveys were sent out to Persons Served and 29 were completed. 
 

2017 2018

62.0% 64.0% People in Home and Community who completed the survey.

38.0% 36.0% People in Home and Community who did not complete the survey.

SURVEY RETURN RATE
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About Life Sharing
 
Life Sharing is a flexible residential option where a person with disabilities, their family, BACI and a contractor 
commit to being in a relationship. Each of the members has a role to play in the relationship, and each brings 
their own set of hopes, dreams, and expectations. 

While every Life Sharing relationship is unique, there are some hopes and expectations that are common, such 
as the hope of a good life lived with purpose and the expectation to be treated and supported with respect. 

At the end of 2017, the LSN Department was supporting 154 people in Life Sharing.  Over the course of 2018, 
the LSN Department supported a total of 163 people, with 158 remaining at the end of the year. 

Objectives 
 

•	 People live in their desired living situations as defined by them.

•	 People are growing, learning and thriving. 

•	 People are connected and have a strong sense of belonging in the community. 

•	 People have relationships that are meaningful; they have unpaid support networks. 

•	 People feel confident and valued; they are contributing citizens in their communities.

 
Demographics of Individuals Served

 
Comparison of Age for Individuals Supported in Life Sharing Services  

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

0-5 0

6-18 0

19-40 75

41-64 75

65+ 13

Undisclosed 0

Total 163
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Comparison of Gender for Individuals Supported in Life Sharing Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 64

Identifies as Male 99

Identifies as Other 0

Total 163

 
Comparison of Cultural Heritage for Individuals Supported in Lifesharing Services 

CULTURAL HERITAGE* NUMBER OF INDIVIDUALS RECEIVING SERVICE

African Canadian 6

Caucasian 105

Chinese 12

Filipino 2

First Nations 19

German 2

Italian 4

Jamaican 1

Japanese 3

Portuguese 3

South Asian 5

Vietnamese 1

Total 163
 
*May not be captured by Infant Development Program, AHA & Education Centre 
 

Performance Goals

 
100% of contractors 
met qualification 
requirements.100% also 
met the requirements 
 in 2017.

98% (156/161) of 
planning meetings were 
completed in 2018. 88% 
were completed in 2017. 

96% (154/161) of 
monitoring tools were 
completed in 2018. 88% 
were completed in 2017.

1189 home & community 
visits were completed 
over 2018. 980 home and 
community visit were 
done in 2017. 
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Data Analysis

Highlights and Follow-up from Recommendations for 2018 

LSN will move into a new office, providing the Managers with adequate working space and a meeting room.  

•	 LSN moved to a new office space that had the adequate space and a meeting room and for the 7 
LSN Managers to work. The new office space is located at 190 – 6450 Roberts Street, Burnaby at the 
Sperling Plaza.  
 

Training with the LSN Contractors: the importance of documentation, including CIR Reporting; network 
building – how to support folks to have deeper more meaningful relationships; Vinge Nursing – reviewing 
changing Health Care needs, and; Rights training – how to support people to know and exercise their rights.   

•	 The Life Sharing Department hosted two workshops. One was led by Shelley Nessman on the 
importance of developing relationships, and the other was a Real Talk event with two different 
sessions – one focused on contractors supporting people served with healthy intimate relationships 
and the second session was for the people supported.  

Training with the people supported in Life Sharing such as: Rights training, network building and 
relationship strengthening.  

•	 In July, we provided training to the people supported in Life Sharing such as: Rights training, Health 
and Safety, Accessibility and Diversity, Technology, and Social Research and Development.  
 

Introduction to My Compass – a new planning tool and a way to strengthen networks.  

•	 The LSN Department did a small pilot project with a planning tool called My Compass. This project is 
still in the works. 

 
 
We will hold an event at a local park for the folks we support and their families and the contracts. This 
BBQ will be a combined social event and an opportunity to introduce people to Life Sharing who may be 
interested in finding out more about this way of life and what it involves. We will invite the contractors to 
bring a friend. 

•	 We hosted our annual BBQ in August for the folks we support, their families, and the contractors. 
This BBQ was a combined social event and an opportunity to introduce new potential contractors. 
From this event, we hired two new contractors. 
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The Life Sharing department will add content and properly launch their website. Also, once the new BACI 
website is up and running we will ensure there is a link for people to get onto the Life Sharing website.  

•	 The Life Sharing Department launched their website at the beginning of 2018. 
 
 

The Life Sharing Department will move all of their contractor files over to ADP Workforce. 

•	 The Life Sharing Department moved all of the financial contracts over to ADP and we are slowly 
moving over the HR files for the contractors. 

 
 
In March 2018, the Life Sharing Managers will spend a day together developing their Action Plan for the 
year.  

•	 In March, the Life Sharing Managers spent a day together developing their action plan for the year 
and updating all of their forms and documents. 

 
 
The Life Sharing Department will create a recruitment plan, as finding qualified potential contractors 
continues to be a major struggle.  

•	 This is an ongoing area that needs attention. This year we held an event for potential contractors to 
attend and learn more about Life Sharing. One of the LSN Managers took on an administration role 
dealing specifically with advertising and the intake of new contractors.  
 

Goals and Recommendations for 2019

The complexities of relationships showed up as a strong theme for 2019.  Relationships are a multi-
dimensional piece of a person’s life that is constantly changing. The LSN Department is committed to 
investigating where we can support people around their relationships and explore further what is meaningful 
to the person, where the gaps are, and how people experience being, becoming and belonging.

•	 The Life Sharing Department will lead a session on citizenship and rights at the Self-Advocates 
Training in the Spring. The data showed that there was a gap in some peoples’ understanding of what 
it means to truly be a citizen. 

•	 The Life Sharing Department will create a recruitment plan, as finding qualified potential contractors 
continues to be a major struggle.  

•	 The ADP/HR system has been put in place and will be used to hold contractors’ information. The LSN 
team will enter all the information to the HR system this year.  

•	 The LSN department will host more gatherings to provide opportunities for networking and 
socializing.   
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•	 Service Evaluations will take place for the first time in LSN.  The team will review best practices in 
preparation for the Service Evaluation and implement any recommendations made by BACI’s Quality 
Assurance team. 
 

Impact Measured Through Qualitative Evaluation
 
This is the fifth year that Life Sharing has completed Impact Evaluations – an in-depth and personalized 
interview with persons served and conducted by their Life Sharing Manager. Over the period of two months, 
the LSN Managers met with a total of 38 of the people supported (23% were interviewed). The individuals 
interviewed used a variety of communication styles and methods. The team spent time working with a designer 
to create tools to assist with communication and to ensure better understanding of the interview questions. 
These tools included a variety of plain language questions to choose from, picture symbols that corresponded 
with the questions, and a board game. Twenty-four interviews were completed via the traditional way and 14 
interviews were completed using prompts/ tools and, in a couple of cases, with a trusted person at their side. 
 
The team ensured that a diverse cross-section of individuals were selected for interviews – i.e. unique 
arrangements and needs ranging from involved medical supports, complex personal or social needs, PSI, 
people living in their own suite, as well as some in a room in the common space of  a home. Some of the people 
receive other services and some have wrap-around service where the contractor is responsible for their day 
services or employment supports. 

Please find the LSN Impact Evaluation Survey Questions — and their corresponding findings — below:  

1. What have you learned is most important to you about where you live and who you live with? How 
has this affected where you spend your time and who you spend your time with? (Outcome 1 – 
know > believe)  
 
People spoke about the importance of their relationships, especially their relationships with the 
LSN families. They spoke about the importance of having the support and trust of those they live 
with and how this enriches their lives. Some people interviewed expressed a desire to have more 
opportunities to see their friends or develop deeper friendships, stating things like, “I only get to see 
my friends at day program,” while others were quite happy with how often they saw their friends. 
People expressed being proud of having their own space and how important their private space was 
to them. They said that the location of the homes was important to them and it provided them with 
more opportunities.  
 
“I like where I live, it is a nice apartment and I like and get along with my roommate.” 
 
“I can have privacy and watch the movies that I want to.”  
 
“I like my room, I decorated it, it’s important.” 
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When theming, we grouped Questions 2 and 3 together.  

2. What have you learned about yourself since living in Life Sharing? How do you see yourself 
differently now? (Outcome 2 – know > believe) 

3. What has been one of your most important accomplishments this year? What has been one of your 
most difficult things you have had to learn this year? How have these things shaped (impacted /
changed formed) who you are today? (Outcome 2 – do > become) 
 
People expressed that having support and routines to follow was a good thing and it made them 
feel safe and comfortable. They said that the support they receive impacts their quality of life in a 
positive way and has led to the creation of a trusting bond between themselves and their Life Sharing 
support. They recognize the importance of having their basic needs met, good food, assistance 
with organization and planning, attention to health, and support with their relationships which are 
sometimes complex. People voiced a desire to grow further, try new things, get jobs, and go to 
school. Some said they felt more comfortable trying new things in partnership with their Life Sharing 
supports. They were looking for companionship and expressed it was easier to try new things with a 
person they trust. Some expressed feeling lucky to be chosen to live in a home share.  
 
“Without my caregivers’ encouragement, I would be in my room playing video games.” 
 
“I like the fact that I have a family now.”   
 
“Before I moved into home share I didn’t trust people and later I understood that I needed to 
change.”  
 
“The people I live with care about me.”  
 
“I have learned that I can learn.” 
 

4.  In what ways have you felt supported by your LSN provider? How has this support changed how 
you feel about yourself and what you can do? (Outcome 1 – know > believe) 
 
People interviewed expressed that the trust they have with their LSN provider brings comfort, a 
sense of reliability, and compassion. They stated that maintaining their health is important and 
that they receive the support they need to be healthy. Many of them said that they didn’t have this 
opportunity before coming into home share. People were happy that they were able to dictate the 
amount of support they needed – that they have self-directed supports. “I get what I need, no more 
or less.” 
 
“My caregiver takes care of me, she’ll take my call and stay with me until I’m calm again.”  
 
“My caregiver helps me with job offers, helps me to get ready for interviews.” 
 
“Her help gives me more time for the things I like to do.”  
 
“I don’t leave dialysis early anymore. I stay for the whole time.” 
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When theming, we grouped Questions 5 and 6 together.  

5. What new things has your Life Sharing Provider encouraged you to do in the community by 
yourself or with others? How has this changed what you do in your free time? (Outcome 3 – do > 
become)  

6. When do you feel like you belong in your community? How does that impact (make you) the kind of 
person you are becoming now? (Outcomes 3/5 – feel >love) 
 
People expressed the ongoing challenges they had budgeting. For example, saving for larger items 
or trips versus having the little things they enjoy that bring them comfort on a daily basis.  They can 
only do certain activities if their caregivers or family pay out of pocket as they cannot afford to pay for 
these things themselves. Again, people expressed the importance of partnership. They stated they 
were more willing to go out and try something new when they are doing activities with people they 
enjoy to be around.  
 
Most people interviewed shared that because of living in a Life Sharing arrangement, they were 
exposed to new people, experiences, foods, and opportunities. A few people expressed a desire for 
more. Some of the factors listed by the individuals that hold them back from fully contributing in 
their communities were: budget, lack of support, lack of or quality of relationships e.g. “my friends 
are too busy,” living in the wrong location (e.g. city, neighborhood), and a lack of independence. 
People communicated that there was safety and comfort in routine. They expressed that they are 
happy to have the opportunity to do more, but at the same time, it is important to continue with their 
routines.  
 
“I’m saving up for a trip which has me excited” … “I love going to Starbucks.”  
 
“I didn’t try anything new this year. I like sticking with my familiar things.”  
 
“I do more things that I like because my roommate loves me, they pay attention to me.”  
 
“She is my memory, she keeps me organized.” 
 

7. What do you do to give back to your community? How has this made you feel about yourself? How 
have you become more of a role model? (Outcomes 3/5 – do > become) 
 
This was the most challenging question for people to answer. They all seemed to have a different 
understanding of citizenship and contribution. Those who are active, volunteer, vote, work, and 
belong to community groups all felt pleased with themselves and what they add to their little corner 
of the world. The say that it wasn’t always easy, but through trying new things, making mistakes, as 
well as persevering, they found a place for themselves to contribute in a real way. They expressed 
feelings of pride, status, and a place in the community.  
 
A portion of people surveyed voiced that they weren’t interested in giving back or doing more. They 
were satisfied with things as they were. Some mentioned small acts of kindness such as opening a 
door for people as their contribution, and a couple expressed that they felt people should be helping 
them and were not interested in reciprocity.  
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“I feel good that I can help people in the community when I volunteer.” 
 
“I voted in the last election” …” I volunteer at Special Olympics, helping other people learn how to 
help with set up and clean-up.”  
“I have enough on my plate.” 
 
“I’ve given people food, money, helped them survive.”  
 

When theming, we grouped Questions 8 and 9 together.  

8. Can you describe some of the times you have felt best about your friends since living in Life 
Sharing? When did you feel bad about your friends? What helped you stay close to (connected with) 
your friends even when things were difficult? (Outcome 4 – feel > love) 

9. In what ways have you felt most supported by your friends? In what ways have you felt let down 
by your friends? How has this experience made you more connected to the people you care about? 
(Outcome- 4 – feel > love) 
 
Several people expressed a lack of opportunity and know-how to make and keep friends on their 
own. It was a challenge for many people to express the quality of their relationships, what they do 
for their friends, and what their friends do for them. There was a group who shared that they had 
good friends and had nothing negative to say about their relationships. People communicated that 
there was one person in their relationship who takes the lead – the organizer. Some people have 
friendships where they are the driving force, whereas some people don’t know how to be the driver 
and rely on others to foster their relationships.  
 
Again, budgets are a factor that came up and can hinder their ability to hang out with their friends. 
Some friends have money and some do not. Also, there was a general lack of understanding around 
social skills – calling friends too often, crossing a line, and not understanding boundaries.  
 
Many people interviewed said that they relied on their Life Sharing support to stay organized and 
help with daily routine. They really appreciated this support as it allowed them time for socializing 
and other things they enjoy. 
 
“My friends are understanding of me, they accept me” …” I am there for them when they need me.”  
 
“Relationships can be difficult, sometimes people are not compatible.” 
 
“I only see my friends at day program,” “my friends are too busy, I guess.”  
 
“I broke up with my friends, it was the right choice. The experience made me more observant and I 
learned from my mistakes.” 
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Themes 
 
 
 
 
 
 
 
 
 
 

Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY LSN SERVICES

   DATA FROM FAMILY MEMBERS

 
EFFECTIVENESS: People live in their desired situations as designed by them
 
 
 

Securing and maintaining basic wants and needs and being able to direct one’s own supports 
provides people with a richer life.

People are becoming more aware of what they want, how to achieve it, and feel proud of their 
accomplishments.

When there is a strong LSN match – including a comfortable home, the right location, a 
respectful, trusting, relationship and security/stability – opportunities and experiences are 
presented and appreciated. 

Most people are content with their contribution. Routine can lead to a sense of comfort and a 
feeling of safety, but it can limit the opportunity for growth and development.

Initiating and maintaining relationships is complex and, for many, it often requires someone to 
take the lead. 

1

2

3

4

5

2017
2018
Source: Satisfaction Survey, Q7 (2017) Q6 (2018). Do you feel part of the LSN Provider’s family or household? 

2017 2018

85.5% 86.6% I feel part of the family. It’s great.

11.3% 7.7% I feel part of the family most of the time. It’s ok.

0.0% 3.9% I feel part of the family, but not enough. It could be better.

3.2% 1.90% I don’t feel part of the family at all.
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2017
2018
Source: Family Satisfaction Survey, Q 13 (2017) Q 13 (2018). How do you feel about the degree of choices your family member has 
in their daily life?   

2017 2018

55.6% 68.4% They have as much choice as I want. It’s great.

41.7% 29.0% They have enough choice. It’s ok.

2.8% 2.6% They have some choice. But I would like more.

0.0% 0.0% They have no choice. It’s bad.

2017
2018
Source: Family Satisfaction Survey, Q 4 (2017) Q 4 (2018). Do you feel your family member is welcomed and included as part of the 
LSN Provider’s household? 

2017 2018

86.1% 87.2% I feel they are part of the family. It’s great.

11.1% 7.7% I feel they are part of the family most of the time. It’s ok.

2.8% 5.1% I feel they are part of the family, but not enough. It could be better.

0.0% 0.0% I don’t feel they are part of the family at all.

2017
2018
Source: Satisfaction Survey, Q 17 (2017) Q 16 (2018). How do you feel about your choices in your daily life?  

2017 2018

70.7% 73.8% I have as much choice as I want. It’s great.

20.7% 23.4% I have enough choice. It’s ok.

8.6% 2.8% I have some choice. But I would like more.

0.0% 0.0% I have no choice. It’s bad.
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2017
2018
Source: Family Satisfaction Survey, Q 14 (2017) Q 14 (2018). What difference does the support of the LSN Provider make to your 
family members ability to make choices in their daily life?  

2017 2018

94.4% 91.9% The Life Sharing provider helps them have more choice.

2.8% 2.7% The Life Sharing provider makes no difference at all.

0.0% 0.0% The Life Sharing provider makes them have less choice.

2.8% 5.4% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 18 (2017) Q 17 (2018). What difference does the support you get from your LSN Provider make in 
exploring all the choices you have in your daily life?  

2017 2018

88.5% 92.3% Their support helps me have more choice.

3.3% 3.9% Their support makes no difference at all.

1.6% 0.0% Their support makes me have less choice.

6.6% 3.9% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 14 (2017) Q 13 (2018). How do you feel about the way you spend your time?  

2017 2018

85.0% 67.9% I spend my time how I want. It is great.

8.3% 22.7% I do enough of the things I like. It is OK.

6.7% 9.5% I do some of the things I like. But I would like to do more.

0.0% 0.0% I do not do the things I like. It is really bad.

EFFECTIVENESS: People are growing, learning and thriving. 
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2017
2018
Source: Family Satisfaction Survey, Q 11 (2017) Q 11 (2018). What difference does the support your family member receives from 
their LSN Provider make to how they spend their time? 
 

2017 2018

97.2% 97.5% The support they receive makes it better.

0.0% 2.6% The support they receive makes no difference at all.

0.0% 0.0% The support they receive makes it worse.

2.8% 0.0% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 15 (2017) Q 14 (2018). What difference does the support of the LSN Provider make to how you spend 
your time?   

2017 2018

86.7% 84.6% My Life Sharing provider makes it better.

11.5% 7.7% My Life Sharing provider makes no difference at all.

0.0% 0.0% My Life Sharing provider makes it worse.

1.6% 7.7% I don’t know.

2017
2018
Source: Family Satisfaction Survey, Q 10 (2017) Q 10 (2018). How do you feel about the way your family member spends their time?   

2017 2018

50.0% 64.1% They spend their time how they want. It is great.

50.0% 25.7% They do enough of the things they like. It is OK.

0.0% 7.7% They do some of the things they like. But they would like to do more.

0.0% 2.6% They do not do the things they like. It is really bad.
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2017
2018
Source: Family Satisfaction Survey, Q 15 (2017) Q 15 (2018). How do you feel about your family member’s physical health? 

2017 2018

44.4% 50.0% They feel healthy. It’s great.

38.9% 15.8% They are healthy enough. It’s ok.

11.1% 26.3% They are quite healthy. But they could be healthier.

5.6% 7.9% They aren’t healthy at all. It’s bad.

2017
2018
Source: Satisfaction Survey, Q 19 (2017) Q 18 (2018). How do you feel about your physical health?  

2017 2018

47.5% 51.0% I feel as healthy as I want. It’s great.

31.2% 26.4% I feel healthy enough. It’s ok.

21.3% 20.8% I feel quite healthy. But I could be healthier.

0.0% 1.9% I don’t feel healthy at all. It’s bad.

2017
2018
Source: Satisfaction Survey, Q 21 (2017) Q 19 (2018). What difference does the support you receive from the LSN Provider make to 
your physical health?  
 

2017 2018

95.0% 92.0% Their support makes it better.

4.9% 6.0% Their support makes no difference at all.

0.0% 0.0% Their support makes it worse.

0.0% 2.0% I don’t know.
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2017
2018
Source: Family Satisfaction Survey, Q17 (2017) Q 17 (2018). How do you feel about your family member’s emotional health?  
 

2017 2018

68.6% 76.3% I feel they are happy. It’s great. 

22.9% 15.8% I feel they are happy enough. It’s ok.

8.6% 7.9% I feel they are quite happy. But sometimes they are sad.

0.0% 0.0% I feel they aren’t happy at all. They are often sad.

2017
2018
Source: Satisfaction Survey, Q 21 (2017) Q ?? (2018). How do you feel about your emotional health?  

2017 2018     

69.0% 62.8% I feel as happy as I want. It’s great.

19.0% 21.6% I feel happy enough. It’s ok.

8.6% 13.7% I feel quite happy. But sometimes I feel sad.

3.5% 2.0% I don’t feel happy at all. I often feel sad.
 

2017
2018
Source: Family Satisfaction Survey, Q 16 (2017) Q 16 (2018). What difference does the support your family member receive from 
your Life Sharing Provider make to their physical health?  

2017 2018

91.4% 97.4% The Life Sharing provider makes it better.

5.7% 2.6% The Life Sharing provider makes no difference at all.

0.0% 0.0% The Life Sharing provider makes it worse.

2.9% 0.0% I don’t know.
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2017
2018
Source: Family Satisfaction Survey, Q18 (2017) Q 18 (2018). What difference does the support your family member receives make 
to their emotional life?  

2017 2018     

100% 94.8% The support they receive makes it better.

0.0% 2.7% The support they receive makes no difference at all.

0.0% 0.0% The support they receive makes it worse.

0.0% 2.6% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 22 (2017) Q 21 (2018). What difference does the support you receive from your LSN Provider make 
to your emotional life?  

2017 2018

91.8% 96.3% It makes it better.

3.3% 1.9% No difference at all.

0.0% 0.0% It makes it worse.

4.9% 1.9% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 12 (2017) Q 11 (2018). Do you feel part of the community?

2017 2018

72.1% 63.5% Yes, I am involved in as much as I would like to be.

21.3% 25.0% Yes, I am involved in enough. It’s ok.

4.9% 5.8% I am involved, but not enough. It could be better.

1.6% 5.8% I don’t feel part of the community at all.

EFFECTIVENESS: People are connected and have a strong sense of belonging in their community.
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2017
2018
Source: Family Satisfaction Survey, Q 9 (2017) Q 9 (2018). What difference does the support your family member receives from 
their life sharing provider make to how involved they are in their community?  

2017 2018     

94.4% 84.2% Their support helps them feel more involved.

5.6% 13.2% Their support makes no difference at all.

0.0% 2.7% Their support makes them feel less involved.

0.0% 0.0% I don’t know.

2017
2018
Source: Family Satisfaction Survey, Q 8 (2017) Q 8 (2018). Do you feel your family member is part of the community?  

2017 2018

77.8% 71.0% Yes, they are involved as much as they would like to be.

13.4% 23.7% Yes, they are involved enough. It’s ok.

5.6% 2.7% Yes, they are involved, but not enough. It could be better.

2.8% 2.7% No, I don’t feel they are a part of the community at all.

2017
2018
Source: Satisfaction Survey, Q 13 (2017) Q 12 (2018) What difference does the support you receive from your Life Sharing Provider 
make to how involved you are in the community?  

2017 2018     

86.9% 83.0% Their support helps me feel more involved.

8.2% 5.7% Their support makes no difference at all.

0.0% 0.0% Their support makes me feel less involved.

4.9% 11.4% I don’t know.
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2017
2018
Source: Family Satisfaction Survey, Q 5 (2017) Q 5 (2018). How do you feel about your family member’s social life?  

2017 2018

80.6% 76.4% They see the people they like as much as they want. It is great.

16.7% 18.4% They see the people they like sometimes. It is OK.

0.0% 5.3% They see the people they like but not enough. It could be better.

2.8% 0.0% They do not see the people they like at all. And I feel they are lonely.

2017
2018
Source: Satisfaction Survey, Q 9 (2017) Q 8 (2018). What difference does the support you receive from your LSN Provider make to 
your social life?  

2017 2018     

85.0% 94.4% The support I get makes it better.

8.3% 3.8% The support I get makes no difference at all.

0.0% 0.0% The support I get makes it worse.

6.7% 1.9% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 8 (2017) Q 22 (2018). How do you feel about your social life?  
 

2017 2018

70.5% 62.8% I see the people I like as much as I want. It is great.

23.0% 33.4% I see the people I like sometimes. It is OK.

6.6% 3.9% I see the people I like but not enough. It could be better.

0.0% 0.0% I do not see the people I like at all. And I feel lonely.
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2017
2018
Source: Family Satisfaction Survey, Q 7 (2017) Q 7 (2018). What difference does the Life Sharing Provider’s support make to your 
family members ability to make and maintain friends?  

2017 2018     

94.4% 92.3% Their support makes it better.

2.8% 2.6% Their support makes no difference at all.

0.0% 0.0% Their support makes it worse.

2.8% 5.2% I don’t know.

2017
2018
Source: Family Satisfaction Survey, Q 6 (2017) Q 6 (2018). What difference does the Life Sharing Provider’s support make to the 
quality of your family member’s social life?  
 

2017 2018

100% 94.9% The support they receive makes it better.

0.0% 0.0% The support they receive makes no difference at all.

0.0% 0.0% The support they receive makes it worse.

0.0% 5.1% I don’t know.

2017
2018
Source: Satisfaction Survey, Q 11 (2017) Q 10 (2018). What difference does the support you get from your Life Sharing Provider 
make to having and spending time with your friends?  

2017 2018

81.4% 86.0% My Life Sharing provider’s support makes it better.

13.6% 8.0% My Life Sharing provider’s support makes no difference at all.

0.0% 0.0% My Life Sharing provider’s support makes it worse.

5.1% 6.0% I don’t know what difference it makes.
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2017
2018
Source: Family Satisfaction Survey, Q 12 (2017) Q 12 (2018). How do you feel your family member contributes to their community? 
 

2017 2018

15.2% 18.8% They participate in training.

3.0% 6.3% They are receiving an education.

9.1% 12.5% They participate in paid work.

27.3% 37.5% They are volunteering.

15.2% 34.4% They vote.

30.3% 18.8% Other.

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer

2017
2018
Source: Satisfaction Survey, Q 19 (2017) Q 22 (2018). I am satisfied with the services provided by LSN. 

2017 2018

100.0% 100.0% Satisfied

0.0% 0.0% Not Satisfied

SATISFACTION

2017
2018
Source: Satisfaction Survey, Q 16 (2017) Q15 (2018). How are you a contributing citizen in your community? 
 

2017 2018

11.3% 23.8% I attend training.

7.8% 2.4% I am furthering my education. 

28.3% 16.7% I have paid work.

37.7% 40.5% I am volunteering.

35.9% 50.0% I vote.

34.0% 4.0% Other.

EFFECTIVENESS: People feel confident and valued; they are contributing citizens in their communities.

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer

*Results cannot be tabulated into a bar graph because participants had the option to choose more than 1 answer
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2017
2018
Source: Family Satisfaction Survey, Measured. 107 Surveys were sent out to families and 39 were completed.  
 

2017 2018

32.0% 36.0% Families of people in LSN who completed the survey.

68.0% 64.0% Families of people in LSN who did not complete the survey.

2017
2018
Source: Satisfaction Survey, Measured. 159 Surveys were sent out to Persons Served and 56 were completed. 
 

2017 2018

42.0% 35.0% People in LSN who completed the survey.

58.0% 65.0% People in LSN who did not complete the survey.

SURVEY RETURN RATE

Each LSN manager 
oversaw a caseload of 25 
people or the equivalent

95% of individuals seeking 
service moved into a Life 
Sharing arrangement 
within a maximum of 3 
months from the referral.

100% 
EFFICIENCY

95% 
ACCESS

2017
2018
Source: Family Satisfaction Survey, Q 12 (2017) Q 19 (2018). Are you satisfied with the services your family member receives from 
LSN? 
 

2017 2018

100% 97.3% Satisfied

0.0% 2.7% Not Satisfied



78BACI 2018 OUTCOMES REPORT

ADULT AND YOUTH SERVICES: OUTREACH SERVICES

About Outreach
 
Outreach Services supports 88 people in a range of living situations, including many who live independently, 
have aging families or live with home share providers. Individuals are supported to develop the skills that will 
help them to become more independent, lead more meaningful lives, and be able to more fully participate in 
their community. The hours of support per month are based on the needs and goals of each individual, but 
typically would not exceed 20 hours per month. The Outreach department is made up of those who receive 
weekly support on an ongoing basis, as well as short-term referrals who typically stay with Outreach for 3-9 
months to work toward specific goals.

Objectives 
 
People served will:

•	 Build skills to help them lead healthy, full and independent lives

•	 Learn critical life skills that will enable them to interact, contribute and work in their communities

•	 Build and maintain lasting relationships with their friends and families

•	 Drive the services they receive

 
Demographics of Individuals Served

Comparison of Age for Individuals Supported in Outreach Services  

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

0-5 0

6-18 0

19-40 59

41-64 19

65-79 10

80+ 0

Undisclosed 0

Total 88
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Comparison of Gender for Individuals Supported in Outreach Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 33

Identifies as Male 53

Identifies as Other 2

Total 88
 
 

Performance Goals

 
 
 
 
 
 
 

Highlights 

•	 44 Christmas Hampers Distributed

•	 Hosted RDSP info session attended by 20 people

•	 100+ people attended 2 Senior’s Teas

•	 $1500 in Farmer’s Market Coupons were distributed to 22 supported individuals, providing access to 

healthy fresh foods.

•	 Training attended: Understanding Brain Differences and Sensory Processing, Counselling 
Considerations for people with ASD, FASD Conference, Legal Aid Bootcamp, Cognitive Remediation 
in BC – Schizophrenia Society, Earthquake Preparedness, Harm Reduction, Foodsafe, Person-
Centered Practices, First Aid, Cornerstones.

91% of new referrals 
started service within 3 
weeks of referral.

80% (70/88) of people 
have a current plan 
(70/88)

91% of goals set in 2018 
have been achieved or 
are in progress.

100% (22/22) new 
referrals received 
information about their 
rights.

Target of Outreach 
Services maintaining at 
full occupancy (100% 
was mainted in 2017)*

100% 
EFFICIENCY
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•	 Events Held: 2 Seniors’ Teas, RDSP information session.

•	 Community Partners and Supporters: Purpose Society and Fraser Health re: substance use and 
Harm Reduction; Greater Vancouver Food Bank, BC Farmers’ Market Coupon Program, Can U Dig It 
Community Gardens, United Way of the Lower Mainland – Food Security Project; Burnaby Community 

Services; New West Seniors Service; Quest Food Distributors, and; Blue Mountain Quilters Guild. 

 
Data Analysis

Reflections on 2018 

•	 A number of trends identified in prior years are ongoing – we continued to see an increase in referrals 
with more complexity. We have seen individuals struggling with substance use and mental health 
resulting in hospitalizations. The challenge in finding appropriate community-based mental health 
and substance use support services that serve individuals with developmental disabilities, FASD and 
autism spectrum disorders continues.   

•	 We have seen significant growth in the department over the past year, resulting in the creation of 
several new staff positions. The majority of new referrals are in the 19-40 age cohort, and many are 
young adults who are new to adult services.

•	 We continued to see fewer individuals being referred with a greater number of hours each and more 
complex support needs. Whereas typical support used to average around 3 hours/week, an increasing 
number of individuals have been receiving 12-20 hours of support/week. This has meant staff have 
had to adjust their practice and identify new and creative ways of engaging individuals in working 
towards their goals.

•	 Aging in place remained a critical focus in 2018, as an increasing number of individuals are experiencing 
new challenges as they grow older. The people we support are aging early, with multiple complex 
issues arising. Individuals are requiring greater levels of support as they experience health crises.

•	 12 individuals who are part of the Stitched Services received support through the Outreach 
Department, allowing Outreach staff to collaborate in new ways with other departments within the 
organization. 

•	 Accessing casual staff for coverage remained a struggle in 2018.

 
Recommendations for 2019 

•	 Ongoing training and support for Outreach staff to better support individuals with complex needs and 
dual diagnoses, including harm reduction and mental health supports.

•	 Focus on increasing engagement of individuals supported through Outreach by supporting staff to 
understand and tap into people’s motivation in creative ways.

•	 Increased focus on growth and learning and on supporting people to challenge themselves and step 
out of their comfort zones.

•	 Focus on supporting people to take greater ownership over their goals — to maintain momentum and 
continue to make progress towards their goals between appointments.
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2017
2018
Source: Family Satisfaction Survey, Q 2 (2017 and 2018). Is the Outreach worker helping your family member to reach the goal(s) 
set during planning meetings? 

2017 2018     

66.7%   79% Always                

33.3%    10.5% Often                  

0.0% 5.3% Sometimes        

0.0% 5.3% Rarely                        

0.0% 0.0% Never      

Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY OUTREACH SERVICES

   DATA FROM FAMILY MEMBERS

 
EFFECTIVENESS: Individuals will have a current plan and will be supported to achieve their personal goals
 
 
 

2017
2018
Source: Satisfaction Survey, Q6 (2017 and 2018). Is your Outreach worker helping you to reach your goal(s)? 

2017 2018

77.3% 73.1% Always                

13.6% 15.4% Often                  

9.1%    7.7% Sometimes        

0.0%     3.9% Rarely                        

0.0% 0.0% Never      



82BACI 2018 OUTCOMES REPORT

ADULT AND YOUTH SERVICES: OUTREACH SERVICES

2017
2018
Source: Family Satisfaction Survey, Q 10 (2017 and 2018). Are you satisfied with the services your family member receives from 
BACI Outreach Services? 
 

2017 2018

100.0% 100.0% Satisfied

0.0% 0.0% Not Satisfied

2017
2018
Source: Satisfaction Survey, Q 14 (2017 and 2018). I am satisfied with the services provided by Outreach Services. 

2017 2018

96.0% 100.0% Satisfied

4.0% 0.0% Not Satisfied

SATISFACTION: Target of 85% of people supported by Outreach Services are satisfied with the services provided

2017
2018
Source: Satisfaction Survey, Measured. 88 Surveys were sent out to Persons Served and 26 were completed. 
 

2017 2018

96.0% 30.0% People in Outreach who completed the survey.

4.0% 70.0% People in Outreach who did not complete the survey.

SURVEY RETURN RATE
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2017
2018
Source: Family Satisfaction Survey, Measured. 58 Surveys were sent out to families and 19 were completed.  
 

2017 2018

23.0% 33.0% Familes of peope in Outreach who completed the survey.

77.0% 67.0% Families of people in Outreach who did not complete the survey.

Things to Consider: 

•	 In prior years, the Outreach department has coordinated sessions with self-advocates available to 
support individuals to fill out surveys, but this was not coordinated this year (hence higher return 
rates in prior years).

•	 No casual staff were available in this department throughout the year. This made vacation coverage 
(25%) very challenging, and staff consistently stepped up to juggle their own full caseloads while also 
providing vacation coverage for their team. This puts a strain on staff and is unsustainable over the 
long term.

•	 There was significant staff turnover in the Outreach Department in 2018, including a change in 
leadership.

•	 *While maintaining full occupancy has been a target in the past, funding structures have shifted 
away from global contracts and CLBC no longer “fills spaces” within this department. Because the 
challenge in the department is fully delivering supports, a more reflective number is % of service 
hours delivered – 90%.
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About Building Caring Communities (BCC)
 
Building Caring Communities is a partnership between 4 agencies – BACI, posAbilities, Kinsight and Inclusion 
Powell River. It is part of a larger vision and ambition to transform the role of service delivery organizations 
from being primarily expert caretakers and teachers, to becoming facilitators, networkers, brokers and 
coaches.

 
Objectives
 
The idea behind Community Connecting is to support our participants to strengthen their resilience. A key part 
of social resilience is responding positively to stress and difficult times, particularly in relation to others. For 
Community Connecting, resilience is also about a person’s ability to identify and access resources that are 
important and available to them – resources that bring about and sustain their well-being. 

We do this by ensuring that participants have genuine opportunities to:

•	 Broaden and deepen their experiences within community 

•	 Find, maintain or deepen friendships and relationships

•	 Become more socially and personally resilient

 
 
Demographics of Individuals Served

Comparison of Age for Individuals Supported in BCC  

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

0-19 20*

19-40 14

41-60 3

61-79 0

80+ 0

Total 37
 
* This includes 2 cohorts of the Gateway to Employment program offered in partnership with the Vancouver School Board
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Comparison of Gender for Individuals Supported in BCC 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 11

Identifies as Male 26

Identifies as Other 0

Total 37

 
 

Highlights 

•	 There were 2.8 full-time employees who supported 37 participants in 2018.

•	 Staff turnover 0%

•	 19 new participants started in 2018

•	 Staff training and learning workshops: First Aid, Person Centered Practice, Cornerstones, CBT to 
address emotional functioning in youth with ASD, Leadership, Facilitation.

 
 
Data Analysis

Reflection on 2018 

•	 BCC developed and adopted a ‘Basis of Unity’ between the 4 partner organizations to provide clarity 
around operations and responsibility within the partnership.

•	 BCC created a new Community Connector Practice Lead position that is shared by the 4 partner 
agencies to provide ongoing practice support and oversight to Connectors, and to support consistent 
practice between organizations.

•	 BCC engaged an external evaluator to support the analysis of the data for the Impact Evaluation – 
this analysis is expected to be completed, and an impact evaluation report produced, by April of 2019.

•	 In 2018, BACI Connectors continued focusing on supporting youth in transition through a partnership 
with the Vancouver School Board and BEST with the Gateway to Employment Program.

•	 The BCC Connector team formalized consensus-based decision-making processes.

•	 BCC Connectors have continued to facilitate “Let’s Get Real,” a monthly social gathering focused on 
dating and relationships.
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Recommendations for 2019 

•	 Refine Connector practice based on the findings of the 2018 Impact Evaluation.

•	 Re-embed Asset-Based Community Development (ABCD) as a focus for Community Connectors. 

ABCD is a foundational principle of Building Caring Communities that focuses on identifying and 

tapping into the abundance of resources and people that exist in the community.

•	 Refine the evaluation framework based on the findings of the 2018 Impact Evaluation.

•	 Focus on communication — improving communication with families and support network and 
refining website and social media presence.
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About Real Talk
 
Real Talk is a sexual health initiative aimed at people with cognitive disabilities and their supporters. Real 
Talk hosts educational/social events where people can have open, honest conversations about dating, love, 
relationships, and sex.

Real Talk is an affirmation that all people have a sexuality.

Adults with cognitive disabilities are experiencing their own sexuality, but may not be getting information or 
acknowledgement about this experience. Every human being – whether sexually active or not – has a sexuality. 
It’s part of being human. Sexuality can bring connection, isolation, joy, trauma, pleasure, guilt, excitement… 
often it’s a combination of things. What if we affirmed this experience instead of avoiding the subject?

Real Talk is a conversation about dating, love, relationships and sex.

Lots of adults with cognitive disabilities are interested in having romantic and sexual relationships, but it’s 
rare that these relationships actually happen. Within certain age groups, adults with cognitive disabilities have 
higher rates of sexually transmitted infections than the general population. At any age, adults with cognitive 
disabilities are at greater risk of sexual abuse than the general population. Open communication about sex 
and relationships improves interpersonal skills, increases the chances of positive romantic relationships, and 
reduces the risk of STIs and sexual abuse.

Sexualized imagery is prevalent in our society, but real talk about sexuality is often absent. What if we started 
talking?

Real Talk is delivered in partnership with posAbilities and Kinsight, and is funded by the Public Health Agency 
of Canada.
 

 
Highlights

•	 16 Sexual Health Workshops were held for Adults with Cognitive Disabilities. People with a cognitive 
disability met over a casual meal, watched some Real Talk videos, and participated in a conversation 
facilitated by a certified sexual health educator.

 »    Total: 125 Participants

•	 16 Approachable Support Workshops were held for Staff and Families – 167 Participants

•	 Most workshops have been hosted by partner organization program sites.

 »    1 at Semiamoo House
 »    1 at John Howard Society 
 »    2 in the community at the InWithForward Shed

•	 26 Educational Videos were produced and are available online 

•	 The Real Talk website was launched: www.real-talk.org



88BACI 2018 OUTCOMES REPORT

ADULT AND YOUTH SERVICES: REAL TALK

Data Analysis 
 
Key Learnings in 2018:

•	 Real Talk is serving mostly people who already have some resources around sexual health. 

•	 We have learned that different people engage best with the material when the setting is right – we’ve 
seen increased participation & easier atmosphere for women at ‘Tough Cookies’ events where they 
can learn with other women.

•	 Real Talk has learned about the importance of a sexual health ‘champion’ in people’s lives.

•	 We recognize that there are particular challenges accessing both Real Talk events and information 
around identity and sexuality for adults with cognitive disability who identify as LGBTQ.

 
Recommendations for 2019 

•	 Design and deliver events accessible for adults with cognitive disability who identify as LGBTQ in 
2019 in collaboration with abOUT and Building Caring Communities.

•	 Explore a ‘cohort’ model of learners who are looking for a different sort of engagement.

•	 Develop new touchpoints aimed at caregivers / parents to support conversations around dating, love, 
relationships and sex. 

•	 Support the growth and development of Real Talk facilitators within the partner organizations to be 
able to engage a greater number of participants.

•	 Complete impact evaluations to understand whether and how Real Talk is supporting different 
conversations around dating, love, relationships and sex. 
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About Stitched Services
 
Stitched Services is a new way to access more holistic supports at BACI. With the creation of a new role of 
Co-pilot to support and coordinate, it’s a combination of BEST Employment Services, Community Connectors, 
Outreach and Kudoz. It’s a support that has collaboration and flexibility at its core, and is a mix of supports that 
is expected to change over time as people learn and grow. 

 
Objectives
 
We are using user-centered design principles to continue developing the Stitched Service model, with people 
accessing services driving how the new service is designed. Ultimately, Stitched Services aims to provide well-
coordinated, adaptable supports that help people reach bigger goals. 

 
 
Demographics of Individuals Served

Comparison of Age for Individuals Supported in Stitched Services  

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

0-19 0

19-40 17

41-60 2

61-79 0

80+ 0

Total 19
 

Comparison of Gender for Individuals Supported in Stitched Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 5

Identifies as Male 14

Identifies as Other 0

Total 19
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Highlights

•	 Increased from 7 to 16 active participants 

•	 7 participants referred internally from other departments at BACI

•	 Increased from 8 to 14 staff involved in delivering supports

•	 Hired a 2nd part-time Co-pilot 

•	 Formal contract with CLBC in place to support 10-15 individuals in Burnaby

•	 2 shared learning sessions with partners at Kinsight and posAbilities

•	 Presented to 150 people at L.I.F.E. Based Service Conference
 

Data Analysis

Reflection on 2018 
 
As demonstrated in the Hightlights above, 2018 was a year of growth.  In 2017, we had identified that we 
wanted to involve participants in the development of the Stitched Services. In 2018, one of the participants 
joined us every month for our design meetings and contributed actively to the changes made over the past 
year. Another participant worked on creating a stop-motion video to help us communicate about the Stitched 
Services, and yet another participant helped present at the L.I.F.E. Based Service Conference. 

Over the past year, we focused on our communication internally as well as externally. We presented the 
Stitched Services to all BACI staff at the three-day training for all staff, as well as at some staff team meetings. 
We also continued to share learning with our partners at Kinsight and posAbilites who are engaged in similar 
service design initiatives. 

In 2018, we refined the role of the Co-pilot and its relationships with participants, families and staff. We 
established new check-in rhythms that better meet the expectations of each participant, and created tools to 
support reflection and more effective, ongoing planning.  We developed a more detailed journey map which is 
a step-by-step look at a participant’s experience and which allows us to focus on specific parts of the journey 
that we’re hoping to improve. 

We continued to develop SharePoint as an online platform for participants to create and update their own 
profile, making sure that individuals have access to all of the information that is about them. We focused on 
making sites more user-friendly and easier to set up for new participants. We focused on setting and recording 
goals, stories and celebrations, as well as contacts for the participants to see and access. 

Observing Patterns

We have noticed that some families are letting go of their decision-making role. They are encouraging and 
supporting their loved ones to lead the process and make their own choices.  
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 “He’s more independent,he expresses his feelings. Now we listen to him, we understand him and 
who he is. He can talk now, he doesn’t shout. Now we trust him, before we didn’t. Before we were 

scared of himgoing alone outside” 

- A PARENT.

We continue observing that change is difficult and takes time. We often see participants making great progress 
followed by what feels like a short step back. We know that a period of transition takes continued effort and 
time, and continue seeing any setback as a learning opportunity. 

We notice that sometimes, as participants develop their voice and start making more of their own decisions, 
this can create tensions with their families. Some of their choices might not be the choices their families would 
make. In 2018, we focused on supporting participants to both voice their decisions and engage in conversations 
with their support network to work through any tensions that might arise.

“I want to makemy own decisions.Other people my ageget to make their own decisions” 

- STITCHED SERVICES PARTICIPANT

 
 
Recommendations for 2019

•	 Pursue opportunities to expand the Stitched Services to support more participants.

•	 Continue developing the Stitched Services in collaboration with participants, staff and families.

•	 Embed Developmental Evaluation throughout the Stitched Services and engage participants, families 
and staff in informing this process. Establish a rhythm of development and delivery to keep learning 
and improving the Stitched Services.

•	 Continue to develop the Co-pilot’s role and practice, particularly focusing on the check-in with 
participants which drives how supports are adjusted.

•	 Support participants to develop their self-identity and language to express themselves and their 
emotions; support participants and families to work through any tensions that might result.

•	 Continue developing and testing the tech platform for Stitched Services. Work to provide access to, 
and engage families in, the platform.

•	 Use impact stories to reinforce positive moments and positive emotions with participants.

Things to consider:
 
Stitched Services does not circulate a separate Satisfaction Survey, as participants touch multiple departments 
and already receive multiple Surveys. Instead, we are working with an external evaluator through early 2019 to 
embed developmental evaluation throughout the process and to better understand the impact that the Stitched 
Service is having.
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About BEST
 
Objectives 
 

•	 To assist job seekers to explore and identify their interests, strengths and skills using a structured 
discovery process

•	 To help prepare job seekers to work independently in an open and competitive work force

•	 To help facilitate the best possible match between job seekers’ skill sets and interests, with 
employers’ business needs

•	 To promote the benefits of hiring inclusively to business partners and community

 
Demographics of Individuals Served 
 

AGE (IN YEARS) AGE OF JOB SEEKERS PERCENTAGE OF JOB SEEKERS

Under 19 * 7 11%

19-40 45 73%

41-64 10 16%

65-79 0 0%

Undisclosed 0 0%

Total 62 100%

 
*Job Seekers under 19 years of age were supported through the Gateway to Employment program, a pilot project in partnership with 
the Vancouver School Board.

Performance Goals

100% of new job seekers 
received information 
about their rights

No Critical Incidents for 
the period

20 new jobs created in 
the community

100% of youth job seekers 
who completed the 
Gateway to Employment 
Program were employed 
in the community
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Highlights 

•	 Events attended: Burnaby Board of Trade events, Burnaby, Tri-cities and Vancouver School Board 
Transition fairs, Job fairs across Metro Vancouver.

•	 Training attended: Coaching for Success, Customized Employment training offered by CBI 
Consultants, Customized Employment training by Annette Borrows

•	 Community partners and supporters: Vancouver School Board, Ready Willing and Able, BCWIN, 
Open Door Group, Burnaby Board of Trade, CCRW and BC Centre for Ability and Diversecity 
Community Resources Society

 
Data Analysis 

Reflection on 2018 

•	 High Staff turnover and sick leaves in 2018 meant many job seekers worked with several different 
Employment Specialists throughout the year and we were able to support fewer job seekers.

•	 Thorough re-design of the BEST Discovery process is underway to develop a more engaging and 
effective process.

•	 BEST is supporting internal referrals through the Stitched Service initiative that takes a collaborative 
approach with other departments at BACI, including the Outreach Department, Community 
Connectors and Kudoz. 

•	 Worked in collaboration with the Vancouver School Board and BACI Community Connectors to offer 
the Gateway to Employment program to third cohort of transitioning youth in Vancouver.

 
 
Recommendations for 2019 

•	 Ongoing focus on staff recruitment and retention in collaboration with Human Resources and Quality 
Assurance, while also working to explore strategies to ensure that staffing changes are minimally 
disruptive for job seekers and employers.

•	 Training new staff on Customized Employment approach and practices. 

•	 Collaborating more meaningfully with other BACI departments through continued participation with 
Stitched Services.

•	 Focus on strengthening and refining partnership with the Vancouver School Board and CLBC to 
continue to support youth employment through the Gateway to Employment Program.

•	 Provide ongoing support to Employment Specialists to expand marketing focus and engage new 
employers in inclusive hiring.

•	 Continue working with the Service Design Team at BACI to complete the Discovery redesign and to 
build capacity on the BEST.
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Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY BEST SERVICES

   DATA FROM FAMILY MEMBERS

 
EFFECTIVENESS: Successful completion of Discovery process 
 
 
 

2017
2018
Source: Measured 

2017 2018

50.0% 50.0% Complete              

50.0% 50.0% Incomplete                  

2017
2018
Source: Measured 

2017 2018

66.0% 64.0% Achieved             

34.0% 36.0% Did not achieve                 

EFFECTIVENESS: Jobs secured 

2017
2018
Source: Measured 

2017 2018

58.0% 77.0% Achieved              

42.0% 23.0% Did not achieve                 

EFFECTIVENESS: Jobs maintained over a year and more 
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2017
2018
Source: Family Satisfaction Survey, Q 5 (2017 and 2018). Are you satisfied with the services your family member receives from 
BEST Services? 
 

2017 2018

100.0% 100.0% Satisfied

0.0% 0.0% Not Satisfied

2017
2018
Source: Employer Satisfaction Survey, Q 3 (2018). Is your onsite coaching effective?. 

2017 2018

N/A 73.0% Extremely effective             

N/A 27.0% Very effective              

EFFECTIVENESS: Employers rating on-site job coaching as very or extremely effective

*Results not available for 2017.

2017
2018
Source: Satisfaction Survey, Q 16 (2017 and 2018). I am satisfied with the services provided by BEST Services. 

2017 2018

100.0% 73.3% Satisfied

0.0% 26.7.0% Not Satisfied

SATISFACTION: BEST participants, families and employers are satisfied with the services
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2017
2018
Source: Family Satisfaction Survey, Measured. 70 Surveys were sent out to families and 13 were completed.  
 

2017 2018

30.0% 19.0% Familes of peope in Outreach who completed the survey.

70.0% 81.0% Families of people in Outreach who did not completed the survey.

2017
2018
Source: Satisfaction Survey, Measured. 70 Surveys were sent out to Persons Served and 15 were completed. 
 

2017 2018

27.0% 21.0% People in BEST who completed the survey.

73.0% 79.0% People in BEST who did not complete the survey.

SURVEY RETURN RATE

2017
2018
Source: Employer Satisfaction Survey, Q 9 (2018). Are you satisfied with the services you receive from BEST Services? 
 

2017 2018

N/A 91.0% Satisfied

N/A 9.0% Not Satisfied

*Results not available for 2017.
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2017
2018
Source: Employer Satisfaction Survey, Measured. 23 Surveys were sent out to employers and 11 were completed.  
 

2017 2018

N/A 48.0% Employers in BEST who completed the survey.

N/A 52.0% Employers in BEST who did not completed the survey.

*Results not available for 2017.

Full occupancy of 
caseloads (95% in 2017)

Employers reporting 
job coaching usually or 
always available when 
needed  

100% 
EFFICIENCY

90% 
EFFICIENCY

Information meeting/
start of services takes 
place within 1 month of 
referral  (100% in 2017)

100% 
ACCESS

Things to Consider: 

•	 Family Satisfaction Surveys were mailed or delivered to participants, who could then choose whether 
to pass them along. 

•	 Employer Satisfaction Surveys were sent out to employers through Survey Monkey. This was the first 
time this survey was sent out formally, so there is no comparable data

•	 There was a high staff turnover in 2018, and while data reflects full caseloads, this is reflective only 
of Employment Specialists working at full capacity and does not reflect staff vacancies and leaves. 
Vacancies and leaves meant BEST was able to support fewer job seekers.
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About Children’s Services
 
BACI operates 4 inclusive child care centres in the City of Burnaby. The Fairhaven and Variety Cariboo centres 
provide child care to children aged infant to 5 years. The Brentwood Park Plus and South Slope Out of School 
Care centres provide before and after school care to children aged 5 to 12 years. The centres are principled 
under the values and practices of early childhood education, play-based learning, child development, diversity, 
well-trained and qualified staff, families as partners, and ensuring the health and safety of each child at all 
times.  

Quality Assurance
 
Purpose 
 
Through input from The Burnaby Association for Community Inclusion (BACI) membership, families, funders, 
and employees, a set of ‘General Expectations for Service” for Children’s Services have been developed. These 
General Expectations for Service are BACI’s internally designed standards that provide the foundation from 
which we plan and monitor the quality and personal responsiveness of service. 
 
 
General Expectations for Children’s Services

Health and Safety

•	 BACI will provide child care within environments that are healthy, safe, and secure.

Positive Social Atmosphere

•	 BACI  provides  child care in ways that value each child’s individuality and promotes his/her sense of 
self-respect, respect for others and respect for his/her environment.

Child Development

•	 BACI provides a variety of programs within the centres that encourage each child’s social, emotional, 
intellectual and skill development.

Diversity and Inclusion

•	 BACI provides child care services that welcome and honour diversity diversity and inclusion.

Families as Partners

•	 BACI recognizes and respects families as partners in the provision of child care.

The Childcare Team

•	 BACI actively collaborates with external professionals (Social Workers, Therapists, Teachers, etc.) to 
ensure the delivery of quality child care.

Accessibility

•	 BACI is a disability confident organization and is committed to ensuring that our buildings, programs 

and support services are free of barriers and accessible to all.
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Demographics of Individuals Served
 

Comparison of Age for Children Supported in Children’s Services  

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

0-18 months 14

19 months-3 years 23

3-5 years (not kindergarten) 69

3-5 years (kindergarten) 4

6-12 years 44

Undisclosed 1

Total 155

Comparison of Gender for Children Supported in Children’s Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 80

Identifies as Male 75

Identifies as Other 0

Total 155

 
Comparison of Cultural Heritage for Children Supported in Children’s Services 

CULTURAL HERITAGE* NUMBER OF INDIVIDUALS RECEIVING SERVICE

Asian 72

Caucasian 59

First Nation 1

Italian 1

Jamaican 1

Japanese 1

Other 19

Persion 1

Total 155
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 Performance Goals

 

Data Analysis 
 
Reflections on 2018 

The survey return rate for Children’s Services remains consistent and strong – 60%.  
Like years past, the feedback from families in Children’s Services continues to be very positive and consistent 
with last year, with a 98% overall service satisfaction rating.  Families continue to highlight the following 
areas/reasons they are most satisfied and pleased with the service – the Early Childhood Educators, the safety 
of the centres, activities, support to families, and service quality. 

The child care employees continue to be one of the highest indicators of families’ satisfaction. Like the 
previous survey, the following questions asked families to rate their satisfaction with the staff’s qualifications 
and direct support - #2-6, and #8-13. The average response to the these was 93% satisfaction (compared to 
97% in 2017). We are especially pleased that families continue to recognize and value the work of our child 
care employees, because unlike past years, there was a significant staff turnover in our centres in 2018 (in all 
centres). 

There is a very high demand for Early Childhood Educators, with not enough qualified staff to meet that 
demand. A number of employees also left to work in other sectors, including the Burnaby School District. 
The turnover this past year has been very difficult and challenging - e.g. for program consistency and 
requirements, increased overtime, extra work and demands for the remaining staff. Yet with the change and 
turnover has come many positives, including new team members and opportunities for schedule changes and 
new program ideas. Despite all the changes, families continue to value and identify the child care employees 
as our greatest asset for providing quality care. In the open-ended section of the survey, the highest number 
of comments were related to the staff and how much families appreciate and recognize their work and 
contribution to their child’s life – “experienced and well-trained,” “staff are great,” “teachers are very 
friendly,” ”build a calm and good atmosphere,” “genuine care and accessibility of the staff, “professional and 
truly care,” “quality, caring staff,” “staff go above and beyond,” and “staff are great!”

As noted in last year’s report, the supervisors continue to provide consistent and strong leadership. Each of 
the 4 supervisors have worked in their positions for a minimum of 10 years. This creates consistent leadership 
on their teams and with the families, external stakeholders, and other members of BACI they work with. The 
supervisors lead by example every day and continue to be passionate, enthusiastic, dedicated, and current 

2018 Services Evaluations – 
8 completed as per their 
Children’s Accountability 
Schedule as well as a Service 
Evaluation completed by the 
Quality Assurance Team

Carried out 84 fieldtrips Performed 6 licensing 
inspections

9% of children in child 
care with enhanced 
supports
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about best practices and setting a high quality standard for the centres they oversee. 
 
The survey results and comments also confirmed families are pleased with their child’s social development. 
This year, we asked families to complete questions #23-26 only if their child had attended the centre more 
than three months. The rationale being this would give families time to determine if they were noticing a 
change in their child, as opposed to feeling they had to answer the question if they only just started at the 
centre. This year, along with a high note for social development, there was a positive increase in the area 
of cognitive development up from 83% in to 2017 to 90% this year. Supporting comments include: “learning 
to problem-solve,” “my child is building up different abilities,” and “more verbally expressive and visual 
recognition.”  

Families continue to be especially pleased with and/or note the social development their child is gaining from 
being at the centre. The survey captured this as the highest indicator of development at 93% with supporting 
comments like: “more social” (this or similar statements made by numerous families), “learning to play with 
others,” “developing skills to handle challenges with friends,” and “I see advancement in her social and verbal 
skills” and ”since attending Variety, I see a willingness in my child to be social that she didn’t have before.”
That said, there continues to be a high number of families that answer ‘Not Sure’ to these questions. 
This could indicate we have more work to do in educating families about what to look for in their child’s 
development and how to link it to what they’re doing at the child care centre. However, it could also be that a 
child’s development is influenced by many factors and it may be difficult for families to confirm either way the 
direct correlation to the centre.  

Comparatively, Questions #4 and 5 ask about families’ satisfaction with receiving resources/information 
about their child’s development as well as regular consultation about their child’s development – combined 
average of 81%. This leaves room for improvement in the area of providing families with more information 
and if directly linked to child development, this may have the duel gain of addressing improving both areas for 
families.  

Questions #13, #15, #16 asked families to rate the centres’ work around inclusion and diversity. Although the 
average response rating decreased to 88% (98% in 2017), this is still a positive response from families and 
something they recognize in the centres’ work and environment. That said, 20% of the families answered ‘Not 
Sure’ in Question #15 – exploring and celebrating multiculturalism and diversity in the centres’ activities. 
This is something worth noting that more communication and/or promoting of the activities may help families 
recognize the activities related to this Quality Assurance Indicator. There too may be a needed re-focus on this 
area to continue the multicultural and diversity work, celebrations and curriculum in the centres.  

Questions #17-20 ask families about the health & safety of the centres – i.e. cleanliness, quality of toys, 
addressing health needs, etc. The average response to these questions is 97% – similar to 98% in 2017.
Families also shared their concerns and/or suggestions for improvement. The most comments were related 
to more direct communication and updates about their child’s development/participation in the centre. This 
feedback is most likely from the families with children in the 0-5 programs because this is the primary place 
for the child’s learning, whereas school age children’s primary learning environment is the school. That said, 
this could be feedback from the school age families too. The comment section of the survey will be reviewed 
with the supervisors to ensure specific follow-up is taken accordingly.  

All centres continue to be full, except Variety Cariboo. We knew this would take time and as expected, with the 
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very high demand for the Infant-Toddler care, that program filled up quickly and now has an extensive waitlist. 
However, the 3-5 program is not at full capacity. At the end of 2018, the 3-5 program had approximately 70% 
enrolment, but is consistently increasing in numbers.  We continue to monitor this closely as the centres have 
to operate at full capacity to meet budget targets and needs. 

Another initiative that impacted our enrolment – in a very positive way – is that the Fairhaven Centre Cariboo 
is now a Universal Child Care prototype site. Effective November 1, 2018, all families at the Fairhaven Centre 
started paying a maximum of $10/day in child care fees. BACI is extremely proud to be participating in this 
provincial initiative and looks forward to being a part of the learning, growth, and hopefully, success of this 
model of child care.  

BACI continues to be very grateful for the hard work, dedication, and passion of our Child Care Team. They 
clearly care about the work they do and the children and families they support. The Child Care Team makes 
a difference every day! BACI is very grateful for the new Provincial and Federal Child Care initiatives in 2018, 
from which families have greatly benefited. Still, Child Care continues to a be field that is highly under-
valued and lacking in provincially bench-marked compensation. BACI must continue to work with all levels of 
government and partners – including funders, government, and families – to advocate for Child Care and Child 
Care Educators. This has been a challenge for the sector for many years and with the staffing shortage, the 
impact is felt by all.  

And of course, we continue to be grateful to the families who chose BACI’s Child Care Centres. BACI prides 
itself on being partners with families and the Centres are definitely a place where we work together to support, 
develop, nurture, teach, and guide their child’s development and safety. Thank you for letting BACI being a part 
of your child’s life!  

 
Highlights & Follow-up from 2018 Recommendations

•	 The Child Care employees are clearly our greatest resource in providing high quality, safe, and 
inclusive child care – as reiterated through the Parent Surveys’ quantitative responses and overall 
comments. It is important to invest in the team to maintain the high quality skills and values they 
demonstrate – ongoing training, team meetings, support for program planning, and on-going 
coaching and role-modeling from the program supervisors. Once again, the families reported a 
very high level of satisfaction with the staff and teams. The individual survey questions as well as 
the individual comments from families confirmed that the child care employees have the biggest 
impact on the quality of service and support children receive at the centres – health & safety, child 
development, learning, nurturing and inclusive environment, program planning, and overall care and 
support. 

•	 The low turnover rate in Children’s Services is an important statistic that may require further 
exploration. This consistency in the team members is probably a key reason why families feel so 
comfortable with the people caring for and supporting their children. There are stable relationships 
in place, which likely leads to greater trust and positive communication. No formal review of 
low turnover rates was completed, as a new issue of high turnover arose. Children’s Services 
experienced the highest turnover of regular employees in many years. The turnover is primarily 
related to better wages and benefits in other sectors (Burnaby School District) as well as other child 
care centres. 
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•	 Continue to share information with families about child development so families are better informed 

and can identify the intended impact of their child’s participation in the program. This was continued 
via parents boards, newsletters, dignity pictures, direct communication and questions with/from 
families, posting information beside activities and explaining the link to child development.

•	 Full enrollment at Variety Cariboo Centre. The Infant-Toddler Program is now full with a growing 
waitlist. The 3-5 Centre is at approximately 70% enrolment, but the goal remains 100%. 

•	 Continue planning for the opening of the new Variety Banff Centre in 2019. Centre was not opened 
due to unforeseen development delays.

•	 Attended 328 hours of training for the follow areas:

 »   Risks vs Hazards
 »   Heart, Mind & Well Being 
 »   Guiding & Supporting Behaviour / Beyond Pink & Blue (Winter Conference)
 »   Zones of Regulations
 »   Beyond Behaviour/Resilience for Children
 »   Physical Literacy, Movement and Outdoor Play
 »   OH&S Part 1 
 »   OH&S Incident Investigations
 »   Food Safe Level 1

Recommendations & Goals for 2019

•	 Clarifying and providing more information to families regarding child development. This continues to 
be an area families seem to need more information about as the percentage of ‘Not Sure’ responses 
is the highest – up to 15%. Consistent with the findings of the Quality Assurance Service Evaluation, 
the recommendation is to provide a tool or opportunity for families to learn more about child 
development and how their child is progressing at the centres on a regular basis. The tool will be 
specifically designed and implemented for the program age, curriculum, and service goals. 

•	 The above goal also aligns with the survey feedback that families would like more on-going feedback 
and communication about their child’s development, activities, and participation at the centre. 

•	 Continue with the 2017 & 2018 Recommendation – The Child Care employees are clearly our 
greatest resource to providing high quality, safe, and inclusive child care – as reiterated through 
the Parent Surveys – quantitative responses and overall comments. It is important to invest in 
the team to maintain the high quality skills and values they demonstrate – ongoing training, team 
meetings, support for program planning, and on-going coaching and role-modeling from the 
program supervisors. This also includes an effective recruitment and retention strategy, including an 
assessment of sector-wide wages and benefits. 

•	 Full enrolment at Variety Cariboo Centre – 3-5 program.

•	 Continue with the planning for the opening of the Variety Banff Centre. 

•	 Operate the Fairhaven Centre as a Universal Child Care Prototype site and meet all contract 
requirements, including participating in the evaluation process. 
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Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY CHILDREN’S SERVICES

 
 
 2017

2018
Source: Parent Survey, Q 23 (2017 and 2018). My child’s social development has grown and improved as a result of their 
participation in the child care centre.  

2017 2018

48.8% 43.1% Strongly Agree

46.3% 44.8% Agree

0.0% 3.5% Disagree

0.0% 0.0% Strongly Disagree

4.9% 8.6% Not Sure

EFFECTIVENESS: Social Development

2017
2018
Source: Parent Survey, Q 24 (2017 and 2018). My child’s emotional development has grown and improved as a result of their 
participation in the child care centre. 

2017 2018

34.2% 27.6% Strongly Agree

51.2% 55.2% Agree

0.0% 3.5% Disagree

0.0% 0.0% Strongly Disagree

14.6% 13.8% Not Sure

EFFECTIVENESS: Emotional Development
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2017
2018
Source: Parent Survey, Q 25 (2017 and 2018). My child’s cognitive development has grown and improved as a result of their 
participation in the child care centre. 

2017 2018

40.0% 34.5% Strongly Agree

42.5% 48.3% Agree

0.0% 3.5% Disagree

0.0% 0.0% Strongly Disagree

17.5% 13.8% Not Sure

EFFECTIVENESS: Cognitive Development

2017
2018
Source: Parent Survey, Q 26 (2017 and 2018). My child’s physical development has grown and improved as a result of their 
participation in the child care centre. 

2017 2018

36.6% 24.1% Strongly Agree

48.8% 58.6% Agree

0.0% 3.5% Disagree

0.0% 0.0% Strongly Disagree

14.6% 13.8% Not Sure

EFFECTIVENESS: Cognitive Development
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2017
2018
Source: Parent Survey, Q 28 (2017 and 2018). Overall, I am satisfied with the service my child receives at the child care centre he/
she attends. 

2017 2018

63.4% 51.7% Strongly Agree

36.6% 46.6% Agree

0.0% 0.0% Disagree

0.0% 1.7% Strongly Disagree

0.0%* 0.00% Not Sure

SATISFACTION

2017
2018
Source: Parent Survey, Measured.  
 

2017 2018

49.0% 60.0% Families of individuals in Children’s Services who completed the survey.

51.0% 40.0% Families of individuals in Children’s Services who did not complete the 
survey.

SURVEY RETURN RATE

Almost met full capacity for 
number of child care spots 
filled

37 of 385 children  came off 
of the waitlist and enrolled in 
a child care spot

91% 
EFFICIENCY

9.6% 
ACCESS
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About IDP
 
The Infant Development Program serves infants birth to three years of age in their home who are at risk for, 
or already have, a delay in their development.  The Infant Development Program served 444 children and their 
families in 2018 and is funded for 6.0 full-time equivalent Infant Development Consultants. 

Objectives 
 

•	 To connect families to one another and also to community resources.

•	 To improve upon the parent-child relationship.

•	 To increase parent’s understanding of infant and child development, particularly their child’s 
development.

•	 To educate families and community about developmental milestones and our program

 
Demographics of Individuals Served

 
Comparison of Age for Individuals Supported in IDP Services  

AGE (IN YEARS) NUMBER OF INDIVIDUALS RECEIVING SERVICE

0-5 444

6-18 0

19-40 0

41-64 0

65+ 0

Undisclosed 0

Total 444

Comparison of Gender for Individuals Supported in IDP Services 

GENDER NUMBER OF INDIVIDUALS RECEIVING SERVICE

Identifies as Female 165

Identifies as Male 269

Identifies as Other 0

Total 444
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Comparison of Cultural Heritage for Individuals Supported in IDP Services 

CULTURAL HERITAGE* NUMBER OF INDIVIDUALS RECEIVING SERVICE

African Canadian 6

Caucasian 35

Chinese 60

Filipino 12

First Nations 5

French 5

Italian 6

Japanese 4

Korean 2

Other 222

Polish 2

Portuguese 3

Russian 4

South Asian 17

Vietnamese 5

Total 444

*First time information was ever collected for 2017. We asked families to identify their baby’s ethnicity – the totals reflect ethnicities,  
  not number of children, as some babies have multiple ethnicities. Some families chose to not identify their Cultural Heritage.

 

Highlights

100% of families received 
info about their rights 
this year

100% (4/4) Family Nights 
completed, as initiated 
in 2014. 

Physiotherapy consultation app.

2018: 310 
2017: 360
2016: 302

Increased incidence 
of children who are 
diagnosed or at-risk 
for autism spectrum 
disorder   

Percentage of IDP caseload  
2018: 40% 
2017: 32%

New: Electronic Home 
visit records and visit-
to-visit planning model 
– called Continuously 
Updated Service Plans

New: Consent form 
drafted, to be translated 
and implemented in 2019

100% (12/12) of staff 
meetings completed

100% (12/12) of Raising 
the bar meetings 
completed
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•	 Groups offered this year: Story Art, Sensory, Playgroup, Infant Massage, Baby Beluga Swimming, 
Mother Goose, Family Night, Messy Mucky Art

•	 Community Partnerships: Burnaby Preventive Health – Pregnancy Outreach and Baby and Me 
programming, Burnaby Speech and Hearing, BC Centre for Ability - Early Intervention Therapy 
program and Supported Child Development program, YMCA Brentwood Community Resource 
Centre, MOSAIC Newcomer’s Centre, SMILE program for young mothers, Burnaby School Board 
Strong Start programs, East Burnaby Family Place, Burnaby Neighborhood House, Adoptive Parents 
Association of BC, Aunt Leah’s housing for young mothers.

•	 Training: Pictability Planning with families as the leaders and drivers in their children’s advocatcy 
and goal-setting, Early Years Conference, Health and Wellbeing for People with Developmental 
Disabilities, Social-Emotional Wellbeing with Mona Delahook, Autism training and Modified Checklist 
for Autism in Toddlers (M-CHAT) training, Reflective Practice and Routines Based Approach in Home 
Visiting. 
 

Data Analysis: 

Reflections on 2018 

•	 2018 was  another year of high turnover for IDP within a relatively small team. Two full- time 
Infant Development Consultants went on Maternity Leave during 2018 and our part-time Infant 
Development Program Assistant left in November 2018.

•	 The biggest endeavor for our team this year was the re-development of our Home Visit Records 
– changing the form to make more routines-based goals on a visit-to-visit basis rather than 
milestones-based goals every 4-6 months. The new Continuously Updated Service Plan (CUSP) style 
of Home Visit Record is available electronically for families.  

•	 The new spreadsheet and data entry system, established in 2017, has allowed us to keep more 
accurate data about our access time, demographics and the number of children who are querying or 
are diagnosed with autism, prematurity, or other medical and genetic conditions. 

•	 We had 2 practicum students this year that were able to achieve a higher number of Impact 
Evaluation interviews than ever before.  This was tremendous in establishing a baseline of interviews 
from which to draw effectiveness themes.

•	 The program, thanks to continued fundraising supports, has prioritized providing consistent and 
additional physiotherapy consultations during times of high turnover.

•	 Recruitment and training of new Infant Development Program Consultants has taken considerable 
time and coordination. 
 

Recommendations for 2019 

•	 Continuing to develop and fine-tune the Continuously Updated Service Plan (CUSP).

•	 Developing and translating a new Consent form for families, in keeping with other consent revisions 
throughout BACI.
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•	 Contract a third party employee to do ongoing Impact Evaluation interviews with as many families 
as possible so we may gather reliable qualitative effectiveness data.  There were some wonderful 
positives from having someone removed from the program do the interviews in a more impartial 
fashion with families.

•	 Continuing a team-wide training in Pictability planning and offering some events or groups for 
families to orient them to the tool.

•	 2019 brings new waiting list management, including more waiting list consult visits,  a new 
partnership with Burnaby Neighbourhood House and monthly groups called Concerns for Autism in 
your Toddler. 
 

Performance Goals and Survey Questions

EFFECTIVENESS: Target—30% of families have completed a Qualitative Impact Evaluation Protocol (QIEP). 
In 2018, with the help of 2 practicum students, we achieved 33 Interviews, higher than before, totaling 
approximately 7.5% of our population.

Objectives

Families are connected to one another and also to community resources
Source: QIEP, Q 7 (2018).  How have you connected with other families through IDP? 

Themes and conversation arising from this question included:  
While many families reported barriers to access some or all of IDP’s group and event offerings, 
the successes they report were around finding support in knowing there were other people 
experiencing similar things with their children, and that their IDP Consultant could share this 
with them in their home. Also, that the IDP Consultant could normalize some behaviours, while 
pointing out valid concerns that parents may have overlooked. Also, those families that did 
access groups or events through the program reported that they felt value in having a community 
of friends who understand what they’re going through.  

1
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Parents feel that there is an improvement in the parent child relationship
Source: QIEP, Q 6 (2018).    What during your involvement with IDP has made you feel more equipped as a parent? Why  
                                                 is this important to you as a parent and the dreams for your child?

Source: QIEP, Q 10 (2018).  In what ways has IDP helped you to achieve your goals? How has this impacted the rest of   
                                                 your family life?    

Source: QIEP, Q 11 (2018).  What has been the biggest success for you and your family? What are some of your family’s      
                                                 future bridges to success? How can IDP further support your family to build those bridges?   

Themes and conversation arising from this question included:   Families overwhelmingly report that having someone answer all their developmental questions, 
whether big or small, helps them feel equipped with information that is powerful. The words 
knowledge and information ran through almost every interview. That the program can be as 
hands-on as is needed and is flexible in providing support tailored to each individual family was 
a theme that was valued among many. In other words, not every family was eligible or met the 
criteria for other programs, but they were able to ask for what they needed in IDP and either 
get the answer, or get a response pointing them in the right direction. This tangible support was 
noted to be a theme. A transformation of self was noted as some parents became more confident, 
even for those that had been apprehensive to engage at first. Some families gained skills in their 
parenting and found IDP to help benefit their relationship with their child, not just benefit their 
child.

2

 
 

 

Parents understanding of infant and child development, particularly their child’s development 
has improved. 
Source: QIEP, Q 3 (2018).    What did you discover or learn about child development through your involvement with    
                                                 IDP? What part of this discovery has been most meaningful to you? How has that discovery       
                                                 made a difference in how you think about yourself and your parenting?  

Source: QIEP, Q 8 (2018).    What skills have you learned through IDP? What have you done in your parenting that you  
                                                 probably wouldn’t have done without IDP?  What has stretched or challenged you as a  
                                                 parent? In what kinds of areas are you growing the most as a parent? 

Themes and conversation arising from this question included:   Many families used some of our vocabulary – noting things like torticollis (baby’s preference to 
turn his or her head one way, often requiring physiotherapy) as evidence they’d learned both the 
language and treatment for their children’s developmental needs.  Other families referenced 
other community professionals, like their social worker, speech language pathologist, etc.  
Families appreciated and were aware that those connections may not have been made as quickly 
or as appropriately without the program.   Families reported that they were sometimes more 
calm as a result of having a connection to the program.  Some families reported that they felt 
more capable of looking to the future and planning for things as a result of gaining information 
and being able to process all that was happening in the present.

3
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Families feel more confident about their parenting, their child’s unique needs and about 
advocating in community for their child.
Source: QIEP, Q 8 (2018).    What skills have you learned through IDP? What have you done in your parenting that you  
                                                 probably wouldn’t have done without IDP?  What has stretched or challenged you as a  
                                                 parent? In what kinds of areas are you growing the most as a parent? 

Source: Annual Survey, Q 11 (2018).  I feel the program has helped increase my confidence as a parent.(Things to  
                                                                   consider: Do you hear from your Consultant about the good things you do and try  
                                                                   with your child? Do you feel more comfortable sharing things about your  
                                                                   experiences with your child with others?)

4

2017 2018

N/A 2.7% Strongly Disagree

N/A 0.0% Disagree

N/A 5.4% Neutral

N/A 27.0% Agree

N/A 64.9% Strongly Agree

N/A 0.0% Not Applicable

2017
2018
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Survey Questions and Graphs

    
   DATA FROM INDIVIDUALS SUPPORTED BY IDP SERVICES

 
 
 2017

2018
Source: Satisfaction Survey, Q 8 (2017 and 2018). I am very satisfied with my relationship with my IDP Consultant. (Things to 
consider: Do you communicate well? Is she respectful? Do her visits match with our schedule? Is she knowledgeable? Effective? 
Does she check in with you often to see if you are satisfied with her approaches?) 

2017 2018

0.0% 2.70% Strongly Disagree

0.0% 0.00% Disagree

0.0% 0.00% Neutral

0.0% 18.92% Agree

100.0%* 78.38% Strongly Agree

0.0% 0.00% Not Applicable

* Results were reported differently in the 2017 survey; 100% were Satisfied or Very Satisfied with their Infant development program  
   Consultant

SATISFACTION: 97.3% families reported they were Very Satisfied with their relationship with their IDP Consultant

2017
2018
Source: Satisfaction Survey, Measured.  
 

2017 2018

29.0% 22.0% Families of individuals in IDP who completed the survey.

71.0% 28.0% Families of individuals in IDP who did not complete the survey.

SURVEY RETURN RATE
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Average of 75.66 hrs/FTE;  
met contract obligations 
of 70 hrs with families and  
group time per FTE  
Consultant per month (87%  
in 2017)

3 weeks from referral to  
service to families; 
measurement tool working—
we have an exact avg of 7.14 
weeks (100% in 2017) 

100% 
EFFICIENCY

100% 
ACCESS

Things to Consider: 

•	 We served slightly fewer families in 2018 as compared with 2017. This is in part due to the fact that 
we had additional funding for half of 2017, and also due to the fact that we are committed to serving 
families through transition time, meaning that the new referrals sometimes wait if Consultant 
caseloads are full of actively served children.

•	 Continued staff turnover into 2018 with two maternity leaves. 2 temporary Infant Development 
Consultants began working for the program in June and December of 2018.

•	 We formerly (until 2016) tracked efficiency as a measure of how many children were on each Infant 
Development Consultant’s caseload. In 2017, 2018, and beyond efficiency will be measured by 
number of direct service hours to children and their families. That is, how many hours of face-to-
face or voice-to-voice intervention are provided from the IDP Consultant to the family. There is a new 
target number, in keeping with our contract obligations for 2018 and beyond.

•	 For full satisfaction survey results, contact Krista Moldowan, Senior Manager of Children and Family 
Services, at krista.moldowan@gobaci.com

•	 Our survey return rate was low again this year. As in previous years, we offered a physical paper copy 
to families in home visits, and also emailed families an electronic hyperlink where they could fill out 
a survey online. We attribute the low return rate to busy young families. Additionally, this year, the 
turnaround time requested for families to complete the survey was very quick – only two weeks. This 
may have contributed to the lower return rate. We are delighted that from those who did respond, we 
received positive and satisfied feedback.

•	 Access time has improved slightly since 2017, and our measure of access is working well and 
precise. We have had a waiting list for the entirety of 2018, and with the rate of referrals and no 
increased baseline program funding, we do not foresee a waitlist-free operation of the program in 
future.
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REPORTING - OPERATIONS 

The Burnaby Association for Community Inclusion is an organization that must maintain due diligence as an 
employer and community agency. Therefore, it is important to evaluate and report on areas of the agency 
outside of direct service that may directly or indirectly impact the overall service quality and capacity of the 
organization. Reports in this section include: Human Resources, Health & Safety, Critical Incident Reports, and 
Complaints and Concerns. 
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Comparative Data

Agency Data 

2017 2018

Total Number of Employees 435 469

Total Regular Employees 282 278

Total Full Time Employees 157 157

Total Part Time Employees 126 121

Total Casual Employees 152 191

New Hires 94 84

Turnover 30.7% 8.0%

Appraisal 26.0% 21.0%

Languages Represented 60 61

Turnover Rates 

2017 2018

Agency 30.7% 9.0%

Full Time Employees 10.8% 7.0%

Part Time Employees 20.9% 10.0%

Casual Empoyees 48.3% 6.0%

New Hire Breakdown 

2017 2018

Total New Hires 94 84

Full Time New Hires 11 16

Part Time New Hires 24 14

Casual New Hires 58 54
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Program Data

Residential 

2017 2018

Total Regular Employees 129 122

Total Full Time Employees 72 71

Total Part Time Employees 57 51

Total Casual Employees 72 91

Residential Turnover Rate 9.8% 6.0%

Full Time Turnover Rate 7.7% 4.0%

Part Time Turnover Rate 12.5% 10.0%

Casual Turnover Rate 47.8% 5.0%

BEST - Employement Services 

2017 2018

Total Regular Employees 7 6

Total Full Time Employees 7 6

Total Part Time Emplolees 0 0

Total Casual Employees 0 0

BEST Turn Over Rate 22.2% 40.0%

Full Time Turn Over Rate 22.2% 40.0%

Part Time Turnover Rate - 0

Casual Turnover Rate - 0
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Community Inclusion 

2017 2018

Total Regular Employees 90 100

Full Time Employees 37 37

Part Time Employees 53 63

Casual Employees 46 58

Turn Over Rate for SEI 25% 10%

Full Time Turn Over Rate 13.95% 8%

Part Time Turn Over Rate 30.26% 14%

Casual Turn Over Rate 44.5% 6%

Infant Development Program 

2017 2018

Total Regular Employees 6 9

Total Full Time Employees 5 7

Total Part Time Employees 1 1

Total Casual Employees 0 1

IDP Turn Over Rate 25.0% 14.0%

Fill Time Turn Over Rate 28.6% 0.0%

Part Time Turn Over Rate - 100.0%

Casual Turn Over Rate - 0
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Children’s Services 

2017 2018

Total Regular Employees 33 28

Total Full Time Employees 22 18

Total Part Time Employees 11 10

Total Casual Employees 23 35

Turn Over Rate for Children’s 2.9% 5.0%

Fill Time Turn Over Rate 0% 10.0%

Part Time Turn Over Rate 8.3% 9.0%

Casual Turn Over Rate 51.1% 2.0%

Outreach 

2017 2018

Total Regular Employees 11 12

Total Full Time Employees 9 10

Total Part Time Employees 2 2

Total Casual Employees 3 3

Turn Over Rate for Outreach 15.4% 11.0%

Fill Time Turn Over Rate 18.2% 16.0%

Part Time Turn Over Rate 0.0% 0.0%

Casual Turn Over Rate 50.0% 0.0%
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REPORTING - OPERATIONS : HUMAN RESOURCES

Interpretation of the Data
 
In 2018, we saw an 8% increase in our staffing.  Recruitment continues to be a challenge and we can see that 
Full-Time and Part-Time staffing levels have remained relatively static over time while our Casual pool is 
growing.  We do place an emphasis in filling permanent positions, however many candidates are declining 
permanent positions with a preference to work as a Casual employee.

In 2017, we saw a spike in turn-over for the agency and we speculated about the reasons for that in last year’s 
report. One reason was the termination of employees who didn’t accept shifts as per the collective agreement. 
In 2018, our agency turn-over rates are more consistent with 2015 and 2016 rates.  
BACI is working on staff recruitment and retention strategies. In 2018, we replaced our HR Assistant position 
with another HR Manager to improve the capacity and efficiency of the department.  As outlined in our 
strategic themes, BACI is working to ensure a healthy and well-connected workforce with a Wellness Strategy 
which is intended to address retention issues. 

The implementation of an integrated HR/Payroll and time and attendance system (ADP) was an agency-wide 
process affecting all levels of the agency in 2018.  ADP has the capacity to improve efficiency in HR, Payroll and 
Scheduling.  We are still learning and growing with our new system.

In 2018, BACI (in partnership with InWithForward, posAbilities and Kinsight) concluded the Grounded Space 
initiative to better understand the experience of staff and other stakeholders.  The Grounded Space initiative 
increased the capacity of the organization to gather qualitative data from stakeholders.  As part of this 
process, we gathered information about how to better support staff, and learned how staff are using our 
planning processes. One of the outcomes of this process was to create the Newbe program – a different way to 
introduce staff to BACI and to share our culture and Mission with new employees. We are continuing to use the 
information we gathered to implement further initiatives in 2019. 

This year we provided staff training on Wellness, Bullying and Harassment, Person/Family Centred Supports, 
Health and Safety, BACI Policies, Values Alignment, ADP, Non-violent Crisis Intervention Training, First Aid, 
Medication Administration, First Aid, Accessibility and more.

2018 was an exciting year for Quality Assurance. We welcomed a new member to our team and re-designed 
the Service Evaluation, which is part of our Continuous Quality Improvement Plan for the organization. Another 
accomplishment was reviewing the most BACI programs in one year that have ever been reviewed. We 
continue to work in partnership with programs to build on our learning.
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REPORTING - OPERATIONS : HEALTH AND SAFETY

Objectives 

•	 Decrease time loss injuries to staff

•	 Promote a culture of safety in the workplace

•	 Have a robust Occupational Health & Safety (OSH) committee that meets regularly

 
Comparative Data: 2017 vs. 2018 
 

WORKSAFEBC CLAIMS FILED   2017 2017 TIME LOSS 2018 2018 TIME LOSS

Aggression/force 14 6 16 9

Over-exertion 9 7 8 4

Slip/trip/fall 13 7 5 4

Struck by/against 3 2 1 1

Other 5 0 8 1

Exposure to/contact with 0 0 0 0

Caught in between 1 1 1 0

Total 45 23 39 19

Things to note:

•	 Overall number of claims filed have decreased for the second year, as have the number of claims 
that result in time loss. There continued to be some trends, as in the previous year, with some 
employees having multiple time loss claims or particular programs having more claims than others. 
These were addressed with re-training of particular staff or staff teams involved, and development of 
new support strategies.

•	 While the percentage of time loss claims for aggression has increased from the previous year, the 
amount of time lost due to those claims has decreased. The same can be said for both slip/trip/falls 
and over-exertion. The category of struck by/against and caught between involved incidents involving 
employees and items in their environment.

•	 A continued trend noted in aggression claims was a clustering of incidents, either in a program or 
with a particular individual. In addition, there were times when one incident resulted in more than 
one claim being filed. Some common causes included lack of up-to-date support plans to follow, or 
support plans that were not implemented appropriately.

•	 Another trend noted regarding slips, falls, struck by/against and being caught between was a lack of 
assessment of hazards in the environment.  
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•	 Incident investigations were completed for all incidents that occurred.  While investigations have 
occurred within timelines, it has been noted that implementation of the follow-up does not always 
occur in a timely manner.  Factors impacting this include: follow-up with employees involved in 
incidents may be delayed due to a longer than expected leave, and follow up may have occurred but 
reports were not updated to reflect the completion dates.

•	 The OSH committee met 12 times during the year for regular meetings.  The committee recruited 
several new members, resulting in a committee that represented a broader range of departments.  
Attendance at meetings was strong in the first half of the year, but began to wane in the second half 
of the year.

•	 A significant amount of training was provided during 2018 to ensure understanding of, and 
compliance with, WorksafeBC and OSH regulations.  Training was provided to OSH members, 
Supervisors/Coordinators and Managers.  Overall, there were 7 full-day sessions provided at BACI by 
an external trainer, and unionized staff received an additional training day through the BCGEU.

Other information:  

•	 Review of WorkSafeBC claims monthly:  100%  (same as 2017)

•	 Completion of incident investigation reports:  100%  (same as 2017, but 2018 reports are more 
comprehensive and include more detailed recommendations)

•	 Implementation of incident investigation recommendations: 95% (significant increase from 46% in 
2017)

•	 OSH meetings held (12 of 12):  100% (significant increase from 60% in 2017)

•	 Annual site visit and review:  100% (same as 2017)

•	 Annual vehicle inspections:  100% (same as 2017)

 

Things to consider for 2019: 

•	 Continue with back care training to provide staff with the knowledge and skills to be able to help 
keep their backs strong and safe, as there appears to be a correlation between the training and 
decreased length of time missed from work.

•	 Continue to reinforce previous training to all Supervisors, Managers and OSH committee members 
to ensure everyone understands their roles and responsibilities in creating and maintaining a safe 
workplace.

•	 Review and revise current systems of documenting the monthly assessment of staff to ensure 
ongoing safe work practices, and provide appropriate corrective action and training where a need is 
identified. 

•	 Ensure health and safety of both staff and individuals is an ongoing conversation held in all teams.

•	 Ensure staff working in all areas of BACI receive ongoing training and opportunities to learn how to 
recognize hazards in their environment and eliminate or mediate the risk.
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•	 Continue with NCI to prepare staff to deal with challenging situations.

•	 Provide training around the documentation and follow-up of ‘near misses’ in order to remedy a 
situation before it becomes an incident.

•	 Provide training and opportunities for staff to be engaged around risk, and ways to reduce the risk of 
injury.

•	 Use trends from 2018 to inform annual health and safety training for 2019.

•	 Ensure regular communication of the trends for injuries and causes of incidents across the agency, 
so that all teams can be pro-active in implementing strategies to prevent injuries.

•	 Move towards an online system for storing WorkSafeBC incident and investigation reports, allowing 
for easier viewing on completion of follow-up and more timely intervention where that has not 
occurred.

•	 Implement an annual review process where accommodations have been made, to ensure it is still 
appropriate for both the employee and the people they work with/program they work in.
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About Critical Incident Reports
 
Critical Incident Reports (CIRS) are an important source of information and subsequent planning regarding 
health and safety – both for individuals receiving services and BACI’s employees. We value transparency and 
communication and encourage staff to report any and all incidents they are concerned about – regardless of 
whether they meet formal reporting standards.

BACI reviews CIRS quarterly at Management Meetings, looking for relevant trends. This information is useful 
in identifying and implementing training or interventions in specific areas to address the concern.

 
Data Analysis

In 2018, the number of incidents in Adult Services increased slightly to 488 (from 252 in 2017). The increase 
in numbers is partially due to agency growth. There has been a growth in unexpected illness from 5 in 2017 
to 18. In addition, we see increases in falls and choking. It’s very likely that these increases are due to our 
aging population. As addressed in other areas of this report, we continue to provide training and search out 
strategies for supporting people as they age. In prior years, we have identified a trend where a few programs 
increase our average number of CIRs. That is the case again this year in certain programs which support 
people with unique needs, such as issues related to aging or supporting choice and dignity or risk.

Medication Errors increased in 2018. This might be attributed to various reasons. One may be the frequently 
changing medications of the aging population. Also, some programs who administer medication have had an 
influx of new staff. We have implemented an on-line medication administration course that must be taken 
annually and which we hope will address the issue. With an increased knowledge and focus on reporting 
medication errors, we see an increase in numbers.

People “Missing” for a period of time increased again this year, as we continue to support more independent 
individuals and explore opportunities for others to become more independent and engaged with their 
community.

There was one incident in BACI’s Employment Services and none for Building Caring Communities.

There was one report of sexual abuse in which an individual disclosed abuse taking place outside of our 
services. This incident did not meet the criteria for external reporting and the person received appropriate 
supports.

We greatly appreciate the skilled, consistent and intensive care that our staff provide to all people supported. 
As mentioned earlier, we will continue to

provide capacity training and develop the strategies necessary to support folks to find other ways to 
communicate.
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Comparative Data: 2017 vs. 2018
 
 

Comparison of the types of incidents for Adult & Youth Services for 2017 and 2018  

CIR YEAR OVER YEAR 2017 2018

Abuse - Emotional 1 0

Aggression Between Persons in Care 10 19

Aggressive / Unusual Behaviour 221 217

Attempted Suicide 2 6

Choking 0 4

Death 1 1

Fall 36 54

Medication Error 32 65

Missing / Wandering 24 35

Motor Vehicle Injury 6 9

Other Injury 48 49

Physical Abuse 2 0

Restraint 6 0

Service Delivery Problem / Disruption of Services 1 2

Sexual Abuse 1 1

Unexpected Illness 5 18

Unexpected Illness / Food Poisoning 5 4

Use or Possession of Illicit Drugs or Misuse of Licit Drugs 2 4

Total 403 488
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Highlights 

There have been a total of 30 complaints made in 2018 (up from 26 in 2017), which were reviewed regularly by 
the Management team. This rise in complaints is not surprising, considering the increase in number of people 
and families served over the past year. A member of the Management team followed up on all complaints 
(100%). 

The following stakeholders brought the complaints forward: 

•	 Individual Receiving Services: 2

•	 Community Member: 10

•	 Family: 14

•	 Employee: 4 

WORKSAFEBC 
CLAIMS FILED   

REGARDING 
STAFF – INTER

PERSONAL 
RELATIONS

REGARDING 
INDIVIDUAL

REGARDING 
RIGHTS

REHARDING 
HEALTH AND 

SAFETY

REGARDING 
SERVICE 

QUALITY - 
INTERNAL

REGARDING 
SERVICE 

QUALITY - 
EXTERNAL

REGARDING 
PROPERTY 

AND/OR 
EQUIPMENT

Admin 2

Adult 
Services – 
Residential

1 2 2 1

Adult 
Services – 
Day

1 1 5

Children’s 
Services – 
(includes 
IDP & teen 
program) 

6

Life Sharing 1 6

Outreach 2

BEST

Total 3 3 21 3

We continue to welcome complaints/concerns - as per our policy - as a source of learning and continual 
improvement for the organization.
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CONCLUSION

The recommendations throughout this report will be reviewed by the Senior Management Team and developed 
into specific actionable initiatives that will form the basis of BACI’s 2019 Business Improvement Plan (BIP). Any 
goals not achieved in the 2018 BIP will also be added to the 2019 BIP. 

Other key reporting mechanisms – the 2018 Risk Management Plan, the 2018 Service Evaluation, the progress 
from the 2018 BIP Plan and their corresponding recommendations – will also be included in the 2019 BIP. 

Complete copies of these reports – and other reports referred to in this Outcomes Report – can be viewed by 
contacting tanya.sather@gobaci.com or calling 604.299.7851. 

Full results of all Department Surveys summarized in the Outcomes Report are available online – along with 
this Report – at www.gobaci.com

“Not everything 
that counts 

can be counted, 
and not everything 

that can be counted 
counts.”

- ALBERT EINSTEIN


