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1. INTRODUCTION 

posAbilities offers a full spectrum of services to children and adults throughout British Columbia. Our services include home supports, community 
integration, employment services and behaviour support programs. Our services can be found in: 

  

¶ Vancouver, North Shore, Sunshine Coast, 
Richmond 

¶ Burnaby, New Westminster, Tri-Cities Area, 
Maple Ridge 

¶ Surrey, Delta 

¶ Vancouver Island  

¶ Abbotsford/Fraser Valley 

¶ Okanagan 
  

 
The Outcomes Management Report is a tool to learn about our current practices. It provides performance information to make program 
improvements that lead us to continuous service quality advancements. The Outcomes Management Report is a guiding and decision making 
instrument that helps our leadership team and Board of Directors in monitoring posAbilitiesΩ programs and services, and identifying the strengths 
of our organization as well as those areas that require improvement. The Outcomes Management Report will assist posAbilities to be even more 
effective, person-centred, and efficient in achieving a high standard of overall service quality.  

 

Between April 1, 2016 and March 31, 2017,posAbilities provided services to 1204 unique person served, with 1425 persons enrolled in the 
following service streams (note some person served are enrolled in multiple programs): 
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* Home Supports: 301persons in total (21.1%)  

o Shared Living Services: 120 persons (8.4% of our services) 

o Community Housing: 96 persons (6.7% of our services) 

o Supported Living: 86 persons (6% of our services) 

* Community Integration: 187 persons (13.1% of our services) 

* 5ƻƴΩǘ {ǿŜŀǘ Lǘ {ŜǊǾƛŎŜǎ ό5{LS) - Social Enterprise:  employed 15 Crew Members (1.1% of our services) 

* Community Employment Services: 249 persons (17.5% of our services) 

* Behavior Consultation: 599 persons (42% of our services) 

* Asset Based Community Development (ABCD): 74 persons (5.2% of our services) 

 

Below are some of the characteristic of persons served by posAbilities during 2016-2017: 

 

Age % 

Under 6 2.2% 
6 - 18 32.6% 

19 - 20 5.6% 

21 - 30 21.8% 

31 - 40 12.3% 

41 - 50 9.7% 

51 - 60 9.0% 

61 - 70 3.9% 

71 - 80 1.4% 

81 ς 90 
Over 90 
Unknown 

0.3% 
0% 
1.2% 

Gender  
 

 

% Total 

Male  63% 753 

Female 37% 451 

  

1204 
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By Diagnosis 

Autism  424 
Intellectual Disability  237 
Global Developmental Delay  143 
ADHD  138 
Anxiety Disorder  100 
Down Syndrome  89 
Intellectual Disability- Mild 75 
Seizure Disorder  71 
Intellectual Disability - Moderate  50 
Cerebral Palsy  53 
OCD - Obsessive Compulsive Disorder  45 
Epilepsy 41 
Developmental Delay - Mild 72 
Depression 33 
Fetal Alcohol Syndrome  29 
Intellectual Disability - Severe  24 
Bi-Polar  23 
Asperger Syndrome 22 
Diabetes  27 
Schizophrenia 21 
Fetal Alcohol Spectrum Disorder (FASD)  21 
Developmental Delay - Moderate  36 
Post-Traumatic Stress Disorder  20 
Total   1794 

* Includes persons served with multiple diagnoses  
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In regard to our team members, as of March 31, 2017, we had a total of 554 team members delivering our services.  

                                              

 
 

Where the Money Came From in FYE 2017 
 

   

   Community Living BC 86.2% 24,979,439 

Tenant rent 4.7% 1,372,959 

Ministry of Children & Family Development 4.7% 1,354,708 

BCHMC Rental Subsidy and other payments 1.7% 488,484 

Private contracts 1.2% 342,740 

Clothing collection 0.5% 144,856 

Grants 0.4% 102,514 

Other 0.7% 209,075 

Total Revenue              $28,994,775 
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2. ABOUT THIS REPORT 

Our performance measurement system contains effectiveness, efficiency, accessibility, as well as satisfaction measures and targets that combine 
CARF requirements and CLBC Quality of Life Domains (i.e. Interpersonal Relationships, Emotional Well-Being, Physical Well Being, Personal 
Development, Self-Determination, Social Inclusion, Material Well-Being and Rights).  
 
This report is based on outcome data collected for the period April 1, 2016 to March 31, 2017.  The Outcomes Management Report presents the 
results obtained from the review of organizational files as well as satisfaction surveys conducted to persons receiving services, stakeholders, and 
employees. This year, in order to collect input from persons receiving services and stakeholders we distributed 6 different surveys to persons 

receiving services, family members, posAbilitiesΩ ŜƳǇƭƻȅŜŜǎΣ Shared Living contractors, as well as community employers served by posAbilitiesΩ 
Employment Services. 
 
For this report, we collected information in 6 service streams:  
  

¶ Shared Living Services ¶ Community Employment Services  

¶ Community Housing Services ¶ Social Enterprise: Don't Sweat It Services (DSIS) 

¶ Community Integration Programs  ¶ Laurel Behaviour Consultation Services  
  

 
For each of these service areas, we set targets and collected data about:  
 

¶ Key monitoring items ς items we consider relevant but do not fit into in the categories below  

¶ Effectiveness ς the results of services for the person receiving services  

¶ Efficiency ς the maximization of time and resources  

¶ Service Access ς access to services/programs  

¶ Input ς person served and family memberΩǎ satisfaction with services  
 
Additionally, this report also identifies two key business functions at the organization level: staff utilization and work days lost.  

The outcome information provided in this report is intended to assess the success of our services, identify where problems exist, and set a course 

for our staff for continuous service improvement. 

First, the aggregated results of ǘƘŜ ǇŜǊǎƻƴǎ ǎŜǊǾŜŘΣ ŦŀƳƛƭȅ ƳŜƳōŜǊǎΣ ŀƴŘ ŜƳǇƭƻȅŜŜǎΩ ǎŀǘƛǎŦŀŎǘƛƻƴ ǎǳǊǾŜȅǎ ŀǊŜ ǇǊŜǎŜƴǘŜŘ ŀǘ ǘƘŜ organization level 
in the next section. Then, in section 4, the outcome data and results for each specific service area are reviewed. Lastly, in section 5, key business 
functions are analyzed at the organization level.  
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3. SATISFACTION SURVEYS 

3.1 Survey Results: Persons Receiving Services 

For the Survey period of April 1, 2016 to March 31, 2017, posAbilities engaged uSPEQ to survey consumers in the following service stream:  Asset 
Based Community Development, Behaviour Support Services, Community Housing, Community Integration, Community Employment Services 
and Shared Living.  
 
The uSPEQ Consumer Experience Survey helps providers improve services through feedback. Anonymous and confidential, the survey captures 
ƳǳƭǘƛǇƭŜ ǎƴŀǇǎƘƻǘǎ ƻŦ ǘƘŜ ǇŜǊǎƻƴǎ ǎŜǊǾŜΩǎ ŜȄǇŜǊƛŜƴŎŜ ǿƛǘƘ Ǉƻǎ!ōƛƭǘƛŜǎΣ ƳŜŀǎǳǊƛƴƎ ǎŀǘƛǎŦŀŎǘƛƻƴ ƛn: 
 

¶ Service responsiveness 

¶ Respect 

¶ Informed choice 

¶ Participation 

¶ Overall value 

 
uSPEQ provides Consumer Experience Benchmarking data which provides comparators for on satisfaction with other community services 
organizations so we can measure how we compare to peer organizations.  uSPEQ Benchmark Data for Community Services was used for 
comparison.   67.7% of the survey respondents in the uSPEQ Benchmark Survey were from the Community Services Sector.   1908 community 
services programs contributed to the uSPEQ Benchmark Survey.  Note:  Benchmark data is only available for Tier 1 (required) questions.   
posAbilities opted include selected Tier 2 (optional) question.   No benchmark data is available for those questions.  In 2018, these responses will 
be compared to the 2017 responses. 
 
848 surveys were distributed to persons receiving services.  Surveys were distributed by mail and in person. 285 persons completed the survey 
for a 33.6% response rate. The uSPEQ Benchmark response rate for surveys conducted between 2013 and 2015 was 73.7%. 
 
hŦ ǘƘŜ нуо ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ŀƴǎǿŜǊŜŘ ǘƘŜ ǎǳǊǾŜȅ ƛǘŜƳ ά²Ƙƻ !ƴǎǿŜǊŜŘ ǘƘƛǎ {ǳǊǾŜȅέΣ ǎƻƳŜ ǿŜǊŜ ŀōƭŜ ǘƻ ŎƻƳǇƭŜǘŜ ǘƘŜ ǎǳǊǾŜȅ ƻƴ ǘƘŜƛr own and 
some need assistance: 

 
Who Answered posAbilties Benchmark Difference 

Myself (no one helped) 11.3% 73.4% -62.1% 

Myself (someone helped me read 
and/or write answers on the form) 

57.6% 21.0% +36.6% 

Someone else on behalf person 
served 

31.15 5.5% -26.0% 
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51.6% of the survey respondents were male and 48.4% of the survey respondents were female. 
 

 
 
279 of 285 persons who completed the survey answered the survey question on Health Status. 
 

Health Status Percentage Benchmark Difference 

Excellent 12.5% 7.5% +5% 

Very good 20.1% 18.9% +1.2% 

Good 49.5% 38.1% +11.4% 

Fair 16.1% 27.8% -11.7% 

Poor 1.8% 7.4% -5.6% 

 
 
The five survey items with positive responses were: 
 

Survey Item posAbilities 
Response 

(agree + strongly 
agree) 

Benchmark Response Difference  

3.1 Respect of culture 98.5% 97.0% +1.5% 

3.2 Respected as a person 97.9% 95.9% +2.0% 

1.1 Service times are OK for me 97.8% 94.0% +3.8% 

3.3 Staff respected privacy 97.2% 95.5% +1.7% 

3.4 Staff communicated in a way I understood 96.4% 96.7% -.03% 
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The five survey items with the lowest positive response rating were: 
 

Survey Item posAbilities 
Response 

(agree + strongly 
agree) 

Benchmark 
Response 

Difference  

4.1  Able to work as much as I want 37.1% No benchmark  

4.9 Worthwhile use of skills and abilities 40.6% No benchmark  

4.8 Feel able to find work 46.6% No benchmark  

2.12 Materials given in my language 54.5% No benchmark  

4.3 Know where to get help in the community 59.7% 88.2% -28.5% 

 
Service Responsiveness  
 

Survey Item posAbilities Response 
(agree + strongly 

agree) 

Benchmark 
Response 

Difference  

1.1  Service times OK for me 97.8% 94.1% +3.7% 

1.2 Got what I needed, when I needed it 93.5% 91.1% +2.3% 

1.3 Enough staff to meet needs 90.9% 90.4% +0.5% 

1.4 Needed service times OK 90.4% 86.9% +3.5% 

1.5 Got help when I needed it 92.7% No benchmark  

1.6 Easy to get to location  92.2% No benchmark  

 
Informed Choice 
 

Survey Item posAbilities Response 
(agree + strongly 

agree) 

Benchmark 
Response 

Difference  

2.1 Staff made accommodations 93.1% 93.1% 0.0% 

2.2  Staff paid attention to what I said 94.2% 93.4% +0.8% 

2.3 Opportunity to make important choices 94.3% 94.4% -.01% 

2.4 Options explained in language I understood 92.5% 96.7% -4.2% 

2.5 I agree with the goals in my plan 91.1% 95.1% -4.0% 

2.6 Staff paid attention to what I wanted 95.6% 95.3% +0.3 

2.7 Staff understood needs 93.2% No benchmark  

2.8 Involved in deciding goals 85.0% No benchmark  

2.9 I established goals 83.8% No benchmark  

2.10 I participated in life decisions 89.0% No benchmark  
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Survey Item posAbilities Response 
(agree + strongly 

agree) 

Benchmark 
Response 

Difference  

2.11 Given enough information to make decisions 90.0% No benchmark  

2.12 Materials given in my language 54.5% No benchmark  

2.13 Kept informed of upcoming events 88.2% No benchmark  

2.14 Staff explained what to do next 90.9% No benchmark  

 
Respect 
 

Survey Item posAbilities Response 
(agree + strongly 

agree) 

Benchmark 
Response 

Difference  

3.1 Respect of culture 98.5% 97.0% +1.5% 

3.2  Respected as a person 97.9% 95.9% +2.0% 

3.3 Staff respected privacy 97.2% 95.5% +1.7% 

3.4 Staff communicated in a way I understood 96.4% No benchmark  

 
Participation 
 

Survey Item posAbilities Response 
(agree + strongly 

agree) 

Benchmark 
Response 

Difference  

4.1 Able to deal with everyday activities 80.3% 87.7% -7.4% 

4.2 Able to make important choices 90.5% 94.5% -4.0% 

4.3 Know where to get help in the community 59.7% 88.2% -28.5% 

4.4 Able to do needed things without barriers 77.1% 86.% -5.9% 

4.5 Participate in the activities I want 89.6% 78.2% +11.4% 

4.6 Have friends I like to be with 83.0% No benchmark  

4.7 Do better in social situations 85.3% No benchmark  

4.8 Feel able to find work 46.6% No benchmark  

4.9 Worthwhile use of skills and abilities 40.6% No benchmark  

4.10 Able to work as much as I wanted 37.1% No benchmark  
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Overall Value  
 

Survey Item posAbilities Response 
(agree + strongly 

agree) 

Benchmark 
Response 

Difference  

5.1 Would recommend to a friend 92.9% 95.4% -2.5% 

5.2 Services met my expectations 92.3% 92.4% 0.1% 

5.3 Felt safe here 96.0% 95.5% 0.5% 

5.4 Services enabled me to do better things 90.8% 92.9% -2.1% 

5.5 Met my needs 95.7% 94.1% +1.6% 

5.6 Feel safe/secure where I live 95.6% No benchmark  

5.7 Do not feel ignored/unattended 91.6% No benchmark  

5.8 With other choices, would still come here 93.4% No benchmark  

5.9 Satisfied with food 91.3% No benchmark  

 

 
Key Findings: 

¶ Response rate was significantly lower (40.1%) than benchmark response rate (33.6% vs. 73.7%).   

¶ Of the 43 survey questions, posAbilities Agree+ Strong Agree score was equal or great for 32 of the questions. 

¶ posAbilties person served self-identified as being healthier than the benchmark respondents. 

¶ The survey item witƘ ǘƘŜ ƭƻǿŜǎǘ !ƎǊŜŜ Ҍ {ǘǊƻƴƎƭȅ !ƎǊŜŜ ǎŎƻǊŜ ǿŀǎ пΦо άYƴƻǿ ǿƘŜǊŜ ǘƻ ƎŜǘ ƘŜƭǇ ƛƴ ǘƘŜ ŎƻƳƳǳƴƛǘȅέ ǿƛǘƘ ŀ ǎŎƻǊŜ ƻŦ рфΦт҈ 
compared to the benchmark score of 88.2%.  

¶ The only other Tier 1 survey items where the Agree + Strongly Agree ǎŎƻǊŜ ǿŀǎ ƭŜǎǎ ǘƘŀƴ фл҈ ǿŀǎ άпΦ1 Able to deal with everyday 
activitiesέ ŀƴŘ άпΦп ά!ōƭŜ ǘƻ Řƻ ƴŜŜŘŜŘ ǘƘƛƴƎǎ ǿƛǘƘƻǳǘ ōŀǊǊƛŜǊǎέΦ 

¶ Overall, posAbilities is exceeding the benchmark standards for 74.4% of the Tier 1 Questions. 

¶ ¢ƘŜ ǎŎƻǊŜ ŦƻǊ άнΦмн aŀǘŜǊƛŀƭǎ ƎƛǾŜƴ ǘƻ ƳŜ ƛƴ Ƴȅ ƭŀƴƎǳŀƎŜέ ǎŎƻǊŜ ǿŀǎ 54.5%.  No benchmark data is available for this question. 
 
 
Action Plan: 
 

¶ To increase response rate of surveys which were sent by mail, we will increase the survey response time to 4 weeks to see this yields a 
higher response rate. 

¶ Work with the service delivery teams to increase person served awareness of where to find support in the community. 

¶ Analyze the data for which programs/services sƘƻǿŜŘ ƭƻǿ ǎŎƻǊŜǎ ŦƻǊ ǎǳǊǾŜȅ ƛǘŜƳ άнΦмн aŀǘŜǊƛŀƭǎ ƎƛǾŜƴ ǘƻ ƳŜ ƛƴ Ƴȅ ƭŀƴƎǳŀƎŜέ ǘƻ 
determine the feasibility of materials in other languages. 

¶ To set internal benchmark performance scores to measure progress from year to year to use as comparators in addition to uSPEQ 
Benchmark data. 
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¶ ¢ƘŜ ǉǳŜǎǘƛƻƴ άǇƻǎ!ōƛƭƛǘƛŜǎ ǎǳǇǇƻǊǘǎ ǇŜǊǎƻƴ ǊŜŎŜƛǾƛƴƎ ǎŜǊǾƛŎŜǎ ǘƻ ƳŀƪŜ ǘƘŜƛǊ ƻǿƴ ŘŜŎƛǎƛƻƴǎέΣ ǊŜŎŜƛǾŜŘ ŀ ƭƻǿŜǊ ǎŀǘƛǎŦŀŎǘƛƻƴ Ǌŀǘing of 62%  

¶ ¢ƘŜ ǉǳŜǎǘƛƻƴ άǇƻǎ!ōƛƭǘƛŜǎ ŜŦŦŜŎǘƛǾŜƭȅ ŀŘǾƻŎŀǘŜǎ ŦƻǊ ǎǳǇǇƻǊǘŜŘ ƛƴŘƛǾƛŘǳŀƭǎ ŀƴŘ ǘƘŜƛǊ ŦŀƳƛƭƛŜǎέ, also received a lower satisfaction rating of 
65%. 

¶ Lƴ ǘƘŜ ŎŀǘŜƎƻǊȅ ƻŦ άtǊƻŦŜǎǎƛƻƴŀƭƛǎƳέΣ the highest percentage of respondents who agreed with a statement was identified in the survey 
item άмΦ L ŀƳ ǘǊŜŀǘŜŘ ǿƛǘƘ ǊŜǎǇŜŎǘ ōȅ posAbilitiesέ, which accounted for 90% of respondents, which is a decrease from the previous 
ȅŜŀǊΩǎ ǎŎƻǊŜ ƻŦ фу҈.  While this is a decrease from the previous year, it still indicates high satisfaction in this category. 

¶ ¢ƘŜ ƭƻǿŜǎǘ ǇŜǊŎŜƴǘŀƎŜ ƛƴŘƛŎŀǘƛƴƎ ǎŀǘƛǎŦŀŎǘƛƻƴ ƛƴ ǘƘŜ ŎŀǘŜƎƻǊȅ ƻŦ άtǊƻŦŜǎǎƛƻƴŀƭƛǎƳέ ǿŀǎ ƛŘŜƴǘƛŦƛŜŘ ƛƴ ǘƘŜ ǎǘŀǘŜƳŜƴǘ άрΦ posAbilities 
consistently ŎƻƳƳǳƴƛŎŀǘŜǎ ǿƛǘƘ ƳŜέ ό65% of respondents)Σ ǿƘƛŎƘ ƛǎ ŀ ǎƛƎƴƛŦƛŎŀƴǘ ŘŜŎǊŜŀǎŜ ŦǊƻƳ ǘƘŜ ǇǊŜǾƛƻǳǎ ȅŜŀǊΩǎ ǎŎƻǊŜ ƻŦ ум҈Φ 

¶ Lƴ ǘƘŜ ŎŀǘŜƎƻǊȅ ƻŦ ά{ǳǇǇƻǊǘ ǘƻ tŜǊǎƻƴ wŜŎŜƛǾƛƴƎ {ŜǊǾƛŎŜǎέΣ ǘƘŜ ƘƛƎhest percentage where respondents expressed satisfaction was 
identified in the statementǎ άΦ tŜǊǎƻƴ ǊŜŎŜƛǾƛƴƎ ǎŜǊǾƛŎŜǎ ƛǎ ǾŀƭǳŜŘ ŦƻǊ ǿƘƻ ƘŜκǎƘŜ ƛǎέ ό88% of respondents) which is a decrease from the 
ǇǊŜǾƛƻǳǎ ȅŜŀǊΩǎ ǎŎƻǊŜ ƻŦ фс҈Φ Again, Person receiving servƛŎŜǎ ŦŜŜƭǎ ǎŀŦŜ ƛƴ ǘƘŜ ŎƻƳƳǳƴƛǘȅέ ό83% of respondents), decreased from the 
ǇǊŜǾƛƻǳǎ ȅŜŀǊΩǎ ǎŎƻǊŜ ƻŦ фр.6%. 

¶ Compared to last year's results, the questions with the most significant decrease in the percentage of responses indicating satisfaction 
ŀǊŜΥ ά4. posAbilities provides me with the information I need ", which decreased from 91% in 2014 to 85% in 2015 and again to 80% in 
2016, and ά6. posAbilities staff are professional ", which decreased from 94% in 2014 to 90% in 2015, and again to 82% in 2016. 

 

Action Plan 

¶ uSPEQ will be introducing Family Member Consumer Experience Surveys in 2018 and posAbilities will migrate to a uSPEQ Survey 
instrument which will also provide benchmark data for comparison. 

¶ To set internal benchmark performance scores to measure progress from year to year to use as comparators in addition to uSPEQ 
Benchmark data. 

¶ posAbilities will be reviewing the ǊŜǎǇƻƴǎŜǎ ƛƴ ǘƘŜ άǇǊƻŦŜǎǎƛƻƴŀƭƛǎƳ ŎŀǘŜƎƻǊȅέ ǘƻ ŘŜǘŜǊƳƛƴŜ Ƙƻǿ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ǿƛǘƘ ŦŀƳƛƭȅ ƳŜƳōŜǊǎ 
can be enhanced. 

¶ posAbilities has developed an Orientation Presentation for person served, and will work to ensure family members are aware of the 
presentation as it informs persons served on their rights. 
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3.2 Survey Results: Ǉƻǎ!ōƛƭƛǘƛŜǎΩ Employees 

 

Satisfaction Survey 2016-2017: Employee Climate             

RESPONDENTS:  298 (53.5% of surveys distributed) 
     

SURVEY METHOD:  Employee Climate Survey distributed and analyzed by uSPEQ Research and Reporting  
 

OBJECTIVE:  To increase satisfaction in each category each year 
    

        
RESPONSE DISTRIBUTION 

        
Regular Direct Support Staff: 50.2% 

     
Casual Direct Support Staff: 17.3% 

     
Senior Support Worker/Assistant Supervisor: 11.0% 

     
Team Leader/Coordinator/Clinical Supervisor: 5.7 Full time: 54.4% 

   
Manager/Director: 5.3% Part time: 30.0% 

   
Behaviour Consultant: 6.0% Relief/Casual: 15.7% 

   
Admin/HR/Advocacy Staff: 4.6% 

     
 

    
Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

A. ORGANIZATIONAL CLIMATE             

!ΦмΦ L ŀƳ ŀǿŀǊŜ ƻŦ Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ƳƛǎǎƛƻƴΦ 1.3% 1.0% 44.0% 53.7% 

A.2. I support the overall direction of posAbilities. 1.7% 1.7% 45.0% 51.70% 

A.3. posAbilities demonstrates that it values diversity. 1.0% 2.0% 44.4% 52.5% 

A.4. posAbilities has a strong focus on customer service and satisfaction. 1.7% 3.0% 56.6% 38.7% 

!ΦрΦ L ǿƻǳƭŘ ǊŜŎƻƳƳŜƴŘ Ǉƻǎ!ōƛƭƛǘŜǎΩǎ ǎŜǊǾƛŎŜǎ ǘƻ Ƴȅ ŦǊƛŜƴŘǎ ƻǊ ŦŀƳƛƭȅΦ  2.0% 5.4% 49.2% 43.4% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

B.COMMUNICATION 

B.1. I am kept well informed about plans and progress at posAbilities. 1.0% 12.5% 60.6% 25.9% 

B.2. I am kept up to date about news and issues at posAbilities that affect my job. 1.7% 11.7% 56.7% 29.9% 

B.3. I am asked for my input and/or ideas when important decisions are made that affect my work. 4.4% 24.9% 48.5% 22.2% 

B.4. posAbilities has a clear means for disseminating important information. 1.3% 9.4% 62.6% 26.6% 

B.5. Concerns between individuals are resolved in a respectful manner. 2.4% 12.8% 61.5% 23.3% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

C. LEADERSHIP 

C.1. I believe the leadership (team managers and directors) are well informed about 
staff concerns and issues. 

3.7% 18.3% 59.3% 18.6% 

C.2. I believe that posAbilities is being managed effectively by leadership (team 
managers and directors). 

1.7% 11.9% 62.2% 24.1% 

C.3. I believe that the CEO is providing effective leadership (team managers and 
directors) to posAbilities. 

1.0% 7.8% 59.7% 31.5% 

/ΦпΦ {ǘŀŦŦ ŎƻƴŎŜǊƴǎ ŀǊŜ ǘŀƪŜƴ ǎŜǊƛƻǳǎƭȅ ōȅ Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ƭŜŀŘŜǊǎƘƛǇ ŀƴŘ ǘƛƳŜƭȅ Ŧƻƭƭƻǿ-up 
occurs. 

1.7% 18.6% 53.9% 25.8% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

D. TEAMWORK         

D.1. I believe that there is good communication in my pod/team. 2.4% 11.3% 57.7% 28.7% 

D.2. I am comfortable sharing my work-related opinions with coworkers 1.7% 9.6% 51.7% 37.0% 

D.3. My coworkers and I work well together. 1.0% 5.8% 50.0% 43.2% 

D.4. I am encouraged to work as a part of a team with regard to my pod/team. 0.7% 4.1% 52.1% 43.1% 

D.5. I am treated as a team member regardless of my position.  1.0% 7.9% 50.7% 40.4% 

D.6. My pod/team takes time to plan ahead. 1.0% 11.1% 57.6% 30.2% 

D.7. I feel I am treated as an equal member of my pod/team. 2.4% 8.3% 53.1% 36.2% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

E. MANAGER SUPPORT 

E.1. My team leader treats me with respect 1.2% 5.1% 52.2% 41.6% 

E.2. My team leader treats me fairly. 1.2% 7.5% 50.2% 41.2% 

E.3. My team leader shows a sincere interest in me as a person, not just as an employee. 2.4% 9.4% 50.6% 37.6% 

E.4. I believe my team leader encourages and supports my professional development. 2.0% 8.3% 52.8% 36.9% 

E.5. I feel comfortable discussing my job related concerns and issues with my team leader  3.1% 13.0% 48.6% 35.8% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

E. MANAGER SUPPORT 

E.6. I receive praise and recognition from my team leader when I do a good job. 3.2% 11.9% 51.8% 33.2% 

E.7. My team leader gives me feedback that helps me improve my performance. 2.4% 10.6% 55.5% 31.5% 

E.8. My team leader encourages me to suggest better ways of doing work. 3.1% 12.2% 54.5% 30.2% 

E.9. I feel supported in my work. 2.8% 12.2% 51.6% 33.5% 

E.10. Overall, I am satisfied with my team leader.  4.0% 6.3% 51.4% 38.3% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

E. MANAGER SUPPORT 

E.11. I am encouraged and rewarded for creative and innovative ideas 3.6% 17.4% 50.6% 28.5% 

E.12. My team leader recognizes that making honest mistakes and learning from them are part 
of doing business.  

2.4% 8.3% 58.3% 31.1% 

E.13. My team leader genuinely seeks and responds to my suggestions and ideas 4.0% 12.3% 52.6% 31.2% 

E.14. My performance evaluation provides me with clear guidelines for progress and growth 3.6% 11.6% 56.6% 28.1% 
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Strongly 
disagree 

Disagree Agree 
Strongly 

agree 

F. WORK ENVIRONMENT 

F.1. I believe my workplace is safe. 2.1% 5.5% 56.9% 35.5% 

F.2. posAbilities is a physically comfortable place to work. 1.4% 5.9% 56.4% 36.3% 

F.3. Health and safety processes are regularly reviewed and discussed with staff.  1.0% 2.1% 52.6% 44.3% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

G. STAFF DEVELOPMENT 

G.1. I have the information and resources I need to do my job properly. 1.7% 6.8% 60.4% 31.1% 

G.2. I am given the training and support I need to do my job well. 1.4% 4.8% 61.90% 32.0% 

G.3. I receive the tools and equipment I need to do my job well. 1.7% 8.9% 57.7% 31.7% 

G.4. I understand my job responsibilities. 0.3% 3.1% 52.6% 44.0% 

G.5. I have opportunities for professional growth and development. 2.0% 12.2% 52.7% 33.0% 

G.6. posAbilities financially supports professional development. 3.4% 17.6% 53.4% 25.5% 

G.7. I am completely clear regarding my role and responsibilities in my current position.  0.7% 4.8% 55.8% 38.89% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

H. COMPENSATION AND RECOGNITION 

H.1 I am paid fairly for the work I do at posAbilities. 14.3% 29.9% 44.2% 11.6% 

H.2. I am satisfied with my benefit package offered by posAbilities. 12.4% 26.5% 48.1% 13.1% 

H.3. I believe everyone has an opportunity to receive recognition. 4.1% 13.4% 58.3% 24.1% 

H.4. I believe my job at posAbilities is secure. 4.5% 16.8% 59.8% 18.9% 

H.5. I believe staff members at posAbilities are promoted on the basis of merit. 8.3% 18.1% 62.8% 10.9% 

H.6. I believe there is recognition of high performing staff members.  5.9% 21.7% 54.8% 17.6% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

I. OVERALL JOB SATISFACTION 

I.1. Overall, I am treated with dignity and respect at posAbilities. 1.0% 5.2% 61.5% 32.3% 

I.2. Taking everything into account, I believe posAbilities is a great place to work.  0.0% 8.9% 57.0% 34.0% 

I.3. I would refer a friend to work here. 2.1% 11.1% 52.1% 34.7% 

I.4. There are opportunities available at posAbilities for me to develop new skills. 2.1% 13.5% 58.5% 26.0% 

LΦрΦ tŜƻǇƭŜ ŎŀǊŜ ŀōƻǳǘ ŀƴƻǘƘŜǊΩǎ ǿŜƭƭ-being at posAbilities.  0.7% 12.1% 61.0% 26.2% 

I.6. I am likely to still be working at posAbilities in two years. 2.7% 7.2% 55.0% 35.1% 

I.7. I get a sense of accomplishment from work. 1.4% 5.2% 54.3% 39.1% 

I.8. I felt free to answer questions in this questionnaire. 1.7% 5.2% 50.% 43.0% 

I.9. Overall, I am satisfied with my job.  0.7% 9.0% 59.9% 30.4% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

CUSTOM ITEMS 2016 

1. My senior support worker or assistant supervisor treats me with respect. 1.8% 6.6% 46.5% 45.1% 

2. My senior support worker or assistant supervisor treats me fairly. 1.8% 6.2% 49.3% 42.7% 

3. My senior support worker or assistant supervisor shows a sincere interest in me as a person, not just as an 
employee. 

2.7% 11.1% 46.7% 39.6% 

4. My senior support worker or assistant supervisor encourages/supports my professional development. 1.8% 12.5% 48.7% 37.1% 

5. I feel comfortable discussing job related concerns and issues with my senior support worker or assistant 
supervisor.  

4.0% 9.3% 48.2% 38.5% 

6. I receive praise and recognition from my senior support worker or assistant supervisor when I do a good job. 4.9% 14.2% 44.7% 36.3% 

7. My senior support worker or assistant supervisor gives me feedback that helps me improve my 
performance. 

4.0% 13.3% 49.8% 32.9% 

8. My senior support worker or assistant supervisor encourages me to suggest better ways of doing work. 3.6% 14.3% 50.7% 32.1% 
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Strongly 
disagree 

Disagree Agree 
Strongly 
agree 

CUSTOM ITEMS 2016 

9.I feel supported in my work by senior support worker 5.3% 11.1% 48.0% 35.6% 

10. Overall, I am satisfied with my senior support worker or assistant supervisor. 5.4% 10.8% 46.2% 37.7% 

11. My senior support worker or assistant supervisor recognizes that making honest mistakes and learning 
from them are part of doing business. 

3.6% 8.6% 52.3% 35.6% 

12. My senior support worker or assistant supervisor genuinely seeks and responds to my suggestions and 
ideas.  

5.9% 8.1% 53.2% 32.9% 

13. I know how to access ShareVision. 0.3% 0.0% 33.3% 66.3% 

14. I access ShareVision on every shift. 1.4% 3.8% 33.2% 61/6% 

15. I know where to find the Policy and Procedures Manuals in ShareVision. 0.3% 0.3% 40.5% 58.8% 

16. I understand and apply the policies and procedures in my daily work life. 0.3% 0.3% 49.8% 49.5% 

17. My co-workers respond appropriately to policies and procedures regarding our safety program 0.0% 4.8% 62.3% 32.9% 

18. My team addresses unsafe practices/conditions in a timely manner. 0.3% 4.9% 55.2% 39.6% 

19. I know where to find community engagement resource on ShareVision 0.3% 7.2% 56.0% 36.4% 

20. I regularly access my posAbilities email account 0.7% 1.4% 39.2% 58.8% 

21. I regularly read the weekly e-news 4.5% 16.3% 50.3% 28.8% 

2нΦ L ǊŜƎǳƭŀǊƭȅ ǊŜŀŘ ǘƘŜ ōƭƻƎ άǇƻǎ!ōƛƭƛǘƛŜǎ ¢ƻŘŀȅΦέ 11.9% 38.9% 36.8% 12.3% 

ноΦ L ǊŜƎǳƭŀǊƭȅ ǊŜŀŘ Ǉƻǎ!ōƛƭƛǘƛŜǎ ǉǳŀǊǘŜǊƭȅ ƴŜǿǎƭŜǘǘŜǊ άLƳŀƎƛƴŜέ 7.6% 27.1% 45.1% 20.1% 

24. I regularly visit posAbilities.ca for news and resources 10.0% 33.6% 41.9% 14.5% 

25. I ǊŜƎǳƭŀǊƭȅ Ǿƛǎƛǘ Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ǎƻŎƛŀƭ ƳŜŘƛŀ ǎƛǘŜǎ 12.8% 41.3% 33.7% 12.2% 

нсΦ L ƪƴƻǿ L Ŏŀƴ ǊŜŦŜǊ ǇŜǊǎƻƴǎ ǎŜǊǾŜŘκŦŀƳƛƭƛŜǎ ǘƻ Ǉƻǎ!ōƛƭƛǘƛŜǎΩ /ƻƳƳǳƴƛǘȅ 9ƴƎŀƎŜƳŜƴǘ 5ŜǇŀǊǘƳŜƴǘ 3.6% 11.1% 52.9% 32.5% 

27. I am aware of posAbilities 3-Year Strategic Plan 4.6% 17.9% 53.9% 23.6% 

нуΦ L ŀƳ ŦŀƳƛƭƛŀǊ ǿƛǘƘ Ǉƻǎ!ōƛƭƛǘƛŜǎΩ 9ƳǇƭƻȅŜŜ ²ŜƭƭƴŜǎǎ tǊƻƎǊŀƳ 1.4% 7.5% 57.9% 33.2% 

нфΦ hƴŜ ƻǊ ƳƻǊŜ ƻŦ Ǉƻǎ!ōƛƭǘƛŜǎΩ ŜƳǇƭƻȅŜŜ ǿŜƭƭƴŜǎǎ ƛƴƛǘƛŀǘƛǾŜǎ ƘŀǾŜ ōŜŜƴ ōŜƴŜŦƛŎƛŀƭ ǘƻ ƳŜ 7.2% 30.2% 44.2% 18.3% 

30. I have had the opportunity to participate in at least one team building experience this year. 6.5% 15.2% 48.9% 29.3% 
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Key Findings 

¶ During the 2016 survey period (November 2016-December 2016), 53.5% of our total workforce, or 298 full time, part-time and casual 
employees participated in the survey.  The 2016 Survey response rate was 9.3% lower than the 2015 Survey response rate. 

¶ Overall, job satisfaction rose by 1.3% from 2015 to 2016 to 90.1% 

¶ The average satisfaction rating has increased in all sections except in three sections in 2016 in comparison to the previous year.  

¶ TƘŜ ŎŀǘŜƎƻǊȅ ƻŦ ά9. Manager Supportέ  ŘŜŎǊŜŀǎŜŘ ŦǊƻƳ 85.6% in 2014 to 80.7% in 2015; however, in 2016 it increased to 86.8%.  

¶  TƘŜ ŎŀǘŜƎƻǊȅ ƻŦ άCΦ ²ƻǊƪ 9ƴǾƛǊƻƴƳŜƴǘέ ŘŜŎǊŜŀǎŜŘ ŦǊƻƳ фпΦн҈ ƛƴ нлмп ǘƻ фнΦф҈ ƛƴ нлм6; however, it increased in 2016 to 94.0%. 

¶ TƘŜ ŎŀǘŜƎƻǊȅ ƻŦ άDΦ {ǘŀŦŦ 5ŜǾŜƭƻǇƳŜƴǘέ ŘŜŎǊŜŀǎŜŘ ŦǊƻƳ уфΦо҈ ƛƴ нлмп ǘƻ ууΦр҈ ƛƴ нлмр; however, it increased to 90.5% in 2016. 

¶ The section with the highest percentage of responses indicating satisfaction is Organizational Climate (95.8%) while, as it was the case 
during the last five years, Compensation and Recognition (71.8%) is the section with the lowest percentage of satisfaction. 

¶ The Five Survey Items with highest percentages indicating satisfaction, with respondents repoǊǘƛƴƎ ǘƻ ŜƛǘƘŜǊ άǎǘǊƻƴƎƭȅ ŀƎǊŜŜέ ƻǊ άŀƎǊŜŜέΣ 
were identified in the following statements: ά!ΦмΦ L ŀƳ ŀǿŀǊŜ ƻŦ posAbilitiesΩ Ƴƛǎǎƛƻƴέ όф7.7%), ά!ΦнΦ L ǎǳǇǇƻǊǘ ǘƘŜ ƻǾŜǊŀƭƭ ŘƛǊŜŎǘƛƻƴ ƻŦ 
posAbilitiesέ όф6.6%), άDΦпΦ L ǳƴŘŜǊǎǘŀƴŘ Ƴȅ Ƨƻō ǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎέ όф6.62%), ά!ΦоΦ posAbilities ŘŜƳƻƴǎǘǊŀǘŜǎ ǘƘŀǘ ƛǘ ǾŀƭǳŜǎ ŘƛǾŜǊǎƛǘȅέ 
(97,9%) and άCΦоΦ IŜŀƭǘƘ ŀƴŘ ǎŀŦŜǘȅ ǇǊƻŎŜǎǎŜǎ ŀǊŜ ǊŜƎǳƭŀǊƭȅ ǊŜǾƛŜǿŜŘ ŀƴŘ ŘƛǎŎǳǎǎŜŘ ǿƛǘƘ ǎǘŀŦŦέ όфсΦ9%). The same 5 Survey Items had the 
highest percentages indicating satisfaction in the 2015 Survey period. 

¶ ¢ƘŜ ƭƻǿŜǎǘ ǇŜǊŎŜƴǘŀƎŜǎΣ ǿƘŜǊŜ ǊŜǎǇƻƴŘŜƴǘǎ ŜȄǇǊŜǎǎŜŘ ǎŀǘƛǎŦŀŎǘƛƻƴ ōȅ ŀƴǎǿŜǊƛƴƎ άǎǘǊƻƴƎƭȅ ŀƎǊŜŜέ ƻǊ άŀƎǊŜŜέΣ are found in the following 
ǎǘŀǘŜƳŜƴǘǎΣ ǿƘƛŎƘ ƛŘŜƴǘƛŦȅ ǘƘŜ ǘƻǇ ŦƛǾŜ ǎǳǊǾŜȅ ƛǘŜƳǎ ŦƻǊ ƛƳǇǊƻǾŜƳŜƴǘΥ άIΦм L ŀƳ ǇŀƛŘ ŦŀƛǊƭȅ ŦƻǊ ǘƘŜ ǿƻǊƪ L Řƻ at posAbilitiesέ ό55.8%),έIΦнΦ 
I am satisfied with my benefit package offered by posAbilitiesέ ό61.2%)Σ άB.3. I am asked for my input and/or ideas when important 
decisions are made that affect my workέ ό70.7%), άH.6.  I believe there is recognition of high performing staff membersέ ό72.4%), and 
άH.5 Staff are promoted on meritέ ό74.2%).   

¶ The survey items for which satisfaction ratings most significantly increased in 2015 ŎƻƳǇŀǊŜŘ ǘƻ ǘƘŜ ǇǊŜǾƛƻǳǎ ȅŜŀǊ ŀǊŜΥ άA.1. I am aware 
of posAbilitiesΩ Ƴƛǎǎƛƻƴέ όŦǊƻƳ 48.9% in 2014 to 97.7% in 2016ύΣ άC.4. Staff concerns are taken seriously by posAbilitiesΩ leadership (team 
managers and directors) and timely follow-up occursέ (from 70.9% in 2014 to 77.0% in 2015), and άD.1. I believe that there is good 
communication in my pod/teamέ (from 80.3% in 2014 to 85.9% % in 2015). 

¶ The survey items for which satisfaction ratings most significantly decreased in 2015 compared to the previous year are: άE.11. I am 
encouraged and rewarded for creative and innovative ideas.έ όŦǊƻƳ 88.2% in 2014 to 72.6% in 2015), άE.13. My team leader genuinely 
seeks and responds to my suggestions and ideasέ όfrom 88.9% in 2014 to 75.8% in 2015ύΣ άE.9. I feel supported in my work.έ όfrom 84.4% 
in 2014 to 77.7% in 2015), and άE.14. My performance evaluatiƻƴ ǇǊƻǾƛŘŜǎ ƳŜ ǿƛǘƘ ŎƭŜŀǊ ƎǳƛŘŜƭƛƴŜǎ ŦƻǊ ǇǊƻƎǊŜǎǎ ŀƴŘ ƎǊƻǿǘƘέ όŦǊƻƳ 
85.5% in 2014 to 78.9% in 2015). 
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Leadership Response and Follow-up 
 

posAbilitiesΩ Leadership Team prepares a comprehensive Quality Improvement Plan to address any survey area which falls below 80% 
satisfaction. 
 
Section A: Organizational Culture and Outlook  
 

No section scored below 80% in this area, and 92.6-97.7% of team members continuing to report that they are aligned with posAbilitiesΩ 
mission, direction, values and attention to customer service and satisfaction.  
 
Section B: Communication 
 
The focus area that requires attention was identified as:  
 

B.3 I am asked for input and/or ideas when important decisions are made that affect my work.  
 
In response, the leadership team conceived of a variety of ways to solicit input and act on this request.  
 
Follow up and proposed action:  

¶ Host annual, seasonal planning sessions for programs with the entire team. 

¶ Each team will review and where appropriate, restructure staff meetings in order to capture more discussion about persons served and 
their goals. 

¶ Each pod will invite front line team members, to choose a rotating representative to attend a pod meeting. 

¶ Team members will be offered the option to use phone or internet conferencing tools (e.g., Go To Meeting or Skype), to participate in 
meetings or to attend in person if possible. 

¶ Comment boxes will be installed in all programs. 

¶ Survey tools (like Survey Monkey) will be used to offer options and collect feedback throughout the year. 

¶ ShareVision will be used to as a forum to post innovative ideas that can be viewed by all team members to encourage contribution and 
sharing across programs. 

 
Section C: Leadership  
 
The areas of concern employees expressed with respect to leadership in the Association include:  

 
C.1 I believe leadership are well informed about staff concerns and issues; and  
C.4 Staff concerns are taken seriously by posAbilities leadership and timely follow-up occurs.  
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Follow up and proposed action:  
 

¶ Team Leaders and Team Managers will discuss how they can be more available to their team members and to implement actions 
accordingly. 

¶ Each program will develop a program specific team charter for communication and collaboration.  

 
Section D: Teamwork  
 
No responses in this area fell below the 80% threshold.  
 
 
Section E: Manager Support  
 
In 2016,  the number of indicators below 80% has decreased, and only one of the 14  indicators in this area fall below the 80% threshold:  
 

E.11 I am encouraged and rewarded for creative an innovative ideas  
 
Follow up and proposed action:  
 

¶ Develop a profile page for each team member highlighting their interests, special abilities, leadership skills, etc.  
 
 
Section F: Work Environment  
 

No responses in this area fell below the 80% threshold; however, in 2016-2017 posAbilities continued to invest in upgrading computer 
technology at program sites. 
 
Section G: Staff Development  
 
In the Staff Development Section, only one response fell below the 80% satisfaction threshold. 
 

G.6 posAbilities financially supports professional development. 
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Follow up and proposed action:  
 
posAbilities has a number of professional development activities available to team members: 

¶ Internal ς Association-ǿƛŘŜΣ ǿƻǊƪǎƘƻǇǎ ŀƴŘ άƻƴ ǊŜǉǳŜǎǘέΥ 

¶ ShareVision/Comvida, both basic and advanced training 

¶ Writing Neighbourhood Small Grants proposals 

¶ Coaching, delegation and motivation 

¶ LBSS Consultant providing Positive Behaviour Support training for all in 2017-18.  

¶ Person-Centered Training (PCT) offered to all team members 

¶ All team members to be trained in PCT by 2018. 

¶ Medication Administration Training, twice a year for those whose learning style requires in class training. 

¶ Program specific training as determined/coordinated by TMs/TLs: ASL, Deaf Culture, Autism, Dementia/Aging, Lifts and Transfers, 

Therapeutic Recreation etc. 

¶ Computer training on request. See Relias for more info (e.g., Microsoft Office Suite.) 

¶ External ς New Perspectives/Networking 

¶ SLN, LBSS Mental Health First Aid (to be planned) 

¶ BCGEU training on bullying and conflict resolution 

¶ Program specific training as determined/coordinated by TMs/TLs: ASL, Deaf Culture, Autism, Dementia/Aging, Lifts and Transfers, 

Therapeutic Recreation etc. 

¶ Extend invitation to local sector conferences for team members (e.g. Inclusion BC.) 

Section H: Compensation and Recognition  
 
The majority of responses to the indicators in this section fall below 80%:  

H.1 I am paid fairly for the work that I do at posAbilities 
H2. I am satisfied with my benefit package offered by posAbilities 
H.4 I believe my job at posAbilities is secure.  

H.5 I believe staff members at posAbilities are promoted on the basis of merit. 
H6. I believe there is recognition of high performing staff members.  

 
Compensation, benefits and issues related to job security are negotiated within the Collective Agreement (CA) bargaining process and 

constrained by the negotiating mandate (money pool) set by the provincial government. posAbilities cannot increase wages, amend benefits, or 
make workforce adjustments unilaterally. However, the Association is committed to exploring ways to address concerns in this area to the best 
of its ability.  
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Follow up and proposed action:  
 

H.1 I am paid fairly for the work that I do at posAbilities 
 

¶ The BC Government Employee Union ς Community Social Services Component Representative at Orientation Express training will include 
education about the Collective Agreement bargaining process. The intent of sharing this information is to equip team members with 
knowledge about the roles and responsibilities of their employer and their union.  

 

H.2 I am satisfied with the benefit package offered by posAbilities.  
 

¶ In 2016, approximately 61.2% of regular employees were satisfied with their benefits. This has not changed much compared to previous 
years. 

¶ As a negotiated component of the Collective AgreementΣ ƻǳǊ ǎŜŎǘƻǊΩǎ ōŜƴŜŦƛǘ ǇŀŎƪŀƎŜ ƛǎ ǎǘŀƴŘŀǊŘƛȊŜŘ ŦƻǊ ŀƭƭ ŜƳǇƭƻȅŜǊǎ ǘƘŀǘ ǘƘŜ Collective 
Agreement covers.  

¶ On June 1, 2017, posAbilities launched the IGrow personal development spending incentive to encourage employee well-being by 
providing a financial incentive for personal development activities like learning a new skill or gaining knowledge or understanding of a 

subject of interest to the employee.  All posAbilities employees, full-time, part-time, and casual, can qualify to receive the iGrow 
reimbursement.  

 

H.4 I believe my job at posAbilities is secure.  
 

¶ posAbilities is providing program-specific training opportunities to team members who have expressed an interest in leadership. 

¶ posAbilities continues to host ά[ǳƴŎƘ ŀƴŘ [ŜŀǊƴέ ƻƴ ƳŜƴǘƻǊǎƘƛǇ ŀƴŘ ŎŀǊŜŜǊ ŘŜǾŜƭƻǇƳŜƴǘ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ǿƛǘƘƛƴ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΦ 
 

H.5 I believe staff members at posAbilities are promoted on the basis of merit.  
 

¶ Formalize, post and distribute information about the Successorship process at posAbilities to all team members 
 

H.6 I believe there is recognition of high performing staff members.  
 

¶ posAbilities plans to re-establish the Cultural Diversity Committee with a focus on education as a way to foster more connections and 
collaboration. 
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Section I: Overall Job Satisfaction  
 
In sum, scores in this section ranged from 84.4% to 93.8% demonstrating the high levels of job satisfaction continues. 
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4. PROGRAMS AND SERVICES: OUTCOMES DATA AND RESULTS 

4.1 Home Supports 

All of our residential services focus on inclusion. Persons served receive assistance and coaching in the areas of health and safety, community 
access, money management, nutrition, problem solving, relationship building and other aspects of daily living. We provide three distinct 
programs of residential services: Shared Living Services, Supported Living Network, and Community Housing.  

 

¶ 4.1.1 Shared Living Services 

Program Overview:  

This arrangement can offer richer opportunities for developing natural relationships and social circles. It also increases the likelihood of having a 
more genuine and meaningful experience of community life. 

Shared Living Services offers a Community Living alternative in its inclusiveness, normal, daily living routines, providing family, friends, job 
training, recreational opportunity and privacy and comfort of a family home. 

In response to the need for residential options for individuals with developmental disabilities, posAbilities developed Shared Living Services to:  

¶ Provide warm supportive environments to persons with disabilities. 

¶ Enhance the lives of persons served to achieve greater independence with assistance, nurturing and inclusion by the shared living host 
family. 

¶ Environments where our consumers thrive in an atmosphere that is encouraging and consistent. 

¶ Provide, through our Shared Living providers, a means to a lifestyle which supplies stimulation, activity and identification and assistance 
in achievement of personal goals for our clients. 

 

Stakeholder Survey Results: 

Survey 2016-17: Shared Living Providers 

       RESPONDENTS:  21 of 90 = 23% 
 

    
SURVEY METHOD:  Satisfaction Surveys were mailed to Shared Living Providers 



Page 38 of 65 

OBJECTIVE:  To increase positive responses in each domain each year. 
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Key Findings 

¶ 100% of Shared Living Providers wƘƻ ǊŜǎǇƻƴŘŜŘ ǘƻ ǘƘŜ ǎǳǊǾŜȅ ƛƴŘƛŎŀǘŜŘ ά¸Ŝǎέ ǘƻ άL ŀƳ ǘǊŜŀǘŜŘ ǿƛǘƘ ǊŜǎǇŜŎǘ ōȅ Ǉƻǎ!ōƛƭƛǘƛŜǎΦ  ¢Ƙƛǎ ƛǎ ǘƘŜ 
same results as in previous survey period. 

¶ ¢ƘŜǊŜ ǿŀǎ ǎƭƛƎƘǘ ŘŜŎǊŜŀǎŜ όŦǊƻƳ млл҈ ǘƻ фр҈ύ ƻŦ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƛƴŘƛŎŀǘŜŘ άYŜǎέ ǘƻ άaȅ ŎƻƴŎŜǊƴǎ ŀǊŜ ŘŜŀƭǘ ǿƛǘƘ ƛƴ ŀ ǘƛƳŜƭȅ ƳŀƴƴŜǊΦέ   

¶ There was a slight decrease from (100% to 90%ύ ƛƴ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƛƴŘƛŎŀǘŜŘ ά¸Ŝǎέ ǘƻ άaȅ ŎƻƴŎŜǊƴǎ ŀǊŜ ǎŀǘƛǎŦŀŎǘƻǊƛƭȅ ŀŘŘǊŜǎǎŜŘέΦ 

¶ ¢ƘŜǊŜ ǿŀǎ ŀ ǎƭƛƎƘǘ ƛƴŎǊŜŀǎŜ όŦǊƻƳ фо҈ ǘƻ фр҈ύ ƛƴ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƛƴŘƛŎŀǘŜŘ ά¸Ŝǎέ ǘƻ άǇƻǎ!ōƛƭƛǘƛŜǎ ŎƻƴǎƛǎǘŜƴǘƭȅ ŎƻƳƳǳƴƛŎŀǘŜǎ ǿƛǘƘ ƳŜέΦ 

¶ ¢ƘŜǊŜ ǿŀǎ ŀ ǎƛƎƴƛŦƛŎŀƴǘ ŘŜŎǊŜŀǎŜ όŦǊƻƳ фн҈ ǘƻ тр҈ύ ƛƴ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƛƴŘƛŎŀǘŜŘ ά¸Ŝǎέ ǘƻ άǇƻǎ!ōƛƭƛǘƛŜǎ ǇǊƻǾƛŘŜǎ ƳŜ ǿƛǘƘ Ǿŀƭǳŀble 
ƛƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ŀƴŘ ǊŜǎƻǳǊŎŜǎ ŦƻǊ ǘƘŜ ǇŜǊǎƻƴ L ǎǳǇǇƻǊǘέΦ 

¶ There was a significant ŘŜŎǊŜŀǎŜ όŦǊƻƳ фн҈ ǘƻ тс҈ύ ƛƴ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ƛƴŘƛŎŀǘŜŘ ά¸Ŝǎέ ǘƻ άǇƻǎ!ōƛƭƛǘƛŜǎ ǇǊƻǾƛŘŜǎ ōŜƴŜŦƛŎƛŀƭ ƛƴŦƻǊƳŀǘƛƻƴ 
ŀōƻǳǘ ǳǇŎƻƳƛƴƎ ŜǾŜƴǘǎ ŀƴŘ ŎƻǳǊǎŜǎέΦ 

 

Action Plan 

¶ posAbilities is in the planning stage of enhancing the ShareVision to include access for Shared Living Providers.  This is expected to 
positive impact Shared Living and improve communication and information sharing between Shared Living Providers and posAbilities.    

 

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ records and databases as well as from surveys completed by family members of 
person receiving Shared Living Services (23 respondents). 

 
Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Encourage friendships, recreational opportunities, and 
privacy and comfort of a family home 

Number of persons receiving Shared Living 
Services1  

90 96 122 
 

Minimize the number of incidents involving verbal and 
physical aggression 

# of aggressive incidents involving verbal and 
physical aggression to # of persons served 

0.6 0.05 0.06 
 

Minimize the number of validated complaints that are 
processed through the formal complaint resolution 
process 

# of validated complaints that are processed 
through the formal complaint resolution process 

1 0 0 
 

Minimize the number of medical/treatment errors  
# of medical/treatment errors to # of persons 
served 

0.02 0.02 0 
 

                                                           
1 The total number of persons receiving services is not entirely up to the organization and it can vary depending on external factors. We use this target as a projection, however it 
is subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons received the service during the reporting period. 

../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!#REF!
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Key Findings 

¶ The file review revealed that we have met our expected targets regarding the minimization of incidents involving verbal and physical 
aggression, the reduction of medical/ treatment errors, as well as the minimization of validated complaints 

 
Efficiency 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain program cost per person served 
Cost per person served (program cost divided by 
the # of persons served)2 

$35,900 $36,611 $35,955 
 

¶ We have met not our target in relation to maintaining Shared Living program cost per person as there was a slight increase of $711 per 
person served.   

Service Access 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain the length of time from intake to 
active planning 

% of referred persons who were engaged in active 
planning within 40 working days of intake 

80% 100% 80% 
 

¶ We have met our target in relation to service access.  

Effectiveness 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Effectiveness measures 
# and % of families who report that the person 
served has improved their skills and abilities as a 
result of the services received 

65% 
12 

52% 
11 

85%  

Promote overall physical well-being 
# and % of families who report that posAbilities 
promotes overall physical well-being for persons  
receiving services  

65% 
15 

65% 
11 

79%  
 
 

bƻǘŜΥ wŜǎǇƻƴǎŜǎ ƻŦ άL ŘƻƴΩǘ ƪƴƻǿέΣ άbκ!έ ŀƴŘ ά5ƛŘ bƻǘ !ƴǎǿŜǊέ ǿŜǊŜ ǊŜƳƻǾŜŘ ǘƻ ƛƴŎǊŜŀǎŜ ǎǘŀǘƛǎǘƛŎŀƭ ŀŎŎǳǊŀŎȅΦ 
 

¶ The results obtained from the surveys completed by persons receiving Shared Living Services and their family members indicate that we 
have met our targets related to program effectiveness. 

                                                           
2 The total cost per person served is not entirely up to the organization and it can vary depending on external factors. All individuals who are assessed for this service are also 

assessed for the level of supports required which in turn informs the level of support.  We use this target as a baseline, however it is subject to change. This indicator is not 
specifically intended to meet a target, but to monitor how cost per person served varies from year to year.   
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Input 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Treat persons served and families 
with respect 

# and % of families who report that they are treated with 
respect by home share providers 

90% 
21 

91% 
13 

100%  

Value and acknowledge each 
ǇŜǊǎƻƴΩǎ ƛƴŘƛǾƛŘǳŀƭƛǘȅ 

# and % of families who report that home share providers 
value the person served for who he/she is 

90% 
17 

94% 
13 

93%  

Educate on rights of persons served 
# and % of families who report that home share providers 
educate their family member on their rights 

90% 
11 

92% 
12 

86%  

Develop natural relationships and 
social circles 

# and % of families who report that the person served is 
supported to develop meaningful relationships 

65% 
14 

88% 
12 

86%  

Facilitate access to community-
based resources to enhance quality 
of life and social interaction (such as 
community kitchens, community 
coffee groups, support groups, 
supported vacations, volunteering, 
social and community events, etc.) 

# and % of families who report that their family member is 
supported to participate in community-based activities of 
personal interest 

65% 
14 

88% 
12 

86%  

Promote self-determination and 
abilities to make their own decisions 

# and % of families who report that their family member is 
supported to make choices and decisions about things that 
matter to him/her 

90% 
12 

80% 
13 

93%  

Promote community safety and trust 
# and % of families who report that the person served feels 
safe in the community 

75% 
17 

100% 
14 

100%  

Improve quality of life of persons 
served 

# and % of families who report that the quality of life of the 
person receiving services has improved since receiving services 

90% 
18 
% 

12 
83%  

Strengthen relationships with 
families 

# and % of families who report an increase in understanding 
Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ǿƻǊƪ ǘƻ ŜƴƘŀƴŎŜ ǘƘŜ ǉǳŀƭƛǘȅ ƻŦ ƭƛŦŜ ƻŦ ǘƘŜƛǊ ŦŀƳƛƭȅ 
member 

90% 
18 

88% 
9 

75%  

Maximize overall satisfaction with 
service 

# and % of families who report being pleased with the service 95% 
17 

89% 
12 

86%  
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¶ Based on the responses of family members of persons receiving Shared Living Services, we did not meet our expected outcomes that 
relate to the overall improvement of quality of life of person served. 

¶ The feedback provided by family members of persons receiving Shared Living Services would indicate the education on making choices 
and decision for persons served could be improved, as well as the strengthening of posAbilitiesΩ relationship with families of persons 
served.   

 
Follow up and proposed action 

¶ We will make more efforts to communicate the work posAbilities does to enhance the quality of life of their family member. 

¶ We will increase our efforts to ensure more satisfaction surveys are completed by family members of persons receiving Shared Living 
Services.   
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 4.1.2 Supported Living  

Program Overview:  

The purpose of the Supported Living program is to assist those with developmental disabilities to live as independently as possible within our 
communities. 

A staff person supports the person served in the areas of daily life and self-care skills, home maintenance, and social integration. Supported 
Living staff also provides a crucial monitoring service to ensure health and safety needs are met and supported. 

In general, the program provides support in the following areas: 

¶ Assisting with medical appointments and planning. 

¶ Support to plan meals and buy food / other necessities. 

¶ Assistance with budgeting, personal banking and other financial issues. 

¶ Support with BC Housing and/or landlord and building requirements. 

¶ Providing several community-based social programs to enhance quality of life and social interaction, such as community kitchens, 
community coffee groups, women with disabilities support groups, supported vacations. 

 

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ ǊŜŎƻǊŘǎ ŀƴŘ ŘŀǘŀōŀǎŜǎ.  154 family members of persons receiving Supported 
Living Services were mailed to Satisfaction Surveys. 24 family members (15%) responded; however, many survey respondents did not answer 
some of the survey questions rendering the survey responses statistically invalid.  For this reason, the results for the Key Monitoring Items of 
Effectiveness and Input have been removed for Supported Living in this Outcomes Management Report. 

These outcome results apply to persons receiving Supported Living Services. 

Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Provide support in the areas of daily life and self-
care skills, home maintenance, and social 
integration 

Number of persons served in Supported Living 
programs 3  

85 90 96 
 

Minimize the number of validated complaints that 
are processed through the formal complaint 
resolution process 

# of validated complaints that are processed through 
the formal complaint resolution process 

1 0 0 
 

                                                           
3 The total number of persons receiving services is not entirely up to the organization and it can vary depending on external factors. We use this target as a projection; however it 
is subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons received the service during the reporting period. 
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¶ The results indicate that all the targets set ŦƻǊ {ǳǇǇƻǊǘŜŘ [ƛǾƛƴƎ ǎŜǊǾƛŎŜǎΩ ƪŜȅ ƳƻƴƛǘƻǊƛƴƎ ƛǘŜƳǎ ƘŀǾŜ ōŜŜƴ ƳŜǘ.   

 

Efficiency 

Objective Measure Target Outcome 2016 
Outcome 

2015 
Target 

Achieved 

Maintain program cost per hour of service 
provided 

Cost per hour of service provided (program cost 
divided by the # of hours of service provided 
during reporting period) 

$38.06 per 
hour 

$39.56 per 
hour 

$38.25 
 

 

¶ The file review revealed that we have not met our efficiency target for Supported Living services related to maintaining program cost per 
hour of service.  Increase is due to increases negotiated in the Collective Bargaining Agreement. 

 
Service Access 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain the length of time from referral to 
intake 

% of referred persons who started receiving service within 
20 working days of initial referral 

80% 78% 60% 
 

 

¶ The file review showed that we have not met our service access target for Supported Living services. It is worth noting that 2 persons 
who did not receive service within 20 working days, 1 lived out of town and so there was a delay in them getting to the lower mainland 
and 1 persons served delayed the start date by choice. 

 
Follow up and proposed action 

¶ We will increase our efforts to ensure more satisfaction surveys are completed by family members of persons receiving Supported Living to 
allow for reporting of statistically valid results for the Key Monitoring Items of Effectiveness and Input.  
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4.1.3 Community Housing 

Program Overview:  

¶ 24 hour care: This level of service is designed to meet the unique support needs of the individuals who live in the home. Services may 
include personal care, health planning and psychiatric and/or behaviour support. 

¶ Semi-independent staffing support: focuses on developing independent living skills and building upon existing strengths. 

 

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ ǊŜŎƻǊŘǎ ŀƴŘ ŘŀǘŀōŀǎŜǎΦ  254 family members were mailed Satisfaction Surveys to 
complete and only 9 families (4%) responded, rendering the survey responses statistically invalid.  For this reason, the results for the Key 
Monitoring Items of Effectiveness and Input have been removed for Community Housing in this Outcomes Management Report.  

 

Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Provision of staffed residential homes Number of persons served in CH programs4  92 95 91 
 

Move persons served to more or less independent living 
arrangements according to changes in their needs5 

# of persons receiving services that move to a 
more independent living arrangement 

NA 
2 

2% 
1 NA 

# of persons receiving services that move to a 
less independent living arrangement 

NA 
0 

0% 
0 NA 

Minimize the number of validated complaints that are 
processed through the formal complaint resolution 
process 

# of validated complaints that are processed 
through the formal complaint resolution 
process 

1 0 4 
 

Minimize the number of medical/treatment errors  
# of medical/treatment errors to # of persons 
served 

0.09 0.02 0.1  

¶ the file review revealed that we did meet our target related to minimizing the number of validated complaints that are processed 
through the formal complaint resolution process. 

¶ The file review showed that we have met our target of minimizing medical/treatment errors.   
 

                                                           
4 The total number of persons receiving services is not entirely up to the organization and it can vary depending on external factors. We use this target as a projection; however it 

is subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons received the service during the reporting period. 
5 Persons served are moved to a more or less independent living arrangements according to their needs and desires. We are interested in tracking these re-arrangements and 

ƳŀƪƛƴƎ ǎǳǊŜ ǘƘŀǘ ǇƭŀŎŜƳŜƴǘǎ ǊŜǎǇƻƴŘ ǘƻ ǇŜǊǎƻƴǎΩ ƴŜŜŘǎ ŀƴŘ ŘŜǎƛǊŜǎΦ IƻǿŜǾŜǊΣ ǘƘƛǎ ƛƴŘƛŎŀǘƻǊ ƛǎ ƴƻǘ ǎǇŜŎƛŦƛŎŀƭƭȅ ƛƴǘŜƴŘŜŘ ǘƻ ƳŜet a target. The rearrangement frequency is 
dependent on the changing needs of persons served.  
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Efficiency 

Objective Measure Target Outcome 2016 
Outcome 

2015 
Target 

Achieved 

Maintain program cost 
per person served 

Cost per person served (program cost divided by the # of persons 
served) 

$132,872 per 
person 

$122,356.40 $125,568 
 

 

¶ The file review revealed that the efficiency target of maintaining program cost for Community Housing services has been met in 2016-17; 
although program cost has increased in comparison to previous year. 

 
Service Access 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain the length of time from 
referral to placement 

% of referred persons who were placed within 40 working days of 
initial referral 

80% 
100% 

(2person) 
0 NA 

 
 

Follow up and proposed action  

¶ We will continue implementing Person Centre Thinking and we will ensure all Safety Plans and Behaviour Support Plans are reviewed and 
updated with Behaviour Consultants.  

¶ We will explore options for providing more focused and flexible person-centered options and for finding CH service delivery systems that 
provide more opportunities for choice.  

¶ We will utilize the summer students during the months of May, June and July of 2018 to administer the family satisfaction surveys 
directly with families to ensure that statistically valid results for the Key Monitoring items of Effectiveness and Input are obtained for the 
2017-2018 Outcomes Management Report.    

¶  
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4.2  Community Integration 

Program Overview:  

We offer a wide range of social, recreational and learning opportunities. Participants are encouraged to pursue their interests and try out 
different program options. In addition to the variety that this approach offers, the person served has the opportunity to meet new people and to 
expand his or her social circle. Our programs are based on the following educational modules: 

¶ Rights and Responsibilities 
¶ Developing and Building Healthy Relationships 
¶ Personal Safety 
¶ Community Kitchen/Cooking 
¶ Music/Karaoke Café 
¶ Crafts 
¶ Improvisation/Theatre 

¶ Multicultural Celebrations 
¶ Volunteering 
¶ Exercise Classes and Outdoor Sports 
¶ Social Events and Dances 
¶ Day-Trips 
¶ Camping 

 

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ ǊŜŎƻǊŘǎ ŀƴŘ ŘŀǘŀōŀǎŜǎ and from surveys completed by family members of 
person participating in Community Integration Services (10 respondents). The response rate for person served was 73% and 7% for family 
members. These outcome results apply to persons participating in Community Integration services and their families. 
 
Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Provision of a wide range of social, recreational and 
learning opportunities 

Number of persons participating in Community 
Integration programs6  

118 132 199 
 

Minimize the number of incidents involving verbal 
and physical aggression 

# of aggressive incidents involving verbal and 
physical aggression to # of persons served 

0.6 0.89 0.6 
 

Minimize the number of validated complaints that 
are processed through the formal complaint 
resolution process 

# of validated complaints that are processed 
through the formal complaint resolution process 

1 0 1 
 

Minimize the number of medical/treatment errors  
# of medical/treatment errors to # of persons 
served 

0.09 0.02 0.1 
 

                                                           
6 The total number of persons receiving services is not entirely up to the organization and it can vary depending on external factors. We use this target as a projection; however it 
is subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons received the service during the reporting period. 
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¶ The file review revealed that the outcome regarding the number of aggressive incidents involving verbal and physical aggression has not 
decreased in comparison to last year and we have not met our expected target.  

Efficiency 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain program cost per 
person served 

Cost per person served (program cost divided by the # 
of persons served) 

$25,909 per 
person 

$37,395 $33,131 
 

 

¶ The file review revealed that the efficiency target of maintaining program cost for Community Integration program has been met in 
2016-2017. 

 
 

Service Access 

Objective Measure Target 
Outcome 

2016 

Outcome 
2015 

Target 
Achieved 

Maintain the length of time from referral 
to service provision 

% of persons who started receiving services within 15 working 
days of initial referral 

80% 
18% 

7 of 11 
0% 

0 of 9  

¶ We did not meet our expected service access target related to the length of time from referral to service provision.       

Effectiveness 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Improve skills and abilities of persons 
served as a result of the services received in 
the program 

# and % of families who report that the person served has 
improved their skills and abilities as a result of the services 
received 

80% 
9 

90% 
24 

86%  

Promote overall physical well-being 
# and % of families who report that posAbilities promotes 
overall physical well-being for persons receiving services 

85% 
7 

100% 
27 

96%  
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¶ Based on the responses of persons receiving CI services and their families, as well as the file review, we have met all our expected 
effectiveness targets. 

 
Input 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Treat persons served and families with 
respect 

# and % of families who report that they are treated with respect by 
Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ǎǘŀŦŦ 

95% 
8 

88% 
26 

96%  

Value anŘ ŀŎƪƴƻǿƭŜŘƎŜ ŜŀŎƘ ǇŜǊǎƻƴΩǎ 
individuality 

# and % of families who report that staff at posAbilities value the 
person served for who he/she is 

95% 
10 

100% 
27 

96%  

Educate on rights of persons served 
# and % of families who report that staff at posAbilities educate their 
family member on their rights 

90% 
8 

88% 
23 

85%  

Develop natural relationships and social 
circles 

# and % of families who report that the person served is helped to 
develop meaningful relationships 

75% 
7 

87.5% 
25 

96%  

Facilitate access to community-based 
resources to enhance quality of life and 
social interaction (such as community 
kitchens, community coffee groups, 
support groups, volunteering, social 
and community events, etc.) 

# and % of families who report that their family member is supported 
to participate in community-based activities of personal interest 

90% 
8 

89% 
25 

89%  

Promote self-determination and 
abilities to make their own decisions 

# and % of families who report that their family member is supported 
to make choices and decisions about things that matter to him/her 

95% 
4 

80% 
20 

80%  

Promote community safety and trust 
# and % of families who report that the person served feels safe in 
the community 

85% 
7 

100% 
27 

96%  

Improve quality of life of persons 
served 

# and % of families who report that the quality of life of the person 
receiving services has improved since receiving services 

90% 
7 

100% 
23 

92%  

Strengthen relationships with families 
# and % of families who report an increase in understanding 
Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ǿƻǊƪ ǘƻ enhance the quality of life of their family 
member 

90% 
7 

87.5% 
21 

88%  

Maximize overall satisfaction with 
service 

# and % of families who report being pleased with the service 95% 
8 

88% 
26 

93%  

 

bƻǘŜΥ wŜǎǇƻƴǎŜǎ ƻŦ άL ŘƻƴΩǘ ƪƴƻǿέΣ άbκ!έ ŀƴŘ ά5ƛŘ bƻǘ !ƴǎǿŜǊέ ǿŜǊŜ ǊŜƳƻǾŜŘ ǘƻ ƛƴŎǊŜŀǎŜ ǎǘŀǘƛǎǘƛŎŀƭ ŀŎŎǳǊŀŎȅΦ 
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¶ The feedback provided by family members of persons receiving CI services, however, show that there are some areas for improvement. 
Their responses indicate that we have not met our expected targets related to educating persons served on their rights, facilitating 
access to community-based resources and activities of personal interest, promoting self-determination and choice, as well as increasing 
the understanding of posAbilitiesΩ ǿƻǊƪ ǘƻ ŜƴƘŀƴŎŜ ǘƘŜ ǉuality of life of their family member. Lastly, we have not met our expected 
target regarding the overall satisfaction of family members of persons served with the service.  However; due to the lower number of 
survey responses from family members, one or twƻ ŦŀƳƛƭȅ ƳŜƳōŜǊǎ ƛƴŘƛŎŀǘƛƴƎ άƴƻέ ǘƻ ŀ ǎǳǊǾŜȅ ǉǳŜǎǘƛƻƴΣ ƳƻǾŜǎ ǘƘŜ ǊŜǎǳƭǘ ǘƻ ōŜƭƻǿ ǘƘŜ 
target and not meeting the target number may not be an accurate representation of overall family satisfaction with the service. 
 

 
Follow up and proposed action 
 

¶ We will continue implementing Person Centre Thinking and we will ensure all Safety Plans and Behaviour Support Plans are reviewed and 
updated with Behaviour Consultants.  

¶ ²Ŝ ǿƛƭƭ ŎƭƻǎŜƭȅ ƳƻƴƛǘƻǊ ǘƘŜ /L ǇǊƻƎǊŀƳǎΩ ŀŎŎŜǎǎƛōƛƭƛǘȅ ƛƴŘƛŎŀǘƻǊ ŀƴŘ ǿŜ ǿƛƭƭ ƭƻƻƪ ŦƻǊ ǿŀȅǎ ǘƻ ƛncrease the number of referred persons who 
start receiving service within 15 working days of initial referral. 

¶ We will develop systems to increase the survey response rate from families of person served.  
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4.3 Employment Services 

Program Overview:  

 
We assist individuals with developmental disabilities to prepare for, secure, and maintain competitive employment. We offer job seekers: 
 

¶ participation in our Job Club 

¶ support to prepare a résumé and cover letter 

¶ secure paid employment                                                                                
 

¶ the ability to identify and learn workplace skills 

¶ on-site job training 

Survey 2016-16: Employment Services Family Members   

       RESPONDENTS:  39  (17% of total of persons receiving ES) 
 

    
SURVEY METHOD:  Satisfaction Surveys are distributed by mail. 

   
OBJECTIVE:  To increase positive responses in each domain each year. 
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Survey 2016-17: ς Community Employers  

        RESPONDENTS:  12 of 176 (7% response rate) 
      

SURVEY METHOD:  Employer Surveys are distributed by mail. 
      

OBJECTIVE:  To increase positive responses in each domain each year. 
    

        RESPONSE DISTRIBUTION 

1.  Business Sector  

Retail: 4 

Administration: 3 

Other: 5 

  

  

   

 

How Employers Rate their PES Employees 

 

PES employee is Respectful 100% 

PES employee is Professional 92% 

PES employee is Helpful 100% 

PES employee is Trustworthy 92% 

Would recommend PES to another employer 83% 

 

 

 

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ records and databases as well as from surveys completed by family members of 
person receiving Employments Services (39 respondents).  These outcome results apply to persons receiving Employment Services and their 
families. 
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Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target Achieved 

Provide assistance to prepare for, secure; and 
maintain competitive employment 

Number of persons receiving employment services7  24 249 325 
 

Increase contacts with potential employers in 
the community 

# of contacts established with new potential 
employers during the reporting period 

50 768 710 
 

Minimize the number of validated complaints 
that are processed through the formal 
complaint resolution process 

# of validated complaints that are processed 
through the formal complaint resolution process 

0 0 0 
 

¶ The file review showed that all targets set for 9ƳǇƭƻȅƳŜƴǘǎ {ŜǊǾƛŎŜǎΩ key monitoring items have been met. 

 

Efficiency  

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain program cost per hour of 
service provided 

Cost per hour of service provided (program cost divided 
by the # of hours of service provided during reporting 
period) 

$47.80 per 
hour 

$49.83 per 
hour 

$48.51 per 
hour  

Minimize the time between intake 
and first job 

Average length of time between intake and first job 8 months 7 months 5 months 
 

Maintain the length of time between 
intake to completion of discovery 
plan 

Average # of days between intake and completion of 
discovery plan 

3 months 3 months 3 months 
 

                                                           
7 The total number of persons receiving services is not entirely up to the organization and it can vary depending on external factors. We use this target as a projection, however 
it is subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons received the service during the reporting period. 

../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!_ftn1
../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!_ftn1
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¶ The file review showed that we have met efficiency targets related to minimizing the time between intake and first job staff and 
maintaining the length of time between intake to completion of discovery plan.  

¶ According to our filesΣ ǘƘƛǎ ȅŜŀǊΩǎ ǇǊƻƎǊŀƳ Ŏƻǎǘ ǇŜǊ ƘƻǳǊ ƛǎ Ϸ2.03 higher than our target; however, we believe that we have met our goal 
of maintaining program costs after taking into account that our target was set 5 years ago and it does not take into consideration the 
increase in cost of living and wages increases negotiated in the CBA. 

 

Service Access 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain the length of time from referral to 
intake 

% of persons who received intake within 10 working days of 
referral 

80% 100% 100% 
 

¶ The file review indicated that we have met our expected service access target.  

 
Effectiveness 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Improve workplace skills of persons served 
as a result of the services received 

# and % of families who report that person receiving services 
has developed workplace skills as a result of the services 
received 

95% 
19 
82% 

8 
73%  

 
Input 

Objective Measure Target 
Outcome 

2014 
Outcome 

2015 
Target 

Achieved 

Provide useful work-related information 
# and % of families who report that staff at posAbilities provided 
person receiving services with useful work-related information 

95% 
30 

100% 
11 

100%  

Treat persons served and families with 
respect 

# and % of families who report that they are treated with 
ǊŜǎǇŜŎǘ ōȅ Ǉƻǎ!ōƛƭƛǘƛŜǎΩ ǎǘŀŦŦ 

90% 
38 

97% 
10 

100%  

Satisfaction with the job placement 
# and % of families who report that person receiving services is 
pleased with the job he/she obtained through ES 

75% 
24 

96% 
8 

89%  

Maximize overall satisfaction with 
service 

# and % of families who report being pleased with ES 95% 
34 

100% 
10 

91%  
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bƻǘŜΥ wŜǎǇƻƴǎŜǎ ƻŦ άL ŘƻƴΩǘ ƪƴƻǿέΣ άbκ!έ ŀƴŘ ά5ƛŘ bƻǘ !ƴǎǿŜǊέ ǿŜǊŜ ǊŜƳƻǾŜŘ ǘƻ ƛƴŎǊŜŀǎŜ ǎǘŀǘƛǎǘƛŎŀƭ ŀŎŎǳǊŀŎȅΦ 

 

¶ Based on the responses of the family members of persons receiving ES services, we have met all our expected targets for the Input 
indicators.  

 
 
Follow up and proposed action 

¶ We will monitor effectiveness indicators and we will look for ways to increase the percentage of individuals who secure employment and 
who maintain at least 6 month continuous employment.  

¶ We will place more efforts in providing more useful work-related information 

¶ We will increase our efforts to ensure more satisfaction surveys are completed by ES family members.   
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4.4  Social Enterprise: Don't Sweat It Services (DSIS) 

Program Overview:  

DSIS offers environmentally responsible commercial and residential recycling and maintenance services to customers in Greater Vancouver, 
while offering flexible, supported employment to persons with developmental disabilities.  

      

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ  

 

Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Provide employment to persons with 
developmental disabilities 

Number of persons employed8  15 15 13 
 

Minimize the number of workplace 
accidents incurred by crew members 

# of workplace accidents incurred by crew members 0 0 0 
 

Minimize the number of validated 
complaints from DSIS crew members 

# of validated complaints from DSIS crew members that are 
processed through the formal complaint resolution process 

0 0 1 
 

Minimize the number of validated 
complaints from customers 

Number of validated complaints from customers 1 0 0 
 

 

Service Access 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Maintain the length of time from 
application to employment interview 

% of applicants who applied for a job and were interviewed 
within 15 working days 

90% 100% 100% 
 

                                                           
8 The total number of persons employed is not entirely up to the social enterprise and it can vary depending on external factors. We use this target as a projection; however it is 
subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons were employed during the reporting period. 

../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!_ftn1
../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!_ftn1
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4.5 Laurel Behaviour Support Services 

Program Overview:  

Laurel Behaviour Support Services empowers individuals with Autism Spectrum Disorder and other developmental disabilities through 
consultation, training and family support.  During FYE2017, Laurel Behaviour Support Services expanded the range of services to include adult 
behaviour support.   Of the 599 persons who received services during FYE 2017, 184 were adults and 415 were children and youth under 19.  No 
performance measurement targets were set for adult behaviour support service for FYE2017.  We will begin reporting outcomes for adult 
behaviour support in FYE2018. 
 

Outcomes Data and Results: 

The following outcome results were obtained from posAbilitiesΩ ŀƴŘ [.{{Ω ǊŜŎƻǊŘǎ ŀƴŘ ŘŀǘŀōŀǎŜΦ  Due to the low number of survey responses 
from persons served/families receiving this service, we will not be reporting on the Effectiveness and Input categories which rely on survey data 

.  

Key Monitoring Items 

Objective Measure Target 
Outcome 

2016 
Outcome 

2015 
Target 

Achieved 

Provision of behaviour support services 

Number of persons served through EIBI Services9  30 7 27  
Number of persons served through Private Behavioural Support 
Services 

30 12 33  
Number of persons served through Over 6 Services 15 573 273  
Number of  group training offered to children/parents 25 32 22  

Minimize the number of validated 
complaints that are processed through 
the formal complaint resolution process 

# of validated complaints that are processed through the formal 
complaint resolution process 

0 0 0 
 

                                                           
9 The total number of persons receiving services is not entirely up to the organization and it can vary depending on external factors. We use this target as a projection, however 
it is subject to change. This indicator is not specifically intended to meet a target, but to indicate how many persons received the service during the reporting period. 

../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!_ftn1
../../../2013%20July%2030/Report/FINAL%20Outcomes%20tables.xls#RANGE!_ftn1











