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INTRODUCTION

Welcome to posAbilities  Association of British Columbia ( pos Abilities ), a not -for - profit
Association that provides a variety of community living support services to children, youth

and adults who have intellectual or developmental disabilities. We receive the majority of
our funding from the Province of British Columbia, specifically: the Ministry of Social
Development/Social Innovation, Ministry of Children and Family Development and the

Ministry of Health.

This handbook was developed for you — the consumer and your family members. Please

use it as your guide to exploring who we are, our approach to serving you and what we

can offer to assist you in living a good life in your community. We will introduce you to
our services, funders, quality assurance partners and community resources.

Over the past 60 years, the community living sector has evolved and grown. Today, more
than 400 publically and privately funded service providers operate across this province and
we appreciate your interest in partnering with pos Abilities

Our organization is a member of Inclusion BC, an advocacy organization that works closely
with self -advocates, families, community service providers and government to advance
policies and practices across BC. In addition, we collaborate with the Family Support
Institute, whose volunteer resources and special initiatives add value for our consumers.
We also hold memberships in a number of other community and business organizations to
help us advance our mission and the community living movement.

Getting to know service delivery systems and our funders
Services for Children

The Ministry of Children and Family Development funds global behaviour support services

for children with autism spect rum disorder and other intellectual disabilities. When a family
becomes eligible to receive service, their social worker will make a referral to our

association. The family pays no additional fees for this home -based consultation service
which is typically  time limited to 100 hours and delivered over the course of one year.

Tip: Every child who is eligible for funding through the Autism Funding Unit can request

tobe placedonthe government’'s gl obal consul tation wai't
consultation service begins, families can spend their direct funding on other services or

approved expenses (e.g. interventionist or additional therapy hours, other kinds of

professional services, such as Speech/Language, or Occupational Therapy) to augmen t
their child’ s program.

Many families of children on the spectrum choose to partner with us directly to purchase

st
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“fef@-service” contract. F @ heivd the g@everromant admihisieo thedr  t
funds through an Invoice Payment Agreement. I n
aside in an “account” held within government in
directly to service providers for eligibl e intervention services. The other option is enter into

a Direct Payment Agreement, where funding is provided directly to the parent/legal

guardanat the beginning of their child’s funding
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autism intervention services t hat best suit their child’" s needs and t
for paying service providers for those services.

Services to Adults

Adult services are overseen by Community Living BC (CLBC), a provincial crown

corporation that manages the Ministry of Soci al Devel o
for services to adults with intellectual or developmental disabilities. CLBC was establishe d

at the request of families, to guide the work of transitioning services from large

institutional care to community living service providers like pos Abilities . To learn more

about CLBC, visit their website or a local office and ask to speak with a Facilit ator.

Facilitators working for CLBC help families through the procurement process, and when
families have chosen their preferred service provider, will make the appropriate referral.
pos Abilities  is contracted to provide globally funded services which inc lude:
e community inclusion day programs,

« employment services and community connector services,

« avariety of home living arrangements, and in some communities,

» behaviour consultation services for adults.

Individuals and families pay no fees for services funded by the Ministry of Social
Development/Social Innovation. pos Abilities  also receives funding from the Ministry of
Health through local Health Authorities to support individuals who are medically fragi le.
Licensing Officers inspect our residential care homes to ensure we meet all legislated
requirements.

Fee -for - Service

Our Employment Service has a fee -for - service option, which appeals to individuals who do
not wish to wait for a referral, or to those who do not qualify for CLBC funding and would
benefit from some specific work related supports (e.g. working with an employer to create

an adapted interview or on - site job coaching.) See page 12 for more information.

WHO WE ARE

OUR HISTORY

posAbilities  was formed in 1998 with the merging of four community living agencies that
had a collective experience for over 45 years in the field. In 2001 we expanded to include
Laurel Behaviour Support Services.

COMMUNITIES WE SERVE

pos Abilities  isa multi -regional, innovative non - profit organization that provides a
broad range of services to persons served with developmental disabilities and their

families. We also offer services to those who have health -related support needs such
as Acquired Br ain Injury, or dual diagnosis (mental health or chronic health concerns

and a developmental disability). In addition, through fee for service, we offer

support to individuals who have diverse abilities such as an Autism Spectrum

Disorder like Asperger Synd  rome.



Our programs and services includ e behavior consultation, employment, commun ity
integration and home living and are of fered across the Greater Vancouver Region,
Interior and Vancouver Island.

Head Office:

240 -4664 Lougheed Highway

Burnaby, BC V5C 5T5

Phone: (604) 299-4001 Fax: (604) 299 -0329
info@posAbilities.ca |  www.posAbilities.ca

Service Location Map

pos Abilities  provides a vari ety of service s in all

21 of Met r o Vmunidpalities e,r ' s

including : Vancouver, North Shore, Surrey,

Delta, Richmond, Burnaby, New Westmin ster, o
Tri-Cities , Langley, Maple Ridge, Pitt Meadows

and Abbotsfor d through to Hope. We also offer ° &:ﬁ'&lﬁﬁﬂf\mm
local services on the Sunshine Coast, Vancouver is/ig | Surrey, Delta, Richmond
Vancouver Island  and in the Interior . Buraby, New Westminster,

Tri-Cities Area, Maple Ridge

Services offered:

Behaviour Consultation

Early In tensive Behaviour Intervention ( 0-6) years
School aged children and youth ( 6-18) years

Adult Services ( ages 19 and older )

Social Skill Development for youth

Parent, Team and Professional Training

Family R esource C oordination

Community Inclusion

Specialized arts and theatre programs: Alternative Creations Studio and Stage Door Theatre
Community Engagement Group Programs

Skill s Development for Adults

Community Connecting Service

Employment

pos Abilities  Employment Service

Youth Employment Camps

Don’'t Sweat I|-tConBaetedumaintenance , small moves and recycling services
employing persons with developmental disabilities.

Home Living

Shared Living and Resp ite

Semi -Independent and Fully Staffed Homes Homes
Supported Independent Living
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PHILOSOPHY & VALUES
VISION

Inclusive Communities, Enriched Lives

MISSION

We assist persons with developmental disabilities to lead meaningful and healthy lives by

partnering with the community to provide a comprehensive range of person -centered
services for individuals and families who care for them.
VALUES

- Person centredness : We are person centred in our thinking and our actions

- Inclusion : We embrace diversity and believe every person is an equal and valued member
of community

- Learning : We encourage innovation, learning and growt h
- Excellence : We act ethically and with integrity in all that we do. We celebrate the best in

ourselves and others

To view our Strategic Plan, please see Appendix A



CODE OF ETHICS & COMPETENCIES

posAbilties * Char t er andCodeiofgethitss will guide all  of our dealings with persons
served. Above all, we will place the interests of the persons we serve first. The rights of
persons served include: being treated with respect and dignity, being who you are, not who
others may want you to be, un derstanding information about yourself and your world,
having choices and making decisions about the things that affect you, having experiences
and opportunities similar to others, receiving quality services that fit you and your needs,

the rightto say no  to supports and services, to be in safe environment and to be treated as
a full citizen. Please see Appendix B for further details. Our Code of Ethics sets out our
services to persons served our professional conduct, human resources, business and
financia | practices, conflict of interest, complaints and breaches to the Code of Ethics. For
details, please see Appendix D.

OUR TEAM

pOS)AbI'ItI?eS

As we continue to grow, pos Abilities  now has over 560 staff members and contract with
over 100 home share providers to serve more than 1 ,200 children, youth and adults across
British Columbia. We seek staff team members who have a passion to enrich the lives of the
persons whom we serve and the communities they live in. Our team members believe in
inclusion and that everyone belongs and has a contribution to make. In addition, everyone

on our staff team is equipped with the following:

M A clean criminal record search

9 First Aid/Cardiopulmonary R esuscitation (CPR)

1 AClassV Driver ’s license

1 Relevant experience or education in development disabilities



All team members  receive the Mandt System ® training with courses based upon the
philosophy that all people have a right to be treated with dignity and respect, the right to

personal identity, the right to normalization and the right to the least restrictive and most
appropriate environment. We believe that all individuals should be seen as people first and
have direct input into decisions about their lives.

We recognize and consider people’s behavior, even negative behavior, as a form of

communication. Our approach to relationships with people requires that we proactively meet
the needs of others striving to improve relationships by learning to avoid repeating

mistakes.

The Mandt System ® program presents an education and training system of gradual and
graded alternatives for de  -escalating and supporting people, using a combination of
interpersonal communication skills and physical interaction techniques designed to reduce
injury to all the participants in an encounter. To learn more, please visit
http://www.mandtsystem .com/_ or contact us.

WHAT WE DO
PERSON CENTRED THINKING

pos Abilities  supports each individual by identifying personal wishes and desires to help
them in achieving what they want. The goal is to introduce resources and supports which

reinforce and promote a “ Per s onWedbelieve whenteammhi nki ng” cul t
membersa nd ot her stakehol ders embrace “Person Centred Thi
improved and services become more meaningful. In order to ensure the person we serve
have a good quality of life it is important to understand what is important for them .

~— Dl
Our“ Person Centred Thinking” process focuses on the ind

process. We take direction from the person we serve while offering them opportunities to
achieve growth in the areas of independence, social participation and well -

being. Individuals determine which stakeholders they wish to invite to the planning meeting
which may include family, friends and/or service providers and also has the right to refuse


http://www.mandtsystem.com/

to participate in the process. Once developed, person centered plans are living documents

whi ch change and develop along with the playandalls

successes in achieving their goals are celebrated.

SUPPORTED DECISION MAKING

pos Abilities  has a responsibility to assist people we served in living full, meaningful lives.
Part of this requires that we provide persons served with genuine opportunities to make
informed decisions that assist with learning and growing.

We will encourage persons  served to make informed decisions and express preferences in as
many areas within their life as possible. Deliberate decision -making should be consistent
with the ability of the persons served to understand and manage the implications. To this

end, staff m embers will provide relevant information in plain language and, where

appropriate, suggest likely outcomes of different decisions.

Input to Decisions

Where possible, decisions made on behalf of persons served will reflect both their wishes
and their need f  or wellbeing. Persons served will be encouraged to turn to family, friends,
advocates, and other trusted persons for advice and to discuss possible decisions and their
implications.

Significant life decisions referring to levels of support and change of se rvice may require
pos Abilities  to solicit input from stakeholders, up to and including: the person served a

team member, family or friends who are involved in the life of the person served a

representative of the funding body, if appropriate where identifi ed, the committee, legal
guardian, representatives, micro -board, or public trustee.

KNOWING YOUR RIGHTS AND MAKING CHOICES

The following information is an excerpt from
booklet for Rights and Safeguards

Rights
Youhave the Right to

V  Understand important information V Be heard

V  Speak up for yourself V Sayno

V  Be married V Be amom or dad

V  Choose your own friends V Love

V Have private space V Have a say in where you live and
who you live with

V Have a say in what you eat and V  Be welcome in the community

when you eat
V  Full citizenship V Have access to community
(community centre, city hall, library,
church, parks)
V Vote V  Volunteer and contribute your skills
V  Have your own beliefs V Have ajob

For full Charter of Rights (Adults), pl ease see Appendix B
For full Charter of Rights (Children), please see Appendix C

t

he

served

Commu |



Safequards

The best way to keep safe is to have family, friends or people in your life who know you
Things you can do to protect yourself

1 Physical safety — protect your body
1 Emotional safety — protecting your feelings
1 Financial safety — protecting your money and personal belongings

To keep yourself safe

V  Wear safety equipment V  Lock doors

V Carry contact and emergency V Have an escape plan
information

V Don’t touch or stiags ¢ V  Yell for HELP

V Take your medicine V  Walk safely in public

V  Know when something is wrong V  Know who to tell when something is

wrong

V  Take part in decisions made about V  When you are told NO, ask why
you

V Have control over how you spend V D o n pite people your: bank
your money account number or passwords,

house keys, cheques, purse or wallet

HOW TO RECEIVE SERVICE
Getting Started

pos Abilities  offers a wide range of government funded support services for persons who
have developmental disabilities. Knowing what services are available, who to contact and

how to begin services can be quite a journey. Contact us if you need more information or a
hand with the steps involved. We're here to help.

How to Receive Services

Fee for Service & Government Funded

Government Funded Service

Most of our programs can be accessed through government referral. Government funded

services are subjectto  determining the eligibility of the individual and their disability related
support needs. There are no fees for consumers of our government funded services.

Referrals for adults who have developmental disabilities are 19 years of age or older, are
mainly provided by Community Living BC (CLBC). Although we also serve individuals with
cognitive impairment, and individuals who require care due to other health related issues.

Referrals for children up to the age of 18 years old, are provided by Social Workers with the
Ministry of Children and Family Development (MCFD).

For specific questions about eligibility, funding and requirements for accessing government
funded services, please contact the appropriate local or regional office:

10



Adult Community Living: www.communitylivingbc.ca
Children with Special Needs: https://www2.gov.bc.ca/gov/content/health/managing -your -
health/healthy -women -children/child -behaviour -development/special -needs

You may also call Enquiry BC to be connected to any provincial ministry or government
agency:

In Victoria call: 250 -387-6121

In Vancouver call: 604 -660-2421

Elsewherein B.C.call: 1 -800-663-7867

Outside B.C. call: 604 -660-2421

E-mail address: enquiryBC@gov.bc.ca

There is no charge for our government funded services.

Please see the serleff err al

service options.

section if you are interested

Self -Referral (Fee f _or Service)

pos Abilites  Employment Service and Laurel Behaviour Support Services also offer a self -
referral option to assist families a nd individuals meet their unigque support needs in a timely

way. Typically, this would include individuals who need additional support though may not

qualify for government funded services; or those who do not wish to wait for a government

referral. Contact us to learn more about this service delivery option.

Laurel Behaviour Support Services

Website: www.laurelbc.ca

Phone: 778 -945-1435 |1 -855-437-7095
Email: laurel@posAb ilities.ca

pos Abilites  Employment Service
Website: www.PESworks.ca
Phone: 604 -291-1902

Email: employment@posAbilities.ca

SERVICES WE OFFER

BEHAVIOUR CONSULTATION

Laurel Behavior Support Services

Laurel Behaviour Support Services [LBSS] offers behavior consultation to young

children, youth and adults with autism spectrum disorder and/or a developmental

disability. We collaborate with families and support teams to provide evidence -based,
individualized programs. Our focus is to help individuals learn new skills, overcome

chal lenging behaviours and making enduring changes that will improve their quality

of life. Behaviour consultants and life skills workers have expertise in the application

of Applied Behaviour Analysis (ABA). ABA is an evidence -based treatment approach

that is proven successful in teaching new behaviours and reducing problem

11
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behaviours. In addition, our certified consultants offer Triple P Stepping Stones , a

parenting program which has helped many families we support.

We provide professional behaviour consulta tion and social skills training services to

children, youth and adults with an Autism Spectrum Disorder, or other developmental

disabilities. Behaviour interventionists and life skills workers have expertise in the

application of Applied Behaviour Analysis (ABA). ABA is an evidence -based treatment

approach that is proven successful in teaching new behaviours and reducing problem

behaviour s. Together with families, we strive to in
across a variety of settings — home, school and community.

For more information, please visit http://www.laurelbc.ca/

COMMUNITY INCLUSION

We offer a variety of meaningful and enriching programs in various communities
throughout the Lower Mainland. Persons served may choose to participate in one or
more programs of interest and are encouraged to explore community based
initiatives.

Theatre, Artand C ulture

0 posAbilities is proud of its involvement in local arts and cultural activities.
We engage in collaborative projects with other social service providers,
community partners and sponsors to create opportunities for:

A Individuals who wishto e xpress their artistic talent
A Those who wish to develop performance or production related skills
A The public to learn about disab ility issues through a new lens

o Alternative Creations Studio
Alternative Creations Studio creates an opportunity for artists with
developmental disabilities to showcase their art and to express themselves
creatively. Our studio provides a stimulating and vibrant space that celebrates
individuality. Through our studio’s
artists are ableto  engage with a wide range of mediums: paint, mosaics,
music, clay, dance, photography
For more information, please visit
https://www.facebook.com/AlternativeCreationsStudio

o Stage Door Thea tre Troupe
The Stage Door Troupe welcomes creative individuals with developmental
disabilities who are seeking an opportunity to express their artistic gifts. The
program provides camaraderie, skill building and training in theatre arts and
stagecraft, dig ital storytelling, video and film production, music and
movement. The troupe is a cohesive force, creating and performing its own
productions. Stage door has performed in the Vancouver Fringe Festival and
is a Jessie Award Winner.

For more information, ple  ase visit:
https://www.facebook.com/StageDoorTroupe

Group Social and Recreational Programs

o We offer a wide range of social, recreational and learning opportunities.
Participants are encouraged to pursue their interests and try out different

wor kshops,

12
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program options. In addition to the variety that this approach offers, the
person served has the opportuni ty to meet new people and expand their
social circle .

For more information on any community inclusion programs, please visit
http://posabilities.ca/services/explore -our -services/

Building Caring Communities

Building Caring Communities is a team of 10 community connectors from pos Abilities
Burnaby Association for Community Inclusion, Inclusion Powell River and the Simon Fraser
Society for Community Living. The mission is to build m ore connected neighbourhoods
where people are known and have relationships with others. We are trying to build unpaid
networks of support around people, and connect individuals to activities and associations in

their neighbourhoods and grow and thicken the ties of connection wherever we go. Through
connecting individuals to their communities based on their gifts and passions. For more
information, please visit: http://buildingcaringcommunities.ca/

Can Yo u Dig it

Can You Dig It (CYDI) invites you to work together with your neighbours to establish an
inclusive, food growing garden in your community. Virtually any unused space — back
yards, vacant city lots, or land surrounding public buildings, can be tran sformed into an
urban agricultural oasis. Coordinate a garden, meet your neighbours and give back to your
community!  For more information, please visit : http://cydi.ca/

EMPLOYMENT
pos Abilities  Employment Service

pos Abilites Employment Service assists job seekers to prepare for, secure and
maintain competitive, community based employment in the Vancouver/North Shore,
Tri-Cities and Maple Ridge. Job seekers can design their supports to suit their
personal needs - they can choose any or all modules including:

1 Employment Exploration: Discovering areas of interest that fit with your skill
and abilities

i Career Education: Providing fun, informative and adaptable workshops that
suit each individual'’'s | earning style

1 Job Searc h and Placement: Assisting you to find and apply for the right
opportunity in the right organization

1 Interview Preparation and Accompaniment: Preparing you to ace the interview
and secure the position

1 Job Coaching: Supporting you and your employer while yo u settle into your
new role
For more information, please visit T www.pesworks.ca

Donodt S WteSarvices

Don’t Sweat It Services was created to remove barriers
flexible approach to paid work. The Crew offers a menu of outdoor maintenance services ,

13
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rubbish removal to home and small business customers; recycling arange of paper , drink

container and scrap metal recycling services for office s, retail store s or restaurant s and
small moves .

For more information, please visit : www.dontsweatitservices.com

HOME LIVING

pos Abilities  offers a variety of home living models. We assist people to continue to
live independently in their own homes, in semi -independent or 24 hour care staffed
residential homes, or other shared living arrangements in their community.

Shared Living

Shared Living is a residential model in which an adult with a developmental disability lives

with a caregiver who is contracted by pos Abilities  to provide ongoing support. This
arrangement involves close relationships and the sharing of lives, hence the de liberate use
of the term Shared Living.

Supported Living Network

The purpose of the Supported Living Network (SLN) is to assist those with developmental

disabilities to live as independently as possible within our communities. Supported persons

who have an ability to meet their basic needs with regards to health and safety, are

matched with a staff person who will support them in the areas of daily life and self -care
skills, home maintenance, and social integration.

Staffed Residential Homes

Support is pr ovided 24 hours a day in our fully staffed residential homes. This level of
service is designed to meet the unique support needs of the individuals who live in the
home. Services may include personal and health care, facilitate community engagement and
positive behavior supports.

For more information |, please visit http://posabilities.ca/services/home -living/

SOCIAL NETWORKS

Learning Skills

We want you to learn as many skills as possible. Although we won’'t force you
more skills you learn, the more control over your life you get. For example, once you learn

the bus routes you can go where you want without needing staff. The more control you get

over your life, the happier you will be. There are many opportunities to learn skills — if there

is something you would like to learn, please let us know!

The Roles of  Family , Friends & Advocates
The purpose of this policy is to encourage the ongoing involvement of family, friends, and

The Assoc iation values the essential roles that family, friends, and advocates play in the
lives of persons served, including: providing support, love, unconditional acceptance, and

14
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understanding providing a shared history and a sense of belonging acting as advocat es
acting as monitoring agents to help ensure ongoing service quality

Encouraging Relationships

With the knowledge and consent of persons served, where possible, the Association and its
employees will encourage and foster the involvement of family members, friends, and
advocates, including: inviting them to visit the person served in the home or program

(provided that the rights and routines of roommates or program participants is also

respected) fostering their relationships with the person served informing them of events,
issues, and concerns of the person served ensuring that they are involved in planning

processes and aware of plans concerning the person served

The Association respects the right of persons served to choose whether or not to infor m
their personal support network of any developing friendships.

Relationship Support Guidelines

Whenever persons served need help in maintaining friendships, support guidelines will be
identified in their care plan.

Concerns about Relationships

The Association and its employees will support persons served to develop friendships that

are safe, appropriate, and meaningful, and that promote their wellbeing. If employees have
concerns that a relationship is not in the best interest of a person served, th ey will bring
their concerns to their immediate supervisor.

15



The Association will respect the diversity of family models and relationships that exist or
may develop among them.

Employees will inform their immediate supervisor of any involvement with friends , family, or
advocates that exposes persons served to undue risk, or adversely affects their quality of
life.

Conflict w ithin Support Networks

Should persons served and individuals within their personal support network come into
conflict about an issue, th e Association will strive to find a solution that is agreeable to
everyone involved. This may include developing protocols to minimize risk, or seeking the
assistance of a facilitator to help resolve the issue.

Ultimately, however, the organization will ho nour the desires and preferences of persons
served. Exceptions may include the involvement of legal guardians or designates, or where
serious health and safety risks are a factor.

Responsibilities

Life comes with responsibilities. Life in the community mea ns that we are responsible for
how our actions affect other people. Our programs are small communities. When you enter

them, you will be asked to be responsible for things like respecting other people (including

their privacy and belongings). If you live i n a house, you may be asked to do your fair share
of household chores.

These responsibilities will be explained to you when you start a program or service
Problem  Solving

Life is complicated. Services are complicated. We are here to help. If you want any
information, or if you want help with a problem, please ask us!

INFORMATION ABOUT YOU
PROTECTING YOUR PRIVACY
Confidentiality

We are very serious about keeping your information private. We will only share information
with others when the law tells us we have to. In all other situations, we well ask for your
permission before we share any information. Sometimes, depending on the situation, we
need to get permission from someone else (e.g. a family member or social worker)

The information we keep on you will be carefully protected so that no one can see it unless
they are supposed to.

Access to your records

You can see/access your information whenever you want it. And, if the information we have
is not correct, we will change it.

If you would like to see the information kept at the program, tell your Team Leader or

Program Manager. If you would like to see the information we keep at head office, tell our

Privacy Officer. I f you don’t know how to reach
call ou r head office.

16
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HOW ARE WE DOING  ? bl

Quality Assurance

Our Association’s framework for ongoing quality assu
The impact on our service to individuals, as a person -centered Association is deeply

impacted by continuing quality assurance. The role of continuing quality assurance is

“paying attention” to the five |l evels of involvement
programs, family friends and community and policy. The role of this department is to

auditall posAbi | i tpiograns and services to ensure that:

1 vulnerable individuals we support learn that they can be empowered,
contribute to their communities, experience a higher degree of personal
control in their lives and generally participate in change and improving the
quality of their lives
91 isolation often experienced by persons with disabilities are lessened by
opportunities for networking and developing friendships
the uniqueness and creativity of individuals is respected and nurtured
the personal values and vision of pos Abilities | ershigh remain person -
centred; and
1 support and training of staff at all levels in the Association remains a constant
process.

= =

The role of Continuing Quality Assurance (CQA) is
involvement: individuals, service response, programs, family friends, community and

policy. The assumption of quality is not sufficient. Quality which is conti nuous and

incremental is the result of asking questions, responding to change and when and

how to build quality into change, policy and the culture of an agency.

The Continuing Quality Improvement (CQI) Officer/Designate works in conjunction

with programs, Human Resources, and Administration, to assure consistent quality of

service and continuing improvement in all areas.

pos Abilities  has been awarded the highest level of accreditation by CARF
International for:

e Behaviour al Consul t aten,0AdoleScentsyAdalte)s ( Chi | dr

e Community Empl oyment Services (Job Devel opment)
e Community Housing

e Host Family/ Shared Living Services

e Supported Living

CARF accreditation is a public seal of trust and commitment to quality based on

internationally accepted standards. Achieving this accreditation demonstrates

posAbilities’ commit ment to exceptional, personali ze
the highest level of CARF accreditation has undergone a detailed peer review process

and has demonstrated to a team of surveyors, during an on - site visit, its commitment

to providing programs and services of the highest quality. For more information on

CARF, visit www.carf.org
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Key elements of CQA responsibilities include, but are not limited to:
1 Accreditation and our relationship with CARF
1 Developing and refining Outcomes Management and Quality Assurance systems
1 Developing, implementing and analyzing staff training programs
1 Facilitating the Complaints Resolution Process

Should you have any questions regarding pos Abilities ' relationship with CARF, or our
commitment to Continuing Quality Assurance, please do not hesitate to contact us:
Continuing Quality Improvement Officer/Designate — pos Abilities

(604) 299 -4001 ext. 243 or email complaintsresolutionofficer@posAbilities.ca
Read the CARF Accreditation Report  for posAbilities here!

Satisfaction Surveys

Once a year we will ask you and your family, stakeholders and other to complete a
satisfaction survey. The survey is anonymous —which means we won’'t
out the surveys.

We will take this  information and write a report that wells everyone what you think of
our services. This is important because it tells us areas where we can improve. It

also lets us know what are persons served are happy with. We will use this

information to continually im prove our services.

Complaint Resolution
Our Commitment

pos Abilities  is committed to providing quality services to the persons we support, and to
their families, friends and advocates. We welcome and encourage any feedback that will
help us to improve our services, and we pledge to respond to all feedback in a courteous,
resp ectful and timely manner. We will not retaliate, harass, or create barriers to service as a
result of a complaint.

Asking Questions

Please do not hesitate to raise any questions about the service you or a family
member/friend is receiving. You can ask questions of any employee working in the
applicable program. You have a right to know what we do and why we do it.

Raising Concerns

If you disagree/are dissatisfied with any part of our service, we want to hear from you. By

letting us know your concerns, we are given an opportunity to improve our services and to

strengthen the working relationship we have with you. Concern(s) about our services should
be directed to the applicable Team Leader. If you are uncomfortable talking with the

Program Supervisor, or if you are not satisfied with the response you receive, please

approach the Team Manager followed by the Program Director. You can also ask a friend or
family member to join you.
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Making a Complaint

What is a complaint?

A “compl aint
Who can make a complaint? Complaints can be made by persons receiving services,
applicants requesting services and stakeholders (families, friends, advocates, community

members, funders, etc.). Employees or members of the Board of Directors may not use this

process to make complain  ts.

How do | make a complaint?

You can make a complaint verbally or in writing. Please direct your complaints to:

Complaints Resolution Designate
Suite 240, 4664 Lougheed Highway
Burnaby, BC V5C 5T5

Phone (604) 299 -4001 or

Fax (604) 299 -0329

is a for mal all egation of wrongdoing

(Please write “CONFIDENTIAL” on the | etter or fax)
What will happen next?

Within 5 days of making a complaint, we will send you a letter to confirm that we received

it. We will also contact you by phone. We will then begin an investigation that should be

completed within 3 weeks. Upon completion, you will be informed of the results.

Is there atime -limit to making a complaint?

While there is no time  -limit to making a complaint, the more time that passes between the

incident and the complaint, the more difficult it may be to investigate it. Therefore, please

bring your complaints forward as soon as possible.

What about privacy?

You will need to give us your name when you make a complaint. However, we will do

everything we can to keep your name and any supporting information confidential.

What if | want help/support with this process?

You are encouraged to ask a friend, famil y member, social worker or other advocate to help

you through this process. I f you don’t know who
Once you have found an advocate, we will ensure this person is present during any

discussions and that all copies of correspondence are forwarded to both you and your

advocate.
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What if | &dm not happy with the results?

You have a number of choices. You can appeal the decision directly to the Chief Executive
Officer (CEO). The CEO will contact you and review the complai nt, the investigation, and
your appeal, and will likely make a decision within 3 weeks. You can also take your

complaint to someone outside pos Abilities . Here are some choices:

Ministry for Children and Family Development (MCFD)

Questions about how to navigate MCFD Services can be directed to the Client Relations

Branch by calling 1 -877 -387 -7027. Information about their Complaints Resolution Process is
available at  https://www?2.gov.bc.ca/gov/content/family -social -supports/data - monitoring -
quality -assurance/child -family -service -complaints or by calling the complaints staff

responsible for client ~ concerns in your region

Vancouver Coastal
8th Floor - 1177 W. Broadway

Vancouver, BC V6H 1G3 Vancouver Island
Phone: (604) 660 -1548 PO Box 97 27 Stn Prov Govt
Fax: (604) 660 -5072 Victoria, BC V8W 9S2

Toll-free: 1 888 456 -8953

Simon Fraser Region Fax: (250) 952 -4282

101 -10221 -153rd Street

Surrey, BC V3R 0L7 North
Phone: (604) 586  -4100 462-1011 4th Ave.
Fax: (604) 586 -2602 Prince George, BC V2L 3H9
Phone: (250) 992 -4165 Thursdays call:
Interior (250) 565 - 4243
Suite 201 -117 10th Ave. South Fax: (250) 565 -4427

Cranbrook, BC VI1C 2N1
Phone: (250) 417 -4176 | 1-800-567 -3247
Fax: (250) 426 -1576

To resolve complaints about disability or health related servic es to adults, you may contact:

Community Living BC

7th Floor, Airport Square
1200 — West 73rd Avenue
Vancouver, BC V6P 6G5
Phone: (604) 664 -0101
Toll Free: 1 -877 -660 -2522
Fax: (604) 664 -0765
www.communitylivingbc.ca

Office of the Ombudsman
Complaints a bout any service funded by the Provincial Government.

Toll Free: 1-800-567 -3247
Victoria: 250 -387 -5855
Fax: (250) 387 -0198
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To resolve complaints about patient care if you are uncomfortable talking to the manager or

are unhappy about how your concerns

Fraser Health Patient Care Quality Office
11762 Laity St, 4th floor

Maple Ridge, BC V2X 5A3

Telephone : 1 -877 -880 -8823

Fax: 604 -463-1888

E-mail: pcgoffice@fraserhealth.ca

For Licensed Facilities, you may contact:

Vancouver Coastal Health Residential Care
& Community Care Facility Licensing

200 -601 West Broadway

Vancouver, BC V6Z 4G2

Telephone: (604) 675 -3800

Fax: (604) 736 -3851

Patient Quality Care Review Board
PO Box 9643

Victoria, BC V8W 9V1

Toll Free: 1 -866 -952 -2448
Website:
www.patientcarequalityreviewboard.ca

Other helpful resources:

Representative for Children and Youth

Serving youth with disabilities up to the age of 24 years

Victoria: Telephone (250) 356 -6710
Burnaby: Telephone (604) 775-3213
North: Telephone (250) 561 -4626

Toll Free: 1 (800) 476-3933
Web: ww.rcybc.ca

were handled, you may contact:

Vancouver Coastal Health and Providence
Health Care Patient Care Quality

Room LBP -117 —-855 West 12 " Ave
Vancouver, BC, V5Z 1M9

Toll Free: 1 -877-993-9199

Fax: (604) 875 -5545

Email: pcgo@vch.ca

Fraser Health Authority Residential Care &
Community Care Facili ty L icensing

300 -205 Newport Drive

Port Moody, BC V3H 5C9

Telephone: (604) 949 -7700

Fax: (604) 949 -7706

Service Quality Advocate for Persons with Developmental Disabilities

Vancouver: (604) 775-1238
Victoria (Enquiry BC): (2 50) 387 -6121
Everywhere else in B.C. (Enquiry BC): 1

(800) 663 -7867
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APPENDIX A: CHARTER OF RIGHTS (CHILDREN)

As a child/lyouth, you have the right to:

= =4 =4 =a =4

= =

= =

=a =4 =4

live in a caring, secure and nurturing environment where you are fed,
clothed and looked after.

be told what is in your plan of care.

be consulted and to express your views, according to your abilities, about
important decisions that affect you.

reasonable privacy and to have your own personal belongings.

not to be punished physically or in any other abusive way.

be told how your caregivers expect you to behave, and what will happen
if you do not meet their expectations.

receive medical and dent  al care when you need it.

take part in social and recreational activities if they are available in the
community and suited to your interest and abilities.

receive religious instruction and to take part in the religious activities of
your choice.

receiv e guidance and encouragement to keep your cultural heritage.
have an interpreter, if needed, for important decisions around where you
live or your care.

privacy during discussions with family members, if the law allows it.
privacy during discussions wit h legal representatives.

be informed about and to be assisted in contacting a legal representative,
including the Ombudsperson.

be informed of your rights and the ways to ensure we respect your rights.
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APPENDIX B: CHARTER OF RIGHTS (ADULTS)
Adult consumers of our services have the following rights:

1. To be respected and to have dignity
- to be valued and treated as a person
- to have my spiritual, cultural, and personal beliefs honoured
- to be involved in the conversations and activities around me
- to have privacy

2. To be who | am and not who you want me to be
- tohave no labels puton me  —if you ask me who | am, | will tell you
- to express myself and my feelings
- to dream and to follow my d reams
- to be proud of who | am and what | do

3. To understand information that is about me and my world
- to be involved in meetings about me and my services
- to getinformation in a way | can understand it
- to get a person of my choice to represent me

4. To have choices and to make decisions about things that affect me

- to have the information | need for making decisions ~ to decide who will be
involved in supporting me with planning and decisionmaking ~

- to have choices and involvement in all areas of my life —what | eat, where |
live, who | live with, where | go, who will work with me, and the community
services | get

- to be as independent as | can and want to be

- to change my mind

- to take risks and to learn from my mistakes

5. To have experiences and opportun ities similar to otheros
- to experience the same world as everyone else
- tolive in a home that is truly my home
- to have an education
- towork and earn the same pay for the same work
- to have a variety of relationships, including intimate and/or sexual one s
(agreed upon by participants)
- tolead a life that is the way | want it to be

6. To receive quality services that fit me and my needs
- to have my needs come before the service provid
- to be heard, to be understood, and to get a meaningful answer to my
guestions or concerns
- to have you follow through on your commitments to me
- to get supports that will change with me

7. To say fAinodo to supports and services
- to refuse supports
- to be offered other services

8. To be in a safe environment
- to be safe
- tofeel safe
- tolearn how to be safe

9. To be treated as a full citizen
- to be a participating member of my community
- to understand my rights and to put my rights into practice
- to un derstand my responsibilities and to be able to fulfill them
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APPENDIX C: VISION, MISSION & VALUES
VISION

Opening doors to a world of possibilities.
- Believe - Empower - Inspire

MISSION

We assist persons with developmental disabilities to lead meaningful and healthy
lives by partnering with the community to provide a comprehensive range of
person -centred services for individuals and the families who care for them.

VALUES
Person -Centred

* We ar e -gergreddnoour thinking and our actions.
» We are teachers and coaches, fostering learning, growth, independence.

Inclusion

e We believe communities are richer when
chance to make a contribution.

« We believe a full life includes exercising rights, fulfilling resp onsibilities,

making choices and experiencing mistakes and successes.

Diversity
» We celebrate the diversity of people and cultures and encourage greater
cultural connections.

Learning

» We have the courage to question beliefs, to speak up, take risks and
challenge the status quo.

» We believe in continuous learning, sharing and collaboration.

Excellence and Innovation

* We expect the best from ourselves and
e We act ethically and with integrity in
» We poss#ilities, not limitations.

everyone i s i

celebrate the |
al | t hat we d
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Please find our Strategic Plan for 2015 -2018 below:
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APPENDIX D: CODE OF ETHICS
I. SERVICES TO PERSONS SERVED

posAbilities’”™ Charter of Rights wild.l gui de aéllweour

will place their interests first. Our services to persons served will be characterized by the
following:

a) Respect
The individuals we support are persons of inherent value and fully worthy of our respect.

We wi | | respect each freedonsgocnd assistithength full thaim d
responsibilities. We will treat them as persons with dignity, and we will do our best to make
sure others see them and treat them the same way. We will not stigmatize persons served.
We will never disparage, demea n or humiliate persons served.

b) Choices

We will see in persons served their capacity and competence before limitation. Therefore,
we will seek to expand their choices and opportunities, and to provide them with the

information they want and need. We will also assist them to understand information to the
best of our abilities. In all that we do, we will promote choice, decision -making and personal
empowerment.

¢) Advocacy

Persons served are entitled to all the rights and privileges that are accorded to the m as
citizens of Canada. We will assist and encourage persons served to lead meaningful lives as

full citizens of their community. This includes helping them achieve their right to belong, to

be valued, to participate, to assume responsibilities and to mak e meaningful contributions.
We will never conduct ourselves in a way that undermines this effort. We will advocate for

the rights and interests of persons served within the Association, within external systems

and within the community at large.

d) Personal service

We will seek to understand and accommodate the complex person we are supporting; this
includes considering such things as language, culture, ethnicity, sexuality, religion, values

and beliefs. We will be sensitive to differences and celebrate dive rsity. We will treat each
individual as an individual and, as far as possible, we will tailor our services to meet their

needs and expectations.

e) Safety

We will take reasonable measures to protect the health, safety and emotional well -being of
persons se rved; at the same time, we will recognize their right to take measured risks and
to make mistakes.

II. PROFESSIONAL CONDUCT

Our Association will be accountable for maintaining the highest possible standards of
professional practice. This will include all undertakings by the Association as well as
undertakings by individuals working for or on behalf of the Association (including the board
of directors, managers, employees and contracted support services).
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a) Interpersonal relationships

We will treat all per  sons with whom we interact with dignity and respect. We will honour the
important role of families, friends and advocates in the lives of persons served. We will be

honest and straightforward, and genuine in all our dealings with people. We will be sensiti ve
to diversity and difference; we will resolve interpersonal conflicts in a timely and respectful
manner.

b) Criticism and mutual support

We will accept constructive criticism from one another. We will welcome complaints from
stakeholders and respond in a respectful, timely, and effective manner. We will accept credit
only for the work we have done and acknowledge the work and contributions of others. We

will support one another to perform to the best of all our abilities, and to avoid conduct that
diminis hes quality of service or that erodes morale.

c¢) Collaboration

We will promote and contribute to professional collaborations. In the interest of maximizing

our service, we will consult with stakeholders, with outside expertise, and with one another,

as oft en as needed. We will work with other service providers, organizations, and caregivers

in a spirit of mutual and collegial respect. We will invite their feedback and contribution,

even as we offer our own. Our influence will be a positive one, characterize d by cooperation
and encouragement. We will not act with malice, discourtesy, or enmity.

d) Stewardship

We will respectfully maintain, safeguard, and preserve the property, assets and resources
made available to us for the performance of our duties and com mitments. Safeguarding of
personal property (of person served, employees and visitors) is a shared responsibility

e) Excellence

We will be earnest in all our efforts, thoughtful in all our undertakings. We will strive to find
more efficient and more effect ive ways of conducting business. We will provide the
individuals we support with the highest possible standards of service.

f) Integrity

We will accept responsibility for our actions. We will not operate beyond the scope of our
competencies, nor misreprese  nt our qualifications, experience and/or expertise. We will act
quickly to correct any misinformation or misrepresentation concerning our services,

activities, outcomes, or credentials. We will not withhold evidence that might disconfirm our
findings or vi ews, and will acknowledge alternative positions, explanations, or hypotheses.

g) Community citizenship

We are a member of the communities in which we work and serve. This comes with

responsibilities such as being a good neighbour, a good employer, and an o verall positive

influence. We wil/| be mindf ul of our communities’ need:
supportive of its charitable, cultural, and educational institutions. We will not be politically

complacent, but will maintain a presence that befits our responsibility.

h) Duty under law

We will understand and comply with the letter and spirit of all laws, regulations,
agreements, or requirements that govern us. Where such requirements negatively impact
operations or those we serve, we will seek immediate remedy; where the requirements do
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not go far enough to advance the interests of persons served or best professional practices,
we will exceed them.

. HUMAN RESOURCES

We will clearly and effectively communicate the qualifications, roles and responsibilit ies
relating to all positions within the Association.

a) Treatment of our employees

We commit to treating our employees with dignity and respect and to ensuring that they are

not subjected to any form of discrimination, nor to sexual or personal harassment . Our
evaluative processes will be just and fair. We will encourage them in their professional

development and assist them to learn and apply best practices. We will strive to create a

place of work where employees feel welcomed, appreciated, and comfortab le. To this end,
we will promote safe and healthy working conditions, positive working relationships, and a

spirit of collegiality. We will endeavour to foster in our employees a sense of personal

satisfaction, purpose, and accomplishment. We will represen t our employees
within the larger political and professional spheres within which we operate.

i nteres

b) Recruiting Practices

We will utilize recruitment practices that are consistent with Association needs and
objectives, and that are fair, effective, and free from all forms of discrimination.

IV. BUSINESS & FINANCIAL PRACTICES

All of our business and financial practices will be in accordance with applicable legislation,
requirements, and standards, and will be subjected to annual independent review by
external auditors, including accrediting bodies. We will be transparent in our undertakings,
exercise integrity in all our financial practices, and be held accountable to our membership,
funding bodies, and other stakeholders.

a) Financial Practices

All our financial practices will comply with generally accepted Canadian accounting principles

and practices. Financial matters that fall within the purview of our financial management

policies will conform with these policies; financial matters covered by the Association’ s
bylaws will be handled in accordance with those bylaws.

b) Fund Development & Communications

We will represent those receiving services in a respectful manner. We will never use

representations of persons served that are demeaning or that are designed to elicit pity or
sympathy. Our solicitation of funds and our promotional practices will be ethical, legal and
respectful . Al corrupt practices, such as inducing “gi

or collusive transactions, are pro hibited. We will abide by all applicable laws, regulations,
standards, and ethical practices. We will ensure all written communication meets or exceeds
current professional standards. We will provide the financial community and, where

possible, the communi  ty at large, with information regarding the needs and achievements of
the Association. We will accurately represent the Association and its stakeholders.

c) Other

Accepting or exchanging gifts with persons served or their families is discouraged and

employ ees will not accept gifts where it might be inferred that the gift was intended to

influence or possibly would influence employees in the performance of their duties. All gifts

given or received must be of nominal value. Employees will not accept money or gratuities
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from person served or their families. Employees will not solicit funds on behalf of a personal

cause and will not have persons served sell items on behalf of the Association, or allow

persons served to raise funds by appeals to other employees o r persons served. Employees
will consult with their manager when asked to witness documents on behalf of person

served.

V. INFORMATION MANAGEMENT

We will collect personal information by lawful and ethical means. We will limit the collection

and use of per sonal information to that which is necessary to establish and manage the

employment relationship and to fulfill our obligations to persons served and funders. We will

maintain information that is accurate, current and managed (i.e. organized, secured,

arch ived and destroyed) in accordance with applicable regulations and contractual

obligations. We will exercise discretion in sharing personal information and will only share

information on aneed  -to-know basis. We will protect personal and proprietary informa tion
from improper or inadvertent disclosure. This includes information about stakeholders

(including, but not limited to individuals, families, employees, donors and members).

Especially, we will keep in confidence information about persons served. We wil | not use or
di scl ose personal information to third parties
in circumstances where our contractual and legal obligations require or permit it. When we

are presented with a legitimate request for information, a nd/or when we are required to

make disclosures, we will provide accurate and complete information in a timely manner
VI. CONFLICT OF INTEREST

A conflict of interest arises when direct or indirect personal gain is a factor in a decision that
impacts the peo ple we serve and/or the Association. We will strive to avoid conflicts of
interest. Should any instance of real, potential, or apparent conflict exist, we will disclose it
so that a remedy might be sought.

VII. COMPLAINTS

pos Abilities  welcomes complaints f rom persons served and other stakeholders. We will not
retaliate, harass, or create barriers to service as a result of a complaint.

VIIl. REPORTING BREACHES TO THE CODE OF ETHICS

Any person may report an alleged breach to the Code of Ethics to the Conflic t Resolution
Officer, 604 299 -4001 or complaintsresolutionofficer@posabilities.ca
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APPENDIX E: PRIVACY STATEMENT

posAbiltes respects all people’s right to privacy.

This paper tells you how we get, use and share personal information about the people we
support.

What is personal information ?
Personal information includes things like one:’ s
V name
V address
V' phone number
V identification, like your Care Card number or BC ID, and
V  reports where you are identified.
Why does  pos Abilities ask for personal information ?
pos Abilities  is paid by the Government and other groups to help people. pos Abilities  uses

your information to understand what you need. We also use the information to plan how

best to support you. We ask for the name and phone number of a family member or

advocate in case there is an emergency. Also, sometimes pos Abilities sends newsletter s or
other mail to you, a family member or advocate.

pos Abilities  will tell you why we need your information. We will not use it for any other
reason without asking you, unless your health and safety is at risk or if the police or a judge
tellsustodos o.

Where does the information come from ?

pos Abilities  collects personal information using forms or by talking to people. We collect
information from:

V  you and your family
V the Government or other people who pay pos Abilities  to help you
V doctors or other people who have information about you.

What is consent? Who can give consent?

Consent means that you agree to let pos Abilities  get, use and share information about you.
You can give consent in three ways:

V inwriting

V bytellingoneof posAb i | istafftkasyou agree or

V by being part of a program run by pos Abilities

What rights do you have?

V  Adults can make decisions about how their information is used and shared with
others.
V  Sometimes a family member or advocate has the power to make decisions for adults.
V If posAbilities c a nhelp you understand what we are asking, we will look for other
people to help us, like a relative or your social worker.
V Parents or guardians of children have the power to make decisions for them.
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V  You have the right to see the information pos Abilities has collected about you. In
some cases, posAbilities cannot share all the information we have in our files. If that
happens, we will show you as much as possible. We can also help you fill out a form

to send to the Government so that you can see more information.

You have the right to ask pos Abilities to ch ange information when it is wrong.

You can take back your consent.

< <<

How does posAbilities  protect your information?

V posAbilities  has rules for staff about how they get, use or share information.

V  Staff must agree to follow the rules when they are hired.

V  We do not make copies of your information for other people without consent.

V  We keep your information safe by using locked cabinets, locked offices and
passwords on all computers

V posAbilities has a Privacy Officer who helps staff follow the laws about perso nal
information.

You can ask the Program Supervisor if you want to see the information the program has
about you. Also, if you have questions, please talk to your staff or the Program Supervisor.

If you want to see the information kept in your main offi ce files or if you want to take back
your consent, please contact pos Abilities ’ Privacy Officer at:

pos Abilities
240 - 4664 Lougheed Highway
Burnaby, BC V5C 5T5

Phone: 604 299 -4001
Fax: 604 299 -0329
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