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1. INTRODUCTION

posAbilities offers afull 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 foundin:

Vancouver Burnaby Delta

North Shore New Westminster Vancouverlsland
Sunshine Coast Tri-Cities FraserValley

Richmond Maple Ridge North and South Okanagan
Surrey Abbotsford Delta

The Outcomes Management Reportisatool to learnfrom our current practices. It provides performance information to make program
improvements thatlead us to continuous service quality advancements. The Outcomes Management Reportis aguiding and decision making
instrumentthat helps ourleadership team and Board of Directorsin monitoring posAbilities’ programs and services, and identifying the
strengths of our organization as well asthose areas that require improvement. The Outcomes Management Report will assist posAbilities to be
more effectiveand efficientin achieving a high standard of overall service quality.
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Between April 1, 2020 and March 31, 2021, posAbilities provided services to 1,894 persons served, enrolled in the following service streams

(note some persons served are enrolled in multiple programs):

Persons Served by Service Type

® BCC * Behaviour Suport
= Community Housing = Community Integration

Shared Living Supported Living

BehaviorSupports: 882 persons (47% of our services)
Community Employment Services: 334 persons (18% of our services)
Home Supports: 315 personsintotal (17% of our services)

o SharedLivingServices: 131 persons (7% of our services)

o Community Housing: 85 persons (4% of our services)

o Supported Living: 99 persons (5% of our services)
Community Integration: 222 persons (12% of our services)
BCC: 73 persons (4% of our services)
Explore: 68 persons (4% of our services)

posAbilities FYE 2021 Outcomes Management Report

® Community Employment Services

® Explore
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Below is some additional information about the people we served overthe pastfiscal year (April 1, 2020 to March 31, 2021):

Gender
Male 63.4% of personsserved
Female 34.8% of personsserved
Other 1.8% of personserved
Gender
m Male: mFemale: mOther:
Diagnosis?

Autism/ASD: 19.1% of personsserved

Intellectual/Cognitive Disability: 13.8% of persons served

Developmental Delay: 11.8% of persons served
ADD/ADHD: 9.2% of persons served
Anxiety Disorder: 5.5% of personsserved

Lincludes persons served with multiplediagnosis

posAbilities FYE 2021 Outcomes Management Report

Age

Under 6 1.9% of personsserved
6-18 33.2% of persons served
19-20 5.8% of personsserved
21-30 22.5% of personsserved
31-40 11.7% of personsserved
41 -50 9.1% of personsserved
51-60 7.5% of personsserved
61—-70 4.9% of personsserved
71-380 1.9% of personsserved
Over80 0.1% of personsserved

Unknown:  1.4% of personsserved

Epilepsy/Seizure Disorder: 4.4%of persons served
Down Syndrome: 2.8% of persons served
Depression: 1.8% of persons served

Cerebral Palsy: 1.7% of persons served
Otherdiagnoses: 28.4% of persons served
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On March 31, 2021, we had a total of 543 team members delivering our services: 224 full time, 173 part time and 146 were casual.

Staffing at posAbilities

i Full Time wPart Time & Casual

posAbilities FYE 2021 Outcomes Management Report Page 5 0f 92



Where the Money Came from in FYE 2021

Community Living BC 87% $ 30,232,311
Ministry of Children & Family Development 6% S 1,903,156
Tenantrent 4% S 1,455,393
BCHMC Rental Subsidy and other payments 1% S 436,970
Grants and Other 1% S 415,124
Private contracts <1% S 212,300
Total Revenue 100% $33,122,022

B Community Living BC

M Ministry of Children & Family Development
W Tenantrent

B BCHMC Rental Subsidy and other payments
M Grants and Other

W Private Contracts

posAbilities FYE 2021 Outcomes Management Report
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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
the requirements of the Commission on Accreditation of Rehabilitation Facilities (CARF) and Community Living British Columbia (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).

Thisreportis based on outcome data collected forthe period April 1, 2020 to March 31, 2021. The Outcomes Management Report presents the
results obtained fromthe review of organizational files as well as satisfaction surveys conducted to persons receiving services, stakeholders,and
employees. Tocollectinputfrom persons receiving services and stakeholders we distributed surveys to persons served, family members,
posAbilities’ employees, Shared Living Providers, as well as community employers served by posAbilities’ Employment Service.

For thisreport, we collected informationin seven service streams:

O O O O

Building Caring Communities (BCC) o Shared Living
Explore o Community Housing
Community Integration o Supported Living Network

Community Employment Services

For each of these service areas, we settargets and collect data about:

o

O O O O

Key monitoringitems— items we considerrelevantbutdo notfitintoin the categories below
Effectiveness—the results of services forthe person receiving services

Efficiency—the maximization of time and resources

Service Access —access to services/programs

Input — person served and family member’s satisfaction with services

Thisreportalso identifies two key business functions at the organization level: staff utilization and work days lost.
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The outcome information providedinthisreportisintended to assess the success of ourservices, identify where problems exist, and seta
course for continuous service improvement.

First,inthe nextsection, the aggregated results of the persons served and family members’ satisfaction surveys are presented atthe
organizationlevel. Then, in section 4, the outcome data and results for each specificserviceareaare reviewed. Insection 5, employee climate
survey results and 3-year comparative datais presented. Lastly, insection 6, key businessfunctions are analyzed atthe organization level.

A note about response rates: In section 4 of this report, we have indicated outcomesinterms of anumberand a percentage. The number
indicates the number of positive responses (i.e.: “agree” or “strongly agree”) to a survey item and the percentage indicates that numberas a
percentage of all responses (both positiveand negative). Insome cases, due to a low number of survey responses, wherethe numberisvery
low, the percentage should be interpreted with care because one response can skew ascore dramatically. Forexample, if therewere only two
respondents, both of them giving a positiveresponse would resultina 100% positive rating butjust one givinga negative response would drop
the percent positive to 50%.
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3. SATISFACTION SURVEYS

3.1 Survey Results: Persons Serviced

For the Survey period of April 1, 2021 to May 15, 2021, posAbilities engaged uSPEQ® to survey consumersinthe following service streams:
Building Caring Communities, Community Employment Services, Community Housing, Community Integration, Explore, Shared Living, and
Supported Living Network.

Thisyear, for the second time, we used the uSPEQ® Consumer Experience /DD (intellectual or developmental disability) Survey for persons
served. Inadditionto helping providersimprove services through feedback, the purpose designed IDD survey instrument is tailored specifically
to respondents with intellectual or developmental disabilities. The survey s, as always, anonymous and confidential, and captures multiple
snapshots of the persons served’s experience with posAbilities, measuring satisfaction in five areas:

Service responsiveness
Respect

Informed choice
Participation

Overall value

O O O O O

As thisis only the second yearthat the IDD surveyis being used, uSPEQ® does not have survey benchmarking data. We use benchmarkingdata
as comparators on satisfaction with other community services organizations so we can measure how we compare to peerorganizations. For
2021, where possible, we are using 2020 survey data as a comparator.

A total of 521 surveys were distributed to persons receiving services. Surveys were distributed by email and conducted viatelephoneandin
person. 144 persons served completed the surveyfora28% response rate.
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Of the respondents who answered the survey item “Who Answered this Survey”, some were able to complete the survey ontheirown and some
needed assistance:

Who Answered 2021 2020 Difference
Myself (no one helped) 38.8% 26.8% +12.0%
Myself (someone helped me read and/or write 54.5% 52.1% +2.4%
answersonthe form)

Someone else on behalf person served 6.7% 21.1% -14.4%

Gender: 49.6% of the survey respondents were female, 49.6% were male, and 0.8% identified as other.

Gender

0.8%

= Male: = Female: Other:
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132 surveyrespondents answered the surveyquestion on Health Status.

Health Status 2021 2020 Difference
Excellent 1.5% 2.8% -1.3%
Very good 12.1% 11.0% +1.1%
Good 41.7% 41.7% 0.0%
Fair 25.8% 29.0% -3.2%
Poor 18.9% 15.5% +3.4%

The top five surveyitems with positive responses were:

2021 Response 2020 Response .
Survey Item Difference
(agree + strongly agree) (agree + strongly agree)
6.4 | can get helptofindajob 100.0% 95.5% +4.5%
5.4 | feel safe here 98.5% 98.6% -1.0%
7.4 | can be by myselfathomeifl wantto 98.0% 85.3% +6.5%
1.3 Staff members are helpful 97.8% 97.9% -0.1%
3.1 Staff members are nice to me 96.4% 98.9% -2.5%
The five surveyitems with the lowest positive response rating were:
2021 Response 2020 Response )
Survey Item Difference
(agree +strongly agree) | (agree +strongly agree)
2.2 | getto help choose the services| get 85.1% 85.8% -0.7%
4.3 Staff members tell me about other
. 85.0% 91.1% -6.1%
services|can get
6.7 | have friendswhere | work 81.3% 79.1% +2.2%
2.4 | can make changesto the services | get 79.7% 88.4% -8.7%
7.3 I have friendswhere | live 78.0% 84.3% -6.3%
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Positive responses (agree and strongly agree) by category were as follows:

Service Responsiveness

Survev ltem 2021 Response 2020 Response Difference
E (agree + strongly agree) | (agree + strongly agree)
1.1 Staff membershelp me whenlneedit 94.3% 97.6% -3.3%
]:clozr :;alm;fmembers help me assoonas | ask 92.9% 94.4% 5%
1.3 Staff members are helpful 97.8% 97.9% -0.1%
1.4 I like the help | get from staff members 95.7% 97.2% -1.5%
1.5 Staff members help me feelgood 95.0% 96.9% -1.9%
Informed Choice
- . 2021 Response 2020 Response Diff
ifference
Sl e (agree + strongly agree) | (agree + strongly agree)
2.1 | understand what staff berstell
un er.s and what staff members tellme 93.3% 89.49% +3.9%
aboutservices|can get
2.2 | getto helpchoose the services | get 85.1% 85.8% -0.7%
fn_jl i::\:;fmemberslet me make choices about 90.4% 93.8% 3.4%
2.4 1 can make changesto the services|get 79.7% 88.4% -8.7%
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Respect

Survev ltem 2021 Response 2020 Response Difference
E (agree + strongly agree) | (agree + strongly agree)
3.1 Staff members are nice to me 96.4% 98.9% -2.5%
3.2 Staff membersrespect me 93.4% 98.2% -4.8%
3.3 Staff memberslistento me 90.6% 98.5% -7.9%
3.4 Staff members use words | understand 92.7% 96.1% -3.4%
3.5 Staff membersdo nottell other people
things about me that | do not wantthemto 90.4% 93.6% -3.2%
share
Participation
2021 Response 2020 Response
Survey Item Difference
E (agree + strongly agree) | (agree + strongly agree)

4.1 Know how to get help at posAbilities 92.7% 91.8% +0.9%
4.2 Cominghere helps me do things better 86.7% 97.8% -11.1%
4.3 Staff members tell me about other

. 85.0% 91.1% -6.1%
services|can get
4.4 1 can do things | wantto do when | want

89.6% 90.7% -1.1%

todothem
4.5 | have friends | wantto be with 89.7% 94.2% -4.5%
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Overall Value

Survev ltem 2021 Response 2020 Response Difference
g (agree +strongly agree) | (agree + strongly agree)

5.1 Wouldtell friends/family this is agood

) 94.8% 98.5% -3.7%
place to getservices
5.2 1 like beinghere 96.3% 97.5% -1.2%
5.3 I am happy withthe services | get 96.3% 96.4% -0.1%
5.4 | feel safe here 98.5% 98.6% -0.1%

Job Services?
2021 Response 2020 Response )
Survey Item Difference
E (agree + strongly agree) | (agree + strongly agree)
6.1 | like myjob. 87.5% 94.9% -7.4%
6.2 | like where | work. 87.5% 95.8% -8.3%
6.3 | like the pay | getat myjob. 93.8% 91.4% +2.4%
6.4 1 can get helptofinda job. 100.0% 95.0% +5.0%
6.5 | gettrainingat my job. 93.8% 93.8% 0.0%
6.6 | talkt i bout
canta . o my'superwsora ou 93.8% 91.1% 2.7%

problems with my job.
6.7 | have friends where | work. 81.3% 79.1% +2.2%

2 Second year for this category; added in 2020.
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Home Living Services?

2021 Response 2020 Response .
Survey ltem Difference
(agree +strongly agree) | (agree + strongly agree)
7.11like where llive. 90.0% 93.8% -3.8%
7.2 | like the people I live with. 92.0% 95.1% -3.1%
7.3 1 have friends where | live. 78.0% 84.3% -6.3%
7.4 1 can be by myselfathome if | wantto. 98.0% 85.3% +12.7%
7.5 1 can do things| like nearwherellive. 96.0% 92.8% +3.2%
7.6 | can shop where | wantto. 96.0% 90.6% +5.4%

Key Findings:

e posAbilities’ surveyresponserate (28%) fell from lastyear (50%) and continuestolagbehind the benchmark responserate (71%).
Although scores on 21 of 23 itemsfromthe main survey saw a drop in 2021, posAbilities’ Agree+Strongly Agreescores remain high. In
2021, scoresfor 17 of 23 items fromthe main survey were 90% or higherand 22 of 23 were 80% or higher. Asin 2020, onlyoneitem
from the mainsurveyfell below 80%.

e Oneareathat showedanotableincrease was persons served completing the survey ontheirown. This measure wentfrom 26.8%in
2020 to 38.8 in 2021; an increase of 12%.

e Lastyear,we had seenasignificantdropinthe percentage of respondents reportingtheir health as “excellent” and “very good”. In
2021, we did not see bigchangesinthis area; which mayreflectthe ongoing effects of the pandemicand related mitigation efforts.

e Thesurveyitemwiththe lowest Agree +Strongly Agree score, and the only otherscore below 80%, was 7.3 in the Home Living Services
category, “l have friends where | live” with ascore of 78.0%.

e Inthearea of Participation, item 4.2, “coming here helps me do things better,” fellby 11.1% to 86.7%. Thisis potentially related tothe
pandemicrestrictingactivities. Althoughthe score isstill above 80%, we will monitorthis area.

o Inthearea of Home LivingServices, item 7.4, “l can be by myselfathome if | wantto,” rose by 12.7% to 98%. A greatoutcome
considering many persons served spent alotof time at home during the survey period due to the pandemic.

3 Second year for this category; added in 2020.
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3.2 Survey Results: Families of Persons Receiving Services

For the fourth year now, posAbilities again engaged uSPEQ®to survey families of persons served services in the following service streams:
Building Caring Communities (BCC), Community Housing, Community Integration, Community Employment Services, Explore, Shared Living, and
Supported Living Network.

The uSPEQ® Family Member Survey is designed to help providersimprove services through feedback. Anonymous and confidential, the survey
captures multiple snapshots of the experience of families of persons receiving services with posAbilities, measuring satisfaction in the following
areas:

o Communication o Respect/Privacy
o Autonomy o Overall Satisfaction
o Staff/care o General

With 2018 the pilotyearforthe uSPEQ® Family Survey, benchmarking datais being collected and will be availablein future years. Family Survey
Benchmarking data will provide comparators for satisfaction with other community services organizations so we can measure how we compare
to peerorganizations. The benchmarking data will be incorporated into future year’sreporting. Forthe current year, we have provided last
year’s scores as comparators.

A total of 416 surveys were distributed by email to family members of persons receiving services. 89family membersreturned completed
surveysfora 21.3% response rate; much higherthan lastyear’s response rate of 13.0% but still leavingroom forimprovement.

The top five surveyitems with positive responses were:

2021 Response 2020 Response :
Survey ltem Difference
(agree +strongly agree) | (agree + strongly agree)
4.2. Relative respected 100.0% 100.0% 0.0%
3.5. Relativeissafe 100.0% 100.0% 0.0%
6.4. Location cleanliness satisfaction 100.0% 100.0% 0.0%
4.3. Relative treated with respect 98.8% 100.0% -0.2%
4.5. Staff respects privacy 98.8% 100.0% -0.2%
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The five survey items with the lowest positive response rating were:

Survey Item 2021 Response 2020 Response Difference
y (agree +strongly agree) | (agree + strongly agree)
6.1. Know complaint process 70.0% 48.3% +21.7%
6.11. Service reduced family expenses 82.7% 66.7% +16.0%
1.4 Staff pays attention 88.4% 92.7% -4.3%
1.1. Staff tells me about care 89.5% 90.4% -0.9%
6.8. Relative has better copingskills 89.8% 84.0% +5.8%
Positive responses (agree and strongly agree) by category were as follows:
Communication
Survey ltem 2021 Response 2020 Response Difference
(agree +strongly agree) | (agree + strongly agree)
1.1 Staff members communicate with me 89, 5% 90.5% 1.0%
aboutmy family member’s care =7 o7 P
1.2 Staff members ?tposAbllltles understand 90.9% 92.5% 16%
my family member’s needs
1.3 Staff members know my family member’s 97 6% 90.0% +7.6%
preferences
1.4 St iliti i
aff members a‘t pOSAbI|ItI‘es pay attention 88.4% 92.7% 4.7%
to what| say regarding my family member
1.5 If things go wrong, staff members address
) 96.3% 94.4% +1.9%
theissue
1. ff iflh
6 Sta . membersrespondiflhavea 97.1% 96.4% 10.7%
complaint
1.7 Information I received during admission
g 97.1% 97.1% 0.0%
was easy forme to understand
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2021 Response 2020 Response

Survey Iltem Difference
(agree +strongly agree) | (agree + strongly agree)
1.8 | know whoto contact if | have a question 93.2% 100.0% -6.8%
or concern
Autonomy
2020 Response
Survey Iltem AP, RTINS R Difference

(agree +strongly agree) | (agree + strongly agree)

2.1 My family has the opportunity to provide
inputregarding the programs and services he 97.4% 97.4% 0.0%
or shereceives

2.2 Staff members encourage my family

memberto do as much as he or she can dofor 96.3% 97.4% -1.1%
themselves
2.3 My famil b ticipatesi tiviti

y fami yrnem erp'ar icipatesin activities 96.9% 26.1% +10.1%
that are meaningfulto himor her

Staff/Care
2020 Response
Survey Iltem 2021 Response P Difference

(agree +strongly agree) | (agree + strongly agree)

3.1 When my family memberneeds help right
away, someone gets himorher the help

3.2 If have anissue, itisaddressed promptly 96.1% 90.6% +5.5%
3.3 Staff members make accommodations that

94.7% 88.9% +5.8%

) o 97.4% 91.2% +6.2%
meet my family member’sindividual needs
3.4. Staff mgmbe.rs at posAbilities appearto 98.5% 96.2% +2.3%
enjoy working with one another
3.5 | feel that my famil berissafe at
eelthatmy family memberissafea 100.0% 100.0% 0.0%

posAbilities
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Survey Item 2021 Response 2020 Response Difference
y (agree +strongly agree) | (agree + strongly agree)
3.6 Programs and services are available when 91.9% 83.9% +8.0%
my family member needsthem
3.7 The staff involve me in making decisions
. , 93.6% 90.3% +3.3%
about my family member’s care
Respect/Privacy
Survev Item 2021 Response 2020 Response Difference
y (agree +strongly agree) | (agree + strongly agree)
4.1 Staff’members are respectful of my family 98.6% 100.0% 1.4%
member’s culture
4.2 People at posAbilities respect my famil
pleatp pectmytamily 100.0% 100.0% 0.0%
memberasa person
4.3 Staffmgmbers at posAbilities treat my family 98.8% 100.0% -1.2%
memberwith respectand courtesy
4.4 Staff members treat me with respectand
courtesy 97.6% 100.0% -2.4%
i.r?vztce;‘fmembers respect my family member’s 98.8% 100.0% 1.2%
Overall Satisfaction
2021 Response 2020 Response )
Survey ltem (agree +strongly agree) | (agree + strongly agree) Difference
5.1 I‘would recommend posAbilitiesto afriend or 93.9% 100.0% 6.1%
family member
5.2 The programs and services my family member
) ) 91.7% 91.7% 0.0%
receives meet my expectations
5.3 If | had other choices, | would still bring my 94.7% 94.3% +0.4%
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2021 Response 2020 Response :
Survey Iltem Difference
(agree +strongly agree) | (agree + strongly agree)

family memberto posAbilities

5.4 Overall, lam satisfied with the programs and

services my family memberreceived at 93.9% 94.4% -0.5%

posAbilities

General and Program Specificltems
Survey Item 2021 Response 2020 Response Difference
(agree +strongly agree) | (agree + strongly agree)

6..1 I knowthg processpfflllnga c.omplalnt or 70.0% 48.3% +21.7%
grievance against provider agencies or staff
6.2 Written materials are easy for me to understand 96.0% 100.0% -4.0%
6.3 T.helolca.tlon where p.r<.)gramsand services are 96.9% 96.7% +0.2%
providedisingood condition
6.4 | am satisfied with the cleanliness of the location 100.0% 100.0% 0.0%
6.5 As a result of programs ar\d serv'|ces, my family 94.7% 92.0% +2.7%
member gets along better with family
6.6 As a result of programs and services, my family
membergets along better with friends and other 96.4% 91.3% +5.1%
people
6.7 Asa r‘esult‘ofprograr'ns and services, my family 97 8% 95.0% +2.8%
memberisdoingbetterin school and/orwork
6.8 Asa rfasultofprograms and serV|ce§, my family 89.8% 84.0% +5.8%
memberisbetterable to cope when things gowrong
6.9 As a result of programs and services, my family
memberis betterable todo the things he or she 98.2% 95.8% +2.4%
wantsto do
6.10 Relative worksinahealthy environment 93.8% 100.0% -6.2%
6.11 Services reduced family out-of-pocket expenses 82.7% 66.7% +16.0%

posAbilities FYE 2021 Outcomes Management Report
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Custom Questions related to posAbilities’ COVID-19 Response — new for 2021

2021 R .
Survey Item 0 esponse 2020 Response Difference
(good + excellent)
1. Organization communicated accurate information 38.4% N/A N/A
promptly
2. Organization made me feel safe during COVID-19 88.9% N/A N/A
3. Organization helped me understand COVID-19 88.9% N/A N/A
safety measures
4. Virtual visits were justas good or betterthanan
. . 75.7% N/A N/A
in-person visit*
5.0 izationtook st t tth dof
Co\/r|gDa_nga iontook stepsto preventthe spread o 90.7% N/A N/A

Key Findings:

o Highlights of the family survey include that 25 of the 27 items from the main survey rated 90% or above with the remaining 2 still above
88%. This continuesthe overall trend of improvement fromthe previousyear.

11 out of 27 itemsin the main section of the survey showed an increase with six of those showing an increase of greaterthan 5%.

o The highestoverall scoreswere seeninthe section onrespectand privacy where all items remained above 97% although some had seen
aslight decrease fromthe previous year where all scores stood at 100%.

e Intheareaof Autonomy, the item, “My family member participates in activities that are meaningful to him or her,” improved
significantly; rising 10.1% to 96.2%. Thisoutcome alongwiththe improvement of 8.0% to 91.9% in the area of Staff Care onthe item,
“Programs and services are available when my family member needs them,” are notable considering we continue to be affected by a
multi-year pandemic.

e [tem3.5, “I feel that my family memberis safe at posAbilities,” anditem 4.2, “People at posAbilities respect my family memberasa
person,” both continue to report 100%.

e Anothersignificantimprovement wasinthe General and Program Specificareaonthe item, “Services reduced family out-of-pocket

4 Note rather than ‘poor, fair, good, excellent’, responseoptions for this question were: worse than in-personvisit, justas good as in-person visit, or better
than in-personvisit.
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expenses. Thissore rose 16% to 82.7%.

e Thelowestscore appearedinthe general and program specificsection forthe item, “l know the process of filingacomplaintor
grievance against provideragencies or staff,” (70.0%). Despite the fact that this score remainslow, itshould be noted thatit has
improved by 21.7% from the previousyear.

e New customitemsforthisyearwere included to gauge family members’ satisfaction with posAbilities’ responseto the COVID-19
pandemic. Itwas notable thatall areas but one scored above 88%. The only score that did not was to the question, “Virtual visit
comparedto an in-personvisit,” (75.7%). It could be expected that some families would find virtual visits worse than traditional in-
personvisits.

e Finally, inthe category of “Overall Satisfaction,” two items, “l would recommend posAbilities to a friend or family member,” (93.9%)
and, “Overall, | am satisfied with the programs and services my family member received at posAbilities,” (93.9%), showed decreases of
6.1% and 0.5% respectively fromthe previous year’s scores. Nonetheless, all itemsin this category again scored over90% this year.

Follow-up and Proposed Action:

Our mainfocus with respect to ourfamily surveysinthe comingyearwill be onincreasing the responserate.

We will work with our Communications Team to explore strategies and explore whether options such as multiple surveyformats are
feasible.

In orderto continue improving on the item, “l know the process of filinga complaint or grievance against provider agencies or staff,” we
will work with our Communications Team arhythm for sending out reminders to families for how to share theirstories and let us know
how we are doingand at the same time outline the complaint process.

We will also examine if the information about filing complaints currently provided during orientations is adequate.
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4. PROGRAMS AND SERVICES: OUTCOMES DATA AND RESULTS

4.1 Home Supports

All of our residential services focus oninclusion. Persons served receive assistance and coachingin the areas of health and safety, community
access, money management, nutrition, problem solving, relationship building and otheraspects of daily living. We provide threedistinct
programs of residential services: Shared Living Services, Supported Living Network, and Community Housing.

4.1.1 Shared Living Services
Program Overview:

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

Thisarrangement can offerricheropportunities for developing natural relationships and social circles. It alsoincreases the likelihood of having a
more genuine and meaningful experience of communitylife.

In response tothe need forresidential options for persons served with developmental disabilities, posAbilities developed Shared Living Services
to:
e Provide warm supportive environments to persons with disabilities.
e Enhancethe lives of persons servedtoachieve greaterindependence with assistance, nurturing and inclusion by the shared living host
family.
e Provide environments whereour persons served thrive inan atmosphere thatis encouraging and consistent.
e Provide,ameansto a lifestyle which supplies stimulation, activity and identification and assistance in achievement of personal goals for
our personsserved.
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Stakeholder Survey Results:
Survey 2020-21: Shared Living Providers

RESPONDENTS 24 of 137 = 17.5%

SURVEY METHOD Satisfaction Surveys were emailed to Shared Living Providers

OBIJECTIVE To increase positiveresponsesin each domain each year.

Neither
Strongly Agree Agree Agree nor Disagree Strongly Disagree
Disagree
Shared Living Provider
1.1 am treated with respect by the Shared Living Team 79.2% 20.8% 0.0% 0.0% 0.0%
H 0, 0,
2. My qyestlons and concerns areadc?rf:ssed andresponded 66.6% 29.2% 4.2% 0.0% 0.0%
to inatimely manner by the Shared Living Team.
3.1 get the support| need from the Shared Living Team. 66.7% 25.0% 8.3% 0.0% 0.0%
ail\:ymsehared Living Coordinator consistently communicates 74.0% 13.0% 13.0% 0.0% 0.0%
5. The Shared Living Team offers beneficial information about
. . . . 75.0% 20.8% 4.2% 0.0% 0.0%

upcoming events and workshops/information sessions.
6. The Shared Living Contractor Agreement is understandable. 58.3% 25.0% 16.7% 0.0% 0.0%
7. The Shared Living Contractis reviewed with me annually. 66.7% 25.0% 8.3% 0.0% 0.0%
8. The Shared Living Team appropriately matches homes with 41.7% 45.8% 12.5% 0.0% 0.0%
persons served.
9. The Shared Living Team provides supportand guidanceto
the contractors to assistpersons served in pursuingtheir 58.3% 33.3% 8.3% 0.0% 0.0%
goals.
10. The Shared Living Team provides me with valuable
information aboutopportunities and resources for the person 58.3% 37.5% 4.2% 0.0% 0.0%
| support.
11. Dp you understand the roleof the Quality Assurance VES: 95.8% NO: 4.2%
Monitor?
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Key Findings:

Notable onthisyear’s survey was the fact that we again saw no responses of “strongly disagree” to any of the 11 survey questionsandin
an improvementoverthe previousyear, also saw no responses of “disagree” either.

For 8 of the 11 items, “agree” and “strongly agree” scores were above 90%.

There were noitems scoring below 80% thisyear. The one itemthat had scored below 80% the previousyear, “The Shared Living Team
appropriately matches homes with persons served,” (72.0%), improved to 87.5% this year.

e Theonlyotherareas below 90% were, “My Shared Living Coordinator consistently communicates with me,” (87.0%), and, “The Shared
Living Contractor Agreementis understandable,” (83.3%). Both of those items saw a small decrease as they were both above 90% the

previousyear.

¢ Inacontinuingpositive trend from lastyear, the lastitem, “do you understand the role of the Quality Assurance Monitor?’ (95.8%), has
shown a nearly 16% increase in the previous twoyears, from 80.0% in 2019, to 91.0% in 2020, to 95.8% thisyear. This demonstrates

that our efforts toinform stakeholdersin this areacontinue to be fruitful.

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records and from surveys completed by persons receiving Shared Living Services
and theirfamily members. These outcomeresults apply to persons participatingin Shared Living services and their families.

Key Monitoring Items

. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achieved

Minimize the numberof incidents Ratio of # of aggressive incidents
involving verbal and physical involving verbal and physical aggression 0.6 0.07 0.02 v
aggression to # of persons served.
M|n|m|?e the number of validated # of validated complaints thatare
complaints thatare processed

. processed throughthe formal 1 0 0 v
through the formal complaint . .

. complaintresolution process.

resolution process
Mlnlmlze the numberof # of medical/treatmenterrors to # of 0.02 0.02 0.00 v
medical/treatmenterrors personsserved.
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Key Findings

o Thefilereviewrevealed that we have metourexpected 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.

Effectiveness

.. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achieved

# and % of persons served who report
that they are generally ableto do things 75% 27 15 v
they wantto do when they wantto do 93% 83%

Ability to do the things that are them?.

important to the personserved # and % of familieswhoreportthatthe
services received at posAbilities make 759% 6 8 v
the personserved betterable todothe 100% 100%
things they wantto do.
# of personsreceiving Shared Living 29 16

. . o

Providesanindividualized model of flfer\;llci(\elz\é\./ho reportthey like where 85% 100% 89% v

residentialsupport which meets the

needs, wants, and desires of the # and % of families of persons receiving

person served Shared Living Services whoreport they 85% 6 11 v
are overall satisfied with the services 100% 100%

received.

5 We assume the lack of financialresources is a barrier to achieve certain outcomes such as engagement in community activities (either due to the cost of participating inthe
activities, or the cost of transportation to get to those activities). The lack of financial resources canalsobe a barrier to access employment and volunteer opportunities mainly
due to the cost of transportationto get to the sites. We will trackthis indicator to analyze its relationship with SL22, and alsoto see ifthe number of persons served who report
theywould like to find work opportunities (Q6) is correlated to the number of persons served who re port they lack financialresources to do the things that are important to
them. Financial resources for both families and persons served in FYE2021 mayalso have been affected bythe ongoing pandemic.
6 Note the measure for this objectiveon the 2019 survey was persons served who report Shared Living services “met their need”.
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Encourage friendships, recreational
opportunities, and privacy and Number of persons receiving Shared
comfort of a family home through Living Services.

service utilization

90’ 132 131 v

% of referred persons forwhom
services were initiated within 30 80% 67% 44% X
working days of referral.

Maintainthe length of time from
referral to service initiation

# and % of personsserved whoreport 259 32 18 N
Promote overall safety feelingsafe at posAbilities. 0 97% 100%
# and % of families who report that 75% 5 11 v

7 The total number of persons served is not entirely up to the organization and it canvary dependingon externalfactors. We use thistarget as a projection, however it is subject
to change. Thisindicatoris not s pecificallyintended to meet a target, but to indicate how many persons received the service duringthe reporting period.
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Input

.. Outcome Target
Objective Measure Target Outcome 2021 .
J & 2020 Achieved
theirfamily memberis safe at 100% 100%
posAbilities.
# and % of personsserved whoreport
that people at posAbilities respect 90% 31 17 v
them 94% 94%
Treat persons served and families with )
respect # and % of families of persons served
who report that staff members treat 90% 6 11 v
. 100% 100%
them with respectand courtesy.
, | #and % of persons served who report
Value and acknowledge each person’s Y 31 16
C . that staff members at posAbilities listen 90% X
individuality 100% 89%
to them.
# and % of persons served who report
that they are more connected to people 259 23 13 %
intheircommunity since they started 0 82% 72%
working with posAbilities.
Enhance relationships and social
circles
# and % of familieswho reportthat
theirfamily membergetsalongbetter 75% > 8 v
. . 83% 100%
with peers as a result of posAbilities.
o # and % of persons served who report
Promote self-determination and the aroe abFI)e to make choices aboEt 90% 29 17
abilities to make theirown decisions theiyrcare 0 91% 94% v
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Input

.. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achieved
[v)
Maximize overall satisfaction with fh?andar/;%fapersa/ri]:}ff}::eszrwvrc?agiﬁzrt 95% 29 16 X
service gety PRY Y ? 100% 89%

Key Findings:

Follow-up and Proposed Action:

posAbilities FYE 2021 Outcomes Management Report

Shared Living survey results for FYE2021 show that we are meetingall targets for effectiveness and efficiency. Inthe area of input, we
mettargetsfor 6 of 9 objectives. We also fell short of the target for service access.
Overall satisfaction with the service was slightly shy of target but still high at 89%.

Itislikelythat due tothe pandemic, routinesocial connections for persons served were impacted; affectingresponses to the item about
being more connectedto people intheircommunities.
For persons served who identify as wanting to enhance relationships and social circles, we willlook to referring themto ourinnovation

initiatives such as Curiko, Explore and BCC.

We may also look at asking a custom questionto determinethe level of satisfaction with relationships and social circles. It may be the

case thatsome personsserved do notseek change in this area.

With respect to overall satisfaction with services, we will standardize this target to 90% across service streams for future surveys. The

95% targetfor Shared Living may be unreasonably high.

The Shared Living Provider Manual, Policies and Procedures, and Resources were updated in August 2021 and will be distributed to all
Shared living Providers to assist them to better understand their Shared Living Independent Contractor Agreement and its obligations

and responsibilities.
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4.1.2 Supported Living

Program Overview:

The Supported Living program assist persons served with developmental disabilities to live asindependently as possible within our communities.

A staff person supportsthe person servedin 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 metand supported.

The program provides supportinthe followingareas:
e Assistingwith medical appointments and planning.
e Supportto planmealsandbuy food/ othernecessities.
e Assistance with budgeting, personal banking and otherfinancialissues.
e Supportwith BC Housingand/orlandlord and building requirements.
e Providingseveral 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 posAbilities’ records and from surveys completed by persons receiving Supported Living
servicesandtheirfamily members. These outcome results apply to persons participatingin Supported Living services and their families.

Key Monitoring Items

. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achigve d
Minimize the numberofincidents Ratio of # of aggressive incidents
involving verbal and physical involving verbal and physical aggression 0.6 0.03 0.02 v
aggression to # of persons served.
x‘;‘ggre];htigfgfz:gzgsa;;ljated # of validated complaints thatare
processed throughthe formal 1 0 1 v

through the formal complaint
resolution process

complaintresolution process.
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Deliversupportinthe areas of daily
life and self-care skills, home

Number of persons servedin SLN

maintenance, and social integration rograms 85 98 99
through Supported Living Network prog '
service utilization.
v
# of staff who held their position for 10% increase
. (comparedto
. . more than 2 years at the same location .

Maximize staff retention . previous 18 19

(reduction of turnover compared to reporting

previous reporting period). period)®

Maintainthe length of time from
referral toservice initiation

% of referred persons forwhom
services were initiated within 30

working days of referral.

80%

100%

57%

8 Although the target for this measure isa 10% increase, we consider ita satisfactoryresultifthereis no decrease from the previous year.
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Effectiveness

. t T t
Objective Measure Target Ouzgg(r)n € Outcome 2021 Ac:irg\?e d
# and % of personsserved whoreport )8 29
that they can do the things they want 75% 90% 91% V4
- . to when they wantto do them?®. ° °
Ability to do the things that are —
. # and % of familieswho reportthatthe
important to the personserved ) ) .
services received at posAbilities make 75% 2 9 v
the personserved betterable todothe ° 100% 100%
things they wantto do.
# and % of persons served who report 75% 31 32 v
feelingsafe at posAbilities. ° 100% 100%
Promote overall safety # and % of familieswho report that
theirfamily memberis safe at 75% 4 1 v
ares 100% 100%
posAbilities.
o,
Promote community safety and # and% of personsseryed whqsaythey 31 27
. know more about staying safe intheir 80%
confidence o . . 100% 87%
community since receiving SLN services.
# and % of persons served who report 29 )8 v
Enhance overall wellbeing that theirlifeis generally bettersince 80% 93% 93%
they started working with posAbilities. ° °
Assist personsservedin meetingor % of total goals which were reported as
making progress toward Person partially achieved, achieved, orongoing 75% 92% 88% v

Centered Planning goals

maintenance.

9 We assume the lack of financialresources is a barrier to achieve certain outcomes such as engagement in community activities (either due to the cost of participating inthe
activities, orthe cost of transportation to get to those activities). The lack of financial resources canalsobe a barrier to access employment and volunteer opportunities mainly
due to the cost of transportationto get to the sites. We will track this indicator to analyze its relationship with SLN23 (overall satisfaction), and also to see ifthe number of
persons served who re port they would like to find work opportunities is correlated to the number of persons served who re port they lack financial resources to do the things

thatare importantto them.
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Input

. t T t
Objective Measure Target Ouzgg(r)n € Outcome 2021 Ac:irg\?e d
# and % of persons served who report 31 )8
that people at posAbilities respect 90% v
. . 100% 90%
Treat persons served and families with | them.
respect # and % of familieswho reportthat
—_ 4 11 v
staff members at posAbilities treat 90%
. 100% 100%
them with respectand courtesy.
# and % of persons served whoreport 30 )8
that staff members at posAbilities listen 90% 97% 88% X
Value and acknowledge each person’s to them. i i
S . g P # and % of familieswho report that
individuality s .
staff at posAbilities pay attention to 90% 5 11 v
what they say regarding their family ° 100% 92%
member.
# and % of familieswhoreportthatas a
. - result of programs and services, their 3 8 v
E . . . 9
nhance community basedresilience family memberis betterable to cope 75% 100% 89%
when things go wrong.
# and % of persons served who report 31 )8
they are able to make choices about 90% 94% 88% X
Promote self-determination and their care. 0 0
- . .. # and % of familieswho report that
abilities to make theirown decisions . .
theirfamily member has the 90% 5 10 v
opportunity to provide input regarding ° 100% 100%

the programs and services they receive.
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Input

.. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achieved

# and % of persons served who report

Provide education onrightsand that staff have reviewed rights and 90% 31 28 v

responsibilities. responsibilities withthemin the last 100% 90%
year.
# and % of persons served whoreport
they are happy withthe servicesthey 90% 30 32 v

o . . . get. 97% 100%

zgari:(r:;ze overall satisfaction with # and % of families who report that
overall, they are satisfied with the 95% 4 10 v
programs and services theirfamily 100% 100%
memberreceives at posAbilities.

Key Findings:

e SLNismeetingmosttargetsinthe areas of efficiency, service access, effectiveness, and input.

e There were 7 categories with scores of 100% in FYE2021, and a further5 categories scoring 90% or higher.

We fell slightly shortintwo areas of input, onthe items, persons served who report “staff members at posAbilities listen to them,”
(88%), and, personsserved who report “they are able to make choices about their care,” (88%).

There was also a drop inthe score forservice access where we were 23% short of target.

The custom items alsoindicated alow score onthe item, “families know the process of filinga complaint.” (44%)

Follow-up and Proposed Action:

e ltisclearthat routinesandaccessto community were interrupted for many persons served during the pandemicand this may have
affected responsesto certain surveyitems. This may also have affected the perception of choice amongst persons served.

e We will be conductingathorough review of all persons served goals to include post-pandemic updates with respect to community re-
opening.
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e Itshouldbe notedthatalthough we strive to make services available as soon as possible, there are times when referred individuals do
not immediately avail themselves of the services as soon as they are made available; contributing to occasional difficulty meeting this
objective.
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4.1.3

Program Overview:

Community Housing

posAbilities Community Housing programs provide 24 hour care and semi-independent living. . This level of serviceis designed to meetthe
unique needs of the person served who live inthe home. Services mayinclude personalcare, health planning, and behaviour support. Forsemi-
independent living, staff supportisfocused on assisting persons served to develop independent living skills and build on the person served’s

existing strengths.

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records and from surveys completed by persons receiving Community Housing
services and theirfamily members. These outcome results apply to persons participatingin Community Housing services and their families.

Key Monitoring Items

.. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achieved
Move persons served to more orless # of PErsons served fch'at movetoa N/A% 3 5 N/A
. ,_ more independentlivingarrangement.
independent living arrangements # of personsserved that move toa less
accordingto changesin theirneeds® | . P . N/A* 4 5 N/A
independent living arrangement.

Minimize the number of incidents # of aggressive incidents involving
involving verbal and physical verbal and physical aggression to # of 0.67 1.63 1.62 X
aggression personsserved.
Minimize th Fval

|n|m|%et e numberof validated # of validated complaints thatare
complaints thatare processed

. processed throughthe formal 1 1 0 v
through the formal complaint . .
. complaintresolution process.

resolution process

10 persons served are moved to more or less independent livingarrangements according to their needs and desires. We are interested in trackingthese re-arrangements and
making sure placements respondto personserved’s’ needs and desires. However, thisindicatoris not s pecificallyintended to meet a target.The rearrangement frequencyis
dependenton the changingneeds of persons served.
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Minimize the number of # of medical/treatment errors to # of
medical/treatmenterrors personsserved.

0.90 1.47 1.91 X

Promote service utilization through Number of persons servedin CH

11
provision of staffed residential homes | programs. 80 2 85 v

——
# of staff who held theirposition for 10% increase

. (comparedto
- . more than 2 years at the same location . v
Maximize staff retention . previous 96 110
(reduction of turnover compared to reporting
revious reporting period). )
p porting period) period)"?

11 The total number of persons servedis not entirely up to the organizationand it canvary de pending on external factors. We use this target as a projection; howeveritis
subjectto change. Thisindicatoris not s pecificallyintended to meet a target, but to indicate how many persons received the service duringthe reporting period. We also fill
vacancies based on suitabilityand sovacancies remain unfilled until a compatible match is found.

12 Although the target for this measureis a 10% increase, we considerita satisfactoryresultifthereis no decrease from the previous year.
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Key Findings:

e Thefilereviewrevealed we metourtargetrelatedto minimizingthe number of validated complaints processed through the formal

complaintresolution process.

e We notedanincrease inthe numberof medication errorsin Community Housing programs this pastyear; missing our target for that
measure as well as for the measure of aggressive incidents.

o Theservice utilization target of 80 represents the total number of available spacesin all posAbilities Community Housing Programs. The
number of persons served in Community Housing programs s fluid and depends on referrals from CLBC that are a good match for those
available spaces. Temporary vacancies may also occur if a personservedisintransition from one Community Housing program to
anotherat the time the total vacancy snapshotis taken.

Service Access
. Outcome Target
2021 .
Objective Measure Target 2020 Outcome 20 Achieved
N . % of referred personsforwhom
:\2?:;::: r':c':zzrl\(/airgiti:i?c]ic;cli’zﬁ from services were initiated within 30 95% 92% 86% X
working days of referral.
Effectiveness
Objective Measure Target Outcome Outcome 2021 Target
] g 2020 Achieved
# and % of persons served who report 54 54
that they can do the things they want 75% v
93% 87%
to when theywantto do them.
Ability to do the things that are # and % of familieswho reportthatthe
. 13 servicesreceived at posAbilities make 8
importantto the personserved L. ) 75% No responses v
the personreceivingservices better 100%

able to dothe things they wantto do.

13 We assume the lack of financial resources is a barrier to achieve certain outcomessuch as engagement in community activities (either due to the cost of participating in the
activities, orthe cost of transportation to get to those activities). The lack of financial resources canalsobe a barrier to access e mployment and volunteer opportunities mainly
due to the cost of transportation to get to the sites. We will track this indicator to analyze its relationship with CH23 (overallsatisfaction), and also to see if the number of
persons served who re port they would like to find work opportunities is correlated to the number of persons served who re port they lack financial resources to do the things

thatare importantto them.
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# and % of personsreceiving services 63 64 v
whoreportfeeling safe at 90% o o
posAbilities. 98% 100%
# and % of familieswho reportthat
Promote overall safety . . . 18
theirfamily memberis safe at 80% No responses v
. 100%
posAbilities.
Assist personsreceiving servicesin % of total goals which were reported as
meeting or making progress toward partially achieved, achieved, orongoing 80% 76% 73% X
Person Centered Planning goals maintenance.
Input
Objective Measure Target Ouzt;cz)g'i € Outcome 2021 AI:E:: d
# and % of persons served who report 60 63
N . that people at posAbilities respect 90% 97% 98% v
Treat persons served and families with | them.
respect # and % of family members who report 19
that they are treated with respectand No responses v
. 90% 100%
courtesy by posAbilities’ staff
# and % of personsreceiving services 59 63
who re.p.o.rt that staff members at 0% 98% 97% v
, | posAbilitieslisten tothem.
Value and acknowledge each person’s —
individualit # and % of familieswho report that
y staff at posAbilities pay attention to NO responses 18 v
whatthey say regarding theirfamily 90% P 100%
member.
# and % of persons served whoreport
Enhance relationships and social that they are more connected to people 22 44 v
circles intheircommunity since they started 75% 82% 92%
working with posAbilities.

posAbilities FYE 2021 Outcomes Management Report

Page 39 of 92




Input

.. Outcome Target
Objective Measure Target 2020 Outcome 2021 Achieved
# and % of familieswhoreportthatas a
. . result of programs and services, their 8
Enhance Community-based Resilience family memberis better able to cope 75% No Responses 80% v
when things go wrong.
# and % of personsreceiving services
who reportthey are able to make €0 62
) rep yar 90% 94% 95% N
L choicesabouttheircare.
Promote self-determination and —
s . . # and % of familieswho report that
abilities to make theirown decisions . .
theirfamily member has the NO responses 13 v
opportunity to provide input regarding 90% P 93%
the programs and services they receive.
# and % of persons served whoreport
Provide education onrightsand that staff have reviewed rights and 90% 50 61 v
responsibilities responsibilities withthemin the last ? 93% 97%
year.
# and % of persons served whoreport 59 62
. . o
::;cy are happy with the services they 90% 96% 98% v
Max!mlze overall satisfaction with # and % of families who reportthat
service . . .
overall, they are satisfied with the 909 NO responses 18 v
programs and services theirfamily ° P 95%
member receives at posAbilities.

Key Findings:

e InFYE2021, we fell short of two of ourtargets in the area of key monitoring; minimizingincidents of aggression and minimizing

medication errors.

o We met4 of 5 effectiveness targets; falling slightly short of the target for progress towards person centered planning goals as well as

that for service access.

e Intheareaofinput, we metalltargetsand furthermore saw increasesin all but one measure and all but one score being above 90%.
This was especially positive given the robust survey responsefrom persons served.
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e Response fromfamilies was also much betterthan last year but still has room for improvement.
Follow-up and Proposed Action:

e Withrespectto medication errors, we plantoimplementseveral measures to both reduce errors and parse data to facilitate future
analysis.

e  We will conductanalysis of medical/treatments incidents, separatethe recording of culpable and non-culpable medical /treatment
errors, implement an alarm systemto remind staff thatitis time toadminister medication, and implement a second staff conductinga
double check after medication administration.

e Withrespectto critical incidentreportingin general, we are revamping our Incident Report Form and making corresponding changes to
our Critical Incident Reporting Procedure; followed by review and training for staff teams.

e Regardingperson centred planning goals, it should be noted routines and access to community were interrupted due to the pandemic,
which may have decreased the ability to target goals.

e We will nonetheless conductathorough review of all person served goals to include updates reflecting post pandemicand community
re-opening.

e Asnotedelsewhere withrespecttoservice access, there are anumber of factors outside of our control that may affect service initiation;
making both setting appropriate targets and meetingthem challenging. We do planto examine whetherthere is something different we
could measure forthis objective as well aslooking at how referral and start date are defined.
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4.2 Community Integration

Program Overview:

posAbilities Community Integration Programs offer a wide range of social, recreational and learning opportunities. Person served are
encouraged to pursue theirinterests and explore different program options. In addition to the variety this approach offers, the person served
has the opportunity to meetnew peopleandto expand his or hersocial circle. Our programs offeravariety of opportunitiesincluding but not

limited to:
. Rights and Responsibilities . Multicultural Celebrations
. Developing and Building Healthy Relationships . Volunteering
° Personal Safety ° Exercise Classes and Outdoor Sports
° Community Kitchen/Cooking ° Social Events and Dances
. Music/Karaoke Café . Day-Trips
° Arts and Crafts ° Camping
. Improvisation/Theatre

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records and from surveys completed by persons receiving Community

Integration services and theirfamily members. These outcome results apply to persons participatingin Community Integration services and their

families.

Key Monitoring Items

. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Minimize the number of incidents # of aggressive incidentsinvolving verbal and physical
involving verbal and physical g8l & Phy 0.8 0.4 0.04 v
. aggression to # of personserved
aggression
Minimize the number of validated
complaints thatare processed # of validated complaints that are processed through the 1 1 0 v
through the formal complaint formal complaintresolution process

resolution process
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Key Monitoring Items

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Mmmnze the numberof # of medical/treatment errors to # of persons served 0.09 0.06 0.01 v
medical/treatment errors

Key Findings:

o Thefilereview revealed we have maintained our low level of aggressiveincidents overthe pastyear; surpassing ourtargetin this area.
Thisis a result of, among many efforts, ourworkin the area of relational skills training (viathe Mandt System), the deployment of our

Registered Behaviour Technicians, and afocus on creating a rich and engaging quality of life for our persons served.

e We havealsomettargetsin the otherareas of key monitoring; minimizing complaints and minimizing medication errors.

Efficiency
.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Promote service utilization through
the.provmon (.)fWIde range of Number of persons participatingin Community Inclusion 186 )12 299 v
social, recreational and learning programs.
opportunities
10%
# of staff who held their position for more than 2 years at (Icr;:;ezsrid
Maximize staff retention the same location (reduction of turnover compared to tz 72 66 X
previous reporting period) previous
year)
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Service Access

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Ma|nta|nthele.ngt.h .oftu"ne from % of reft.erred persons forwhom services wereinitiated within 95% 75% 599% X
referral to service initiation 30 working days of referral
Effectiveness
. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
# and % of persons served who reportthat they can dothe 75 53
. 90% X
- . thingsthey wantto whenthey wantto do them. 86% 88%
Ability to dothe things that are — - -
. 1 # and % of families who report that the service received at
importantto the personserved g . . No 10
posAbilities make the personreceiving services betterableto [ 90% v
. responses 100%
do the thingsthey wantto do.
# and % of persons served who reportfeeling safe at 90% 85 60 v
posAbilities. 0 99% 98%
Promote overall safety — - - -
# and % of familieswho reportthattheirfamily memberis 85% 3 11 v
safe at posAbilities. ? 100% 100%
Assist personsreceivingservicesin | | . . .
meeting or making progress toward % of total goals which were reported as partially achieved, 95% 72% 759% X

Person Centered Planning goals

achieved, orongoing maintenance.

Key Findings:

e In FYE2021, inthe areas of efficiency, service access, and effectiveness, we met orexceeded targetsin 4 of 8 categories.

e We hada decrease instaff retention likely due to Community Integration programs being closed during the pandemicand then

operating with reduced staffing.
o Althoughwe fell short of targets on 2 of 5 effectiveness measures, it should be noted that 3 measures scored 98% orabove.

14 We assume the lack of financial resources is a barrier to achieve certain outcomessuch as engagementin community activities (either due to the cost of participating in the
activities, orthe cost of transportation to get to those activities). The lack of financial resources canalsobe a barrier to access employment and volunteer opportunities mainly
due to the cost of transportationto get to the sites. We will track this indicator to analyze its relationship with Cl21 (overall satisfaction), and also to seeif the number of persons
served whoreporttheywould like to find work opportunitiesis correlated to the number of persons served who re port theylackfinancial resources to dothe things thatare

important to them.
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e We fell shortonthe measures of persons served reporting “they can do the things they wantto whenthey wantto do them,” (88%) and
of making progress towards Person Centred Planning goals (75%).

Input
.. Outcome Outcome Target
Objective Measure Target 2020 2021 Achieved
# and % of persons served who report that people at 909 86 56 v
Treat personsserved and families | posAbilities respectthem. ? 100% 92%
with respect # and % of family memberswho reportthattheyare 90% 4 13 v
treated with respectand courtesy by posAbilities’ staff. 100% 93%
# and % of persons served who report that staff members 909 84 56 v
Value and acknowledge each at posAbilities listento them. ? 99% 92%
person’sindividuality # and % of families who report that staff at posAbilities pay 85% 6 12 v
attention to what they say regarding their family member. ? 100% 86%
(o)
Enhance relationship and social # and % of personssgrved who report_tha'Ftheyare more 20 53
, connectedto people intheircommunity sincethey started 75% v
circles . . A 93% 87%
working with posAbilities.
5 —
aharcecommuntybred | Lo e e e
Resilience ees, y P ° 100% 89%
when things go wrong.
# and % of persons served who reporttheyare able to 95% 75 53 %
Promote self-determination and make choices abouttheircare. 94% 88%
abilities to make theirown # and % of families who report that theirfamily member
. . . . 4 11
decisions has the opportunity to provide inputregarding the 75% v
. . 100% 100%
programs and services they receive.
(o)
Provide educationonrightsand | [ C L B e theminthelast | s | T° % |
responsibilities vear 8 P ° 98% 92%
# and % of persons served who reportthey are happy with 95% 84 59 v
. . . . the servicesthey get. 99% 97%
Maximize overall satisfaction with —
service # and % of familieswho reportthatoverall, they are 3 1
satisfied with the programs and services theirfamily 90% 75% 9% v
(o] (o]

memberreceives at posAbilities
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Note: Responses of “Ildon’tknow”, “N/A” and “Did Not Answer” were removed to increase statistical accuracy.

Key Findings:

In the area of input | FYE2021, we met or exceeded targetsfor 10 of 11 measures. Further, 7of 11 measures scored 90% or higherand
all measures, including the one that missed target, scored above 85%.

Although scores remain high, we did observe small decreasesin scores across 10 of 11 measures.

It should be noted that some of the scoresinthisarea are drawn from a very small pool of respondents due to the low responserate
from families of persons served and should be viewed with that context.

Follow-up and Proposed Action:

With respectto Person Centred Planning goals as well as the measures “persons served who report that they can do the things they
wantto whentheywantto do them,” and, “persons served who reportthey are able to make choicesabouttheircare,” itshould be
noted routines, program attendance, and access to community were all interrupted due to the pandemicand this may have decreased
the ability totarget goals as well as persons served perceptions of autonomy and choice.

We will nonetheless conduct areview of all person served goals to include updates reflecting post pandemicand community re-opening
inorder to address both measures.

With respectto service access, giventhatthere anumber of factors that are outside of our control that impact service initiation, itis
difficultto determine an appropriate target.

We will explore if there are alternatives to the current measure for service access as well as looking at how referral and start date are
defined.
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4.3 Building Caring Communities
Program Overview:

Building Caring Communities (BCC) works with persons served who are ready to broaden their horizons and stretch towards new experiences
and growth. BCC shares a strengths-based and relational approach thatinvites people to be active participantsin shaping what they want for
theirfuture. Personserved engage inafun, interactive and reflective process that surfaces more self-knowledge, because we believe knowing
whoyou are and what youwant isthe key to living alife thatis meaningful toyou.

Building Caring Communities - Participants of BCCwork with a Community Connectorfora period of time focusing on the following areas of
change:

e Exploring Community - finding people, places and resources to connect with.

o BuildingRelationships - spendingtime and developing relationships with people - whetherthat be someone new, someonealready
known or someone from the past.

e Learning and Growing- having opportunities to practice and build confidence with the skills needed to make and sustain connections.

e Purpose and Planning—reflecting on experiences and contribute to shaping what’s next.

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records and from surveys completed by persons receiving services from Building
Caring Communities and theirfamily members. These outcome results apply to persons served participatingin BCCservices and their families.

Key Monitoring Items

s . Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Minimize the number of validated # of validated complaints that are processed through
complaintsthatare processed through the formal complaint resolution process. 0 0 0 v
the formal complaintresolution process.
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Efficiency

. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Promote BCCservice Utilization through | Number of persons participatingin BCC*°.
Provision of awide range of social, 40 59 73 v
recreational, and learning opportunities
# of staff who held their position for more than 2 10%
years at the same location (reduction of turnover increase
Maximize staff retention compared to previous reporting period). (compared 2 4 v
to previous
year)1®
Maintain full caseloads foreach # of participants/Community Connector FTE
10/FTE N/A 11.2/FTE
Community Connector FTEY’ o/ / / v
Service Access
.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Mainta‘int'he: Igngth of time fromreferral %‘of‘referred pgrsonsforwhom serviceswereinitiated 80% 100% 97% v
to service initiation within 30 working days of referral.

o During FYE2021, we met our key monitoringtargets as well as expected targets for efficiency and service access.

15 The total number of persons receivingservices is notentirely up to the organization anditcanvary depending on external factors. We use this target asa
projection; however, itis subjectto change. This indicatoris notspecificallyintended to meet atarget, but to indicate how many persons received the service

duringthe reporting period.

16 Although the target for this measureis a 10% increase, we considerita satisfactoryresultifthere is no decrease from the previous year.

17 New for 2021

posAbilities FYE 2021 Outcomes Management Report

Page 48 of 92




Effectiveness

s . Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
# and % of personsreceiving services who report that 5 3
they can do the things they wantto when they wantto 75% 83% 100% v
Ability to dothe things that are important | do them. ’ °
to personsserved # and % of families who report that the services 1 3
received at posAbilities make the person receiving 75% o o v
. . 100% 100%
services betterable todothe thingsthey wantto do.
# and % of personsreceiving services who report feeling 5 6 3
Promote overall safety safe at posAbilities. 80% 100% 100% v
To increase the number of “community Average #/participant of new places, groups and people
) s o . N/A N/A 7 N/A
introductions that participants have explored with a Connector.
To increase the number of "communit Average #/participant of places, groups and people that
1o ¥ participants have returned to consistently, withouta N/A N/A 3 N/A
connections
Connector.
. " . Average #/participant of places, groups and people
To |n(frea§eth',e2£1umberof community where participants are recognized and valued for what N/A N/A 2 N/A
contributions
they have to offer.
Toi h f I h .
a?el :Zr’cefzsr:itl i:::;s[?r:o Si:os%e (\grto % change in the average number of people (who are
y P PP not family orexisting paid support staff) and resources N/A N/A 0.0% N/A

staff) and resourcesin Participants'
network of support. 2!

in Participants' network of support.

e Note that there continue to be adjustments made to the surveyinstrument piloted two years ago for persons served by BCC. The survey
instrument poses questions designed to capture effectiveness data usinga “pre-post” format; with the same questions posed at the start of
service and again at the end of service. Due tothe changesinthe instrument mid-way through the fiscal year, the sample of persons served
who answered both baselineand exit surveys using the old instrument was very small. We hope to have more robust data nextyear.

18 New for 2021.Target to be established for 2022.
19 New for 2021.Target to be established for 2022.
20 New for 2021.Target to be established for 2022.
21 New for 2021.Target to be established for 2022.
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Input

s . Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
# and % of persons served who reportthat people at 909 6 3 v
Treat persons served and families with posAbilities respect them. ? 100% 100%
respect # and % of family memberswho reportthatthey are 90% 1 3 N
treated with respectand courtesy by posAbilities’ staff. ? 100% 100%
# and % of personsreceiving services who report that 90% 6 2 %
, staff members at posAbilities listen to them. ? 100% 67%
Value and acknowledge each person’s — ——
o . # and % of families who report that staff at posAbilities
individuality ttention to whatth ding their famil 909 ! 3 v
pay attention to whatthey say regarding theirfamily b 100% 100%
members.
# and % of persons served who reportthattheyare 6 3
Enhance relationships and social circles more connected to people intheircommunity since 75% v
) . A 100% 100%
they started working with posAbilities.
# and % of families who report that as a result of 1 3
Enhance Community-based Resilience programs and services, theirfamily memberis better 75% v
i 100% 100%
able to cope when things go wrong.
# and % of personsreceiving services whoreport they 90% 5 3 v
— e are able to make choices abouttheir care. ? 100% 100%
Promote self-determination and abilities — - -
. . # and % of familieswho report that their family
to make theirown decisions . . . 1 3
member has the opportunity to provide inputregarding | 90% v
. . 100% 100%
the programs and services theyreceive.
# % of h h ffh
Provide education on rightsand Covtewed rights amdresgonaiaitonith heminge | s | 6 3 v
responsibilities | 2 & P 0 100% 100%
astyear?®?.
# and % of persons served who reportthey are happy 95% 6 3 v
with the servicesthey get. 0 100% 100%
Maximize overall satisfaction with service | # and % of families who report that overall, they are 1 3
satisfied with the programs and services their family 95% 100% 1009 v
(o) 0

memberreceives at posAbilities.

22 Note this question was new for BCC startingin FYE2020.
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Key Findings:
e Datafor BCC showswe metall targetsin FYE2021 exceptforthe surveyitem, “personsreceiving services who report that staff
members at posAbilities listen to them,” (67%), which was well short of the target of 90%. Otherwise, many of the other measures
scored 100%.
e Itshouldbe noted response ratesamongst BCCfamilies and persons served have historically been very low; and FYE2021 was no
exception. Resultsshould thus be viewed with caution asasingle response in either direction may skew results dramatically when
there are only a handful of responses.

Follow-up and Proposed Action:
e Althoughresponse rates have been low historically, the pandemicand the inability to provide supports in community may have
negativelyimpacted response rates even more.
e We planto work with our Communications Team to examinestrategies toincrease response rates.
e Infutureyears, we will also have more datafrom the custom BCC surveyinstrumentand will be able to develop targets and make
yearupon year comparisons.
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4.4 Explore

Program Overview:

Working with a Journey Facilitator, Explore person served are motivated to understand theiridentity, build autonomy, and co-design their

journeys. This processincludes:

o DeepDive Discovery (6-8 weeks) —persons served engage in reflective activities and storytelling

e Action Plan -personsserved are involved in shapingtheirjourney with determining goals and have avision of their future selves

e Service/Platform Collaboration— connecting persons served to supports that match theirgoals. A community of professionals develop

around the persons servedto provide very individualized supports.
e Services/platforms offeredin Explore: Building Caring Communities, Employment Services, Laurel Behaviour Support Services, Kudoz.
e Continued Check-Ins—persons servedreceive the supportthey need when they experience meaningful life changes, roadblocks or

reimagining of goals.

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records and from surveys completed by persons receiving Explore services and
theirfamily members. These outcomeresults apply to persons participatingin Explore services and their families.

Key Monitoring Items

. Outcome | Outcome Target
Objective Measure Target 20202 2021 Achieved
Minimize the number of validated # of validated complaints that are processed through
complaintsthatare processed through the formal complaintresolution process. 0 0 0 v

the formal complaintresolution process.

23 FYE2020 was the firstyear that Explore was evaluated as a separateanddistinctservicestreamand so the firstyear data was availableas a comparator. In
FYE2019, Exploreand Building Caring Communities (BCC) were evaluated together.
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Promote Explore service utilization Number of persons participatingin Explore?*
through provision of awide range of

OUgh provis ne 40 46 68 N
social, recreational, and learning
opportunities

# of staff who held their position formore than 2 10%
years at the same location (reduction of turnover increase
Maximize staff retention compared to previous reporting period) (corr:sared ) 4 v
previous
year)?®

Maintain the length of time fromreferral | % of referred personsforwhom services wereinitiated
to service initiation within 30 working days of referral.

80% 60% 91% v

Abilitytodothe things that are important | # and % of personsreceiving services who report that 75% 11 6 N
to personsserved they can do the things they wantto when they want to 0 92% 100%

24 The total number of persons receiving services is notentirely up to the organization anditcanvary depending on external factors. We use this target as a
projection; however, itis subjectto change. This indicatoris notspecificallyintended to meet atarget, but to indicate how many persons received the service

duringthe reporting period.
25 Although the target for this measureisa 10% increase, we consider ita satisfactoryresultifthere is no decrease from the previous year.
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Effectiveness

s . Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
do them.
# and % of families who report that the services No 3
received at posAbilities make the person receiving 75% resbonses 100% v
services betterable todothe thingsthey wantto do P °
# and % of personsreceiving services who report feeling 0 13 6
Promote overall safety safe at posAbilities. 80% 100% 86% v
Input
. Outcome Outcome Target
Objective Measure Target 2020 2021 Achieved
# and % of persons served whoreportthat people at 90% 14 8 N
- . posAbilities respectthem. ? 100% 100%
Treat persons served and families with -
respect # and % of family members who report that they are No 3
P treated with respectand courtesy by posAbilities’ 90% 100% v
ctaff responses
# and % of personsreceiving services who report that 90% 14 7 X
, staff members at posAbilities listen to them. ? 100% 88%
Value and acknowledge each person’s —
individualit # and % of families who report that staff at No 3
¥ posAbilities pay attention to what they say regarding 90% v
. . responses 100%
theirfamily members.
# and % of persons served who reportthattheyare 13 6
Enhance relationships and social circles | more connected to people intheircommunity since 75% 100% 86% v
they started working with posAbilities. ?
# and % of families who report that as a result of No 3
Enhance Community-based Resilience programs and services, theirfamily memberis better 75% v
. responses 100%
able to cope when things gowrong.
o . # and % of personsreceiving services whoreport they 5 13 6
Promote self—determm.a.tlonandab|l|t|es are able to make choices about theircare. 90% 100% 86% X
to make theirown decisions — - -
# and % of families who report that theirfamily 90% No 3 v
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Input

. Outcome Outcome Target
Objective Measure Target 2020 2021 Achieved
member has the opportunity to provide input responses 100%
regarding the programs and services they receive.
0,
Provide education on rights and Feviewed gt andrespondiltes witheheminthe. | s | 12 6 X
responsibilities 26 & P ° 100% 86%
lastyear?®.
# and % of personsserved whoreportthey are happy 95% 12 6 v
- . . . withthe services they get. ? 92% 100%
Maximize overall satisfaction with —
service # and % of familieswho reportthatoverall, they are N 3
satisfied with the programs and services their family 95% ° v
. . responses 100%
memberreceives at posAbilities.

Key Findings:

e InFYE2021, Explore metall targetsinthe areas of key monitoring, efficiency, service access, and effectiveness.

e Scoreswere highinthe area of inputas well, with many items scoring 100%.
e Therewere 3itemsfallingshortof targetsinthe area of input but all of these items missed theirtargets by less than 5%.

Follow-up and Proposed Action:

e AswithBCC, response rates for Explore families and persons served were relatively lowin FYE2021 and all scores must be view from
this context. With verylow response rates, asingle negative response may resultin amissed target.

o The pandemicandthe inability to provide supports in community may have been afactor.
e We planto work with our Communications Team to examinestrategies toincrease response rates.

26 Note this questionis new for Explore startingin FYE2020.
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4.5 Employment Services

Program Overview:

posAbilities Employment Services assists individuals with developmental disabilities to prepare for, secure, and maintain competitive

employment. We offerjob seekers:
e supportto prepare arésumé and coverletter
e secure paid employment
e on-sitejobtraining
e theabilitytoidentifyandlearn workplace skills
e participationinourlJob Club once employed
connectionto otherservicesasneeded

Survey 2020-21: Community Employers

RESPONDENTS 7 of 79 (9% response rate)
SURVEY METHOD EmployerSurveys are distributed by email.
OBIJECTIVE To increase positiveresponsesin each domain eachyear.

RESPONSE DISTRIBUTION

Sector of Business Community Represented Retail: )

Health: 0
Other/unknown: 5

Excellent Very Good Good Adequate Needs
Improvement
Community Employers

Matching the employee’s skills to the requirements of the job. 42.9% 0.0% 42.9% 12.5% 14.3%
Satlsfactlon.W|th pOSAbI.|ItIeS Employment Servicein 42.9% 42.9% 0.0% 0.0% 14.3%
understanding your business needs.
Job coaching of the employment specialist to ensure duties were 42.9% 42.9% 0.0% 0.0% 14.3%
performedto standard.
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Excellent Very Good Good Adequate Needs
Improvement
Community Employers
Your.s§t|sfact|on with providing worksite adjustment 57.1% 28.6% 0.0% 0.0% 14.3%
modifications.
Your satisfaction with providing follow up service if required. 57.1% 28.6% 0.0% 0.0% 14.3%
Providinginformation aboutourjob seekers and service. 42.9% 42.9% 0.0% 0.0% 14.3%
Respondmgtoyourques.tlons, concerns,orneedsinatimely, 71.4% 14.3% 0.0% 0.0% 14.3%
helpful, and understanding manner.
i::szzrts/serwces were provided at atime that was convenient 571% 28, 6% 0.0% 14.3% 0.0%
Beingrespectful an(?followmgthe work environment 57.1% 28, 6% 0.0% 14.3% 0.0%
standards/expectations.
Have we met the following requirements? (% of employers who answered “yes”)

Respectful 100.0%

Professional 83.3%

Helpful 83.3%

Trustworthy 83.3%

Would recommend PES to another employer? 83.3%

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records as well as from surveys completed by persons receiving Employment
services and theirfamily members. These outcome results apply to persons receiving Employment Services and their families. The file review

showed thatall targets set for Employments Services’ keymonitoringitems have been met.
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Key Monitoring Items

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Mmlml?e the numberof validated # of validated complaints that are processed through
complaints thatare processed through . . 1 0 0 v
. . the formal complaint resolution process
the formal complaint resolution process
Efficiency
. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Provide assistance to prepare for,
secure, and maintain competitive Number of persons receivingemployment services. 90 405 334 v
employment
Maintain length of time between start Average length of time between start of job search 35 3.1
. o o 8 months v
of job search and firstjob placement and firstjob placement months months
10%
# of staff who held their position for more than 2 (Icgir:ezsrgd
Maximize staff retention years at the same location (reduction of turnover tz 3 3 X
compared to previous reporting period) previous
year)?’
Service Access
. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Mainta‘int'he: Igngth of time fromreferral %‘of‘referred pgrsonsforwhom services wereinitiated 80% 99% 100% v
to service initiation within 30 working days of referral

27 Although the target for this measureis a 10% increase, we considerita satisfactoryresultifthereis no decrease from the previous year.
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Effectiveness

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Increase the numberof personsserved | # of job placementssecured 90 72 50 X
who are employed # of job placements sustained for 6 months or more 45 47 31 ) ¢
# and % of persons served who reportthatthey like 80% 46 14 v
Increase engagement, knowledge, and where they work. O 100% 88%
. g‘ & ’ Ee, # and % of personsserved whoreported thatthey get 45 15
connectionsinthe workplace asa result .. . 80% v
. . trainingat theirjob. 96% 94%
of servicesreceived
# and % of persons served who reportthatthey have 80% 36 13 v
friends where they work. 0 80% 81%
Input
. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
# and % of persons served who reportthat people at 90% 46 16 v
Treat persons served and families with posAbilities respectthem. ? 98% 100%
respect # and % of families who report that staff members treat 90% 22 23 \/
them with respectand courtesy. ? 100% 96%
# and % of personsreceiving services who report that 90% 47 16 v
, staff members at posAbilities listen to them. ? 98% 100%
Value and acknowledge each person’s — —
o . # and % of families who report that staff at posAbilities
individuality . . . . 20 19
pay attention towhat they say regarding theirfamily 90% )¢
87% 79%
member.
(o)
Provide education on rightsand Feviewed rignts mresponsibitioiththeminge | s | 2| 18 | o
responsibilities g P ? 94% 100%
lastyear.
# and % of persons served who reportthey are happy 90% 45 15 v
with the servicesthey get. 92% 94%
Maximize overall satisfaction with service | # and % of families who reportthatoverall, they are
- . . . . 20 20
satisfied with the programs and services theirfamily 90% 95% 87% X
(o] 0

memberreceives at posAbilities.
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Note: Responses of “I don’t know”, “N/A” and “Did Not Answer” were removed to increase statistical accuracy.

Key Findings:

e Although responsestothe employersurvey were very positive, with all scores above 80%, the response rate was low.

o We far exceeded efficiency targets for number of persons receiving services as well as length of time between start of job search and
first placement. We will look to re-evaluatetargetsinthese areasinthe comingyear.

e We continuedto perform well on effectiveness measures although we did fall short of targets for total job placements secured as well as
placements retained for6months or more. Thiswas mostlikely due to pandemicrelated shut-downs of businesses and other
restrictions.

e We mettargetson all but two measures of input, fallingshorton the items, “families who report that staff at posAbilities pay attention
to what they say regarding theirfamily member,” (79%), and, “families who report that overall, they are satisfied with the programs and
servicestheirfamily memberreceives at posAbilities,” (87%), the latter being very close to the target of 90%.

Follow-up and Proposed Action:

e Withrespectto theinput measures falling short of targets, some families may notalways understand that the Employment Service
methodologyis based on best practices and thus cannotalways be adjusted freely inresponse to family requests.

e We will be addinganew section to the Employment Services booklet explaining our person centred practices and how responsive we
can be to specificfamily requests.

e We maylookto adjusting targets for number of placements secured and number of placements retained for 6months or more
dependingonthe progress of the provincial re-start plan.
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4.6 Laurel Behaviour Support Services

Program Overview:

Laurel BehaviourSupport Services (LBSS) aims atempowering individuals with Autism Spectrum Disorder, other developmental disabilities or
behaviour challenges, through consultation, training and family support. We create individualized support programs aimed at decreasing
challenging behaviourand teaching new skills across the following focus areas:

e Communication

e Cognition oracademicskills
e Playand social skills

e Self-Management

e Physical development of fine and gross motor skills

e Self-Care and adaptive living skills

Outcomes Data and Results: The following outcome results were obtained from posAbilities’ records.

Key Monitoring Items

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved

Number of children (over6years old) served through
MCFD funded services. 400 443 444 v

Provision of behavior supportservices Ngmberofchlldren (0-19yearsold) served through 50 94 73 v
private contracts.
Number of adults (over 19 years old) served. N/A 312 351 N/A

Referfa@hes tothe Director of # of families referred to the Director of Community

Community Engagementforresource N/A 15 15 N/A

L Engagement.

coordination as needed

Minimize the number of validated . .

complaints that are processed through # of validated complaints that are processed through 0 0 0 v

the formal complaintresolution process

the formal complaint resolution process.
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Efficiency

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Provision of direct service % of total hours used towards direct service. 70% 72% 69% X
# of staff who held their position formore than 2 years
o . . . 10%
Maximize staff retention at the same location (reduction of turnover compared increase 21 22 X
to previousyear).?®
Service Access
.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
Maintain the length of time between % of referred persons forwhom services wereinitiated 0 0 0
referral and service initiation within 30 working days of referral. 95% 93% 96% v
Effectiveness
.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
— - - o - -
Maximize meeting or making progress % qftotal goals whlch were reported asin progress, on 80% 50% 66% X
towards goals maintenance, orachieved/mastered.
Ensure behaviour plans address priorities | % of stakeholders thatreport that behaviorplans o o
10
identified by the family/team address priorities identified by the family/team. 80% 90% % v
% of stakeholdersthatreportthat they saw an overall
Maximize behavior plan outcomes improvementin the person served’s behavior 80% 59% 60% X

(reduction of challenging behaviorand increasein
adaptive skills) as aresult of the service

28 Although the target for this measureis a 10% increase, we considerita satisfactoryresultifthere is no decrease from the previous year.
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Input

. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
— % of stakeholdersthatreportthe consultant’s o
10 0,
Communication communication skills meet the needs of the team. 80% % 9% v
- - % of stakeholders that report consultants assigned to o o o
Reliability and accountability workwiththemis reliableand accountable. 80% 86% 92% v
% of stakeholders thatreportthatthe consultant
Implementation Support provides sufficient trainingand hands-on 80% 87% 89% v
demonstrations to successfullyimplement programs.
% of stakeholdersthatreportthatthe consultant
Ethical and respect behavior demonstrated confidentiality, showed empathy and 80% 91% 92% v

respect, and was flexiblein herinteractions.

Key Findings:

e Alltargetsforkey monitoringwere metin FYE2021.
e On measures of effectiveness, we did fallshorton 2 of 3 targets although there was a slightincrease on all three measuresfromthe

previousyear.

e laurel BehaviourSupportServices uses acustomsurvey fortheirinput objectives and scores were well above targetinall areas.
e Scoresfor each measure additionally showed anincrease from the previous year.

Follow-up and Proposed Action:

e Withrespectto maximizing ormaking progress towards goals, we intend to revise the way goals are being captured on our ShareVision
database to reflect stage of service. The rationaleisthatstakeholdersinthe intake, assessment, ortraining stages may often respond
that goalsare not met. Itisalsodifficulttoreporton progressor ascertainif progressisbeing made if they are in those stages of

services.
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e Withrespectto stakeholders reportingthey saw an overall improvementin the person served’s behaviour, itisimportantto note our
service isa ‘mediator’ model. Assuch, it depends on parents orsignificant others to effect change by implementing behaviorsupport
plans. If families orteams have barriers thatare beyond the scope of our services, such as, capacity, mental health issues, marital issues,
financial strain, lack of time, etc., itimpacts behaviour outcomes. The pandemicand the pivottoremote delivery may also have
impacted outcomes.

e We intendtoaddressthis measure by conducting an analysis of the barrier data on our ShareVision database to develop targeted
strategies foreach family.

posAbilities FYE 2021 Outcomes Management Report Page 64 of 92



4.7 Laurel Behaviour Support Services - Training

Program Overview

LBSS Training offers learning opportunities for parents and other professionals involved in supporting individuals diagnosed with Autism

Spectrum Disorders and other developmental disabilities. Our workshops can be modified both as a full- or half-day to groups of various sizes.
We can alsodevelop anindividualized training workshop to meet the needs of the group.

Outcomes Data and Results:

The following outcome results were obtained from posAbilities’ records.

Key Monitoring Items

.. Outcome | Outcome Target
Objective Measure Target 2020 2021 Achieved
— - ®
Number of group trainings (Triple P®) offered to ) 0 ) v
parents
B N Numbe'roftramlngs(CapautyBwldmg)offeredto 10 5 17 v
Provision of Training?® professionals
Number of group trainings (PEERS) offered to adults 2 4 4 v
— - 5
Number of group trainings (Connect with PEERS®) ) 5 3 v

offered to children

Key Findings:

o Alltargetsfortrainingwere metor exceededin FYE2021. A very positive outcome despite some of the challengesimposed by pandemic

related restrictions.

29 Although we set targets for training, meeting these targets is not entirely up to the organization as there are occasions when trainingsessions are offered
but then cancelled dueto lack ofinterest. We will continueto offer as many external training programs as possible.
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5. POSABILITIES EMPLOYEES: OUTCOMES DATA AND RESULTS

Survey Results: posAbilities’ Employees

Satisfaction Survey December 2020 Employee Climate:
RESPONDENTS 291 of 529 surveys distributed for a response rate of 55%; a slight decrease of 5% from 2019.

SURVEY METHOD

OBIJECTIVE To increase satisfactionin each category each year

Employee Climate Survey distributed and analyzed by uSPEQ Research and Reporting

RESPONSE DISTRIBUTION

Regular Direct Support Staff: | 48.2% Team Leader/Coordinator/Clinical Supervisor/Assistant Clinical Manager: | 9.0%
Casual Direct Support Staff: | 15.5% Manager/Director: 4.0%
SeniorSupport Worker: 10.1% Admin/HR/Accounting Staff: 5.6%
Behaviour Consultant: 7.6%
The top five employee climate survey items with positive responses were:
December 2019
Survey Item December 2020 Response Response Difference
(agree + strongly agree) (agree + strongly
agree)
G.4 Understand job responsibilities 99.7% 97.4% +2.3%
A.1 Aware of organization’s mission 98.3% 97.5% +0.8%
A.2 Supportorganization’s overall direction 97.3% 97.7% -0.4%
A.3 Organization values diversity 96.6% 98.0% -1.4%
D.3 Work well with co-workers 96.5% 95.5% +1.0%
G.7 Clearaboutrole/responsibilities 96.5% 94.3% +2.2%
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The five surveyitems with the lowest positive response rating were:

December 2019
Survevlitem December 2020 Response Response Difference
(agree + strongly agree) (agree + strongly
agree)
H.2 Satisfied with benefit package 66.9% 64.3% +2.6%
H.1 Paid fairly forwork 71.8% 67.2% +4.6%
B.3 Askedforinputon job decisions 76.7% 79.9% -3.2%
H.5 Staff promoted on merits 77.8% 76.5% +1.3%
H.6 Recognition of high performing staff 78.4% 78.6% -0.2%
Employee Climate Survey Results by Category:
A. Organizational Climate
Strongly . Strongly
Disagree Disagree Agree Agree
A. ORGANIZATIONAL CULTURE and OUTLOOK
A.1. | am aware of posAbilities’ mission. 1.0% 0.7% 36.8% 61.5%
A.2. | supportthe overall direction of posAbilities. 0.7% 2.1% 40.5% 56.7%
A.3. posAbilities demonstrates thatit values diversity. 1.0% 2.4% 35.4% 61.2%
A.4. posAbilities has a strong focus on customerservice and satisfaction. 1.0% 3.8% 44.9% 50.2%
A.5. Would recommend posAbilities to friends/family 1.0% 5.9% 39.8% 53.3%
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A. Organizational Culture and Outlook
(agree + strongly agree)

A.1.lamaware of posAbilities’mission.

A.2. | supportthe overall direction of posAbilities.

A.3. posAbilities demonstrates that it values diversity.

A.4. posAbilities has a strong focus on customer service and satisfaction.

A.5. I would recommend posAbilities’ servicesto my friends or family.

90.0% 91.0% 92.0% 93.0% 94.0% 95.0% 96.0% 97.0% 98.0%  99.0%

m2020 m2019 m2018
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B. Communication

B.1. I am keptwell informed about plans and progress at posAbilities. 1.0% 10.0% 56.4% 32.5%
B.Z.'I am keptup to date about news andissues at posAbilities that affect 1.0% 9.3% 51.29% 38.4%
my job.

B.3.1am asked for myinputand/orideas whenimportantdecisions are 4.9% 18.5% 44.9% 31.7%
made that affect my work.

B.4. posAbilities has aclear means for sharingimportantinformation. 2.4% 6.6% 57.4% 33.6%
B.5. Staff concerns are resolved respectfully at posAbilities. 2.8% 10.8% 50.5% 35.9%

B. COMMUNICATION
(agree + strongly agree)
0.0% 10.0% 20.0% 30.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%

0,
B.1.1am kept well informed about plans and progress at posAbilities. _887875(;)0/".{J
. (]

B.2.1am kept up to date about news and issues at posAbilities that affect my
job.

B.3.1 am asked for my input and/or ideas when important decisions are made
that affect my work.

B.4. posAbilities has a clear means for disseminating important information.

B.5. Concerns between individuals are resolved in a respectful manner.

2020 m2019 m2018
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C. Leadership

F.l. | believethe leadership (team managers anddirectors) are well 4.2% 13.9% 52 8% 29.9%
informed about staff concernsandissues.
C.2. I believe thatposA.bllltles is being managed effectively by leadership 2 4% 77% 55.1% 30.8%
(team managers and directors).
C.3.1 belleveths:atthe CEQis provu.j|.n_g effective leadership (team 1.4% 4.9% 49.8% 44.6%
managers and directors) to posAbilities.
(?.4. Staff concerns are taken seriously by posAbilities’ leadership and 3.1% 13.9% 50.5% 32.4%
timely follow-up occurs.
C. LEADERSHIP
(agree + strongly agree)
70.0% 75.0% 80.0% 85.0% 90.0% 100.0%

C.1.1 believe the leadership (team managers and directors) are well informed

about staff concerns and issues.

C.2.1 believe that posAbilities is being managed effectively by leadership

(team managers and directors).

C.3.1 believe that the CEO is providing effective leadership (team managers

and directors) to posAbilities.

C.4. Staff concerns are taken seriously by posAbilities’ leadership and timely

follow-up occurs.
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D. Workgroup

D.1. | believethatthere isgood communicationin my pod/team. 1.4% 8.0% 50.3% 40.3%
D.2. | am comfortable sharing my work-related opinions with coworkers 2.4% 8.3% 41.5% 47.8%
D.3. My coworkersand | work well together. 0.7% 2.8% 39.4% 57.1%
D.4.1am encouraged towork as a part of a team. 1.0% 5.6% 41.3% 52.1%
D.5. 1 am treated as a team member regardless of my position. 1.4% 4.2% 43.4% 51.0%
D.6. My pod/team takestime to plan ahead. 1.7% 7.3% 52.1% 38.8%
D.7. | feellam treated as an equal member of my pod/team. 1.7% 7.3% 43.1% 47.9%
D. TEAMWORK
(agree + strongly agree)
80.0% 82.0% 84.0% 86.0% 90.0% 92.0% 94.0% 96.0% 98.0%

D.1. | believe that there is good communication in my pod/team.

D.2. 1 am comfortable sharing my work-related opinions with coworkers

D.3. My coworkers and | work well together.

D.4. 1 am encouraged to work as a part of a team with regard to my pod/team.
D.5. 1 am treated as a team member regardless of my position.

D.6. My pod/team takes time to plan ahead.

D.7. | feel | am treated as an equal member of my pod/team.

m2020 m2019 m2018

posAbilities FYE 2021 Outcomes Management Report

Page 71 of 92



E. Manager Support

Strongly . Strongly

e Disagree Agree e
E. MANAGER SUPPORT
E.1. My team leaderrespects me. 1.9% 3.8% 40.2% 54.0%
E.2. My team leaderis fair. 1.9% 4.6% 40.8% 52.7%
E.3. My teamleadershows asincere interestin me asa person, notjust 3.1% 6.9% 42.3% 47.7%
as an employee.
E.4. | believe myteam leaderencouragesand supports my professional 2 7% 73% 41.5% 48.5%
development.
E.5. | feel comfortable discussingmy job related concerns and issues with 43% 8.2% 40.5% 47.1%
my team leader
E.6. | recelve praise and recognition from myteam leaderwhenldoa 2 7% 8.9% 42.9% 45.6%
good job.
E.7. My team leadergives me feedback that helps me improve my 3.1% 10.4% 40.4% 46.2%
performance.
\Ii;i.rkMy teamleaderencourages me to suggest better ways of doing 3.9% 9.2% 41.4% 45.6%
E.9. | feel supportedin my work. 4.6% 6.1% 42.0% 47.3%
E.10. Overall, lamsatisfied with my team leader. 5.0% 1.9% 41.5% 51.5%
E.11. | am encouraged and rewarded for creative and innovative ideas 3.4% 10.7% 43.7% 42.1%
E.12. _My team leaderrecognizes t.hat ma!<|ng honest mistakes and 1.9% 739% 46.4% 44.49%
learning from them are part of doingbusiness.
E.13: My team leadergenuinely seeks and respondsto my suggestions 3.9% 7.6% 43.9% 44.7%
and ideas
E.14. My performance evaluation provides me with clear guidelines for 3.1% 9.2% 44.6% 43.1%
progressand growth
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E. MANAGER SUPPORT
(agree + strongly agree)

70.0% 75.0% 80.0% 85.0% 90.0% 95.0% 100.0%
E.1. My team leader treats me with respect

E.2. My team leader treats me fairly.

E.3. My team leader shows a sincere interest in me as a person, notjust as
an employee.

E.4. I believe my team leader encourages and supports my professional
development.

E.5. I feel comfortable discussing my job related concerns and issues with
my team leader

E.6. I receive praise and recognition from my team leader when | do a good
job.
E.7. My team leader gives me feedback that helps me improve my
performance.

E.8. My team leader encourages me to suggest better ways of doing work.
E.9. Ifeel supported in my work.
E.10. Overall, | am satisfied with my team leader.

E.11. | am encouraged and rewarded for creative and innovative ideas

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

E.13. My team leader genuinely seeks and responds to my suggestions and
ideas

E.14. My performance evaluation provides me with clear guidelines for
progress and growth

|
N
o
=
(\e]
|
N
o
=
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m 2020
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F. Staff Support/Environment

F.1. 1 believemyworkplace is safe. 1.0% 7.6% 43.4% 47.9%
F.2. posAbilitiesis a physically comfortable place to work. 1.0% 4.2% 50.5% 44.3%
F3 Health and safety processes are regularly reviewed and discussed 0.7% 5.29% 41.3% 52.8%
with staff.
F. WORK ENVIRONMENT
(agree + strongly agree)
88.0% 89.0% 91.0% 93.0% 94.0% 95.0% 96.0% 97.0% 98.0%

F.1.1 believe my workplace is safe.

F.2. posAbilities is a physically comfortable place to work.

F.3.Health and safety processes are regularly reviewed and discussed with
staff.

m2020 =2019 =m2018
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G. Staff Development

;::zzfz Disagree Agree SX;E:V

G. STAFF DEVELOPMENT

G.1. 1 have the informationand resources | needtodo my job properly. 1.0% 3.5% 55.4% 40.1%
G.2. 1 am giventhe trainingand support|needtodo my job well. 0.7% 6.6% 50.5% 42.2%
G.3. I receive thetoolsand equipment|needtodo myjob well. 1.4% 7.7% 49.0% 42.0%
G.4. | understand my job responsibilities. 0.3% 0.0% 44.6% 55.1%
G.5. | have opportunities for professional growth and development. 2.5% 8.1% 48.4% 41.1%
G.6. posAbilities financially supports professional development. 1.4% 13.4% 52.5% 32.7%
G.7.1am co.rT.1pIetercIearregardlng my role and responsibilities in my 0.4% 3.99% 43.5% 53.0%
current position.
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G. STAFF DEVELOPMENT
(agree +strongly agree)

0.0%

G.1.1 have the information and resources | need to do my job properly.

G.2.1am given the training and support | need to do my job well.

G.3.l receive the tools and equipment | need to do my job well.

G.4.1 understand my job responsibilities.

G.5.1 have opportunities for professional growth and development.

G.6. posAbilities financially supports professional development.

G.7.1 am completely clear regarding my role and responsibilities in my current
position.

20.0%

m 2020 m2019 m2018

H. Compensationand Recognition

40.0%

60.0%

80.0%

100.0% 120.0%

H.1 1 am paid fairly forthe work | do at posAbilities.

5.9%

22.3%

50.5%

21.3%

H.2. | am satisfied with my benefit package offered by posAbilities.

9.3%

23.8%

49.1%

17.8%
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H.3. | believe everyone has an opportunity to receive recognition. 2.1% 10.5% 55.1% 32.4%
H.4. | believe my job at posAbilitiesis secure. 1.4% 13.7% 54.9% 29.9%
rI-Tl{z.riltbelleve staff members at posAbilities are promoted on the basis of 3.9% 18.3% 54.5% 23.3%
H.6. | believe thereis recognition of high performing staff members. 4.6% 17.0% 52.8% 25.5%
H. COMPENSATION AND RECOGNITION
(agree + strongly agree)
0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 70.0% 90.0% 100.0%

H.11am paid fairly for the work | do at posAbilities.

H.2.1 am satisfied with my benefit package offered by posAbilities.

H.3. 1 believe everyone has an opportunity to receive recognition.

H.4.1 believe my job at posAbilities is secure.

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

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

w2020 m2019 m2018
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I. OverallJob Satisfaction

;::zgfz Disagree Agree ng'lg‘:y

I. OVERALL JOB SATISFACTION

I.1. Overall, lam treated with dignity and respect at posAbilities. 0.7% 4.5% 51.2% 43.6%
L.OZ.VVTs:(Ilngeverythmgmto account, | believe posAbilitiesis a great place 1.1% 4.2% 50.5% 44.2%
I.3.  would referafriend towork here. 1.8% 7.0% 49.3% 41.9%
Ir;:.WT?I:TIeSare opportunities available at posAbilities for me to develop 5 4% 10.1% 50.7% 36.7%
I.5. People care aboutanother’s well-being at posAbilities. 1.1% 8.8% 54.9% 35.2%
I.6. 1 am likely to still be working at posAbilitiesin two years. 2.5% 8.1% 44.2% 45.2%
I.7. | geta sense of accomplishment from work. 1.8% 5.3% 47.7% 45.3%
1.8. | feltfree toanswerquestionsin this questionnaire. 1.7% 4.2% 44.8% 49.3%
1.9. Overall, | am satisfied with my job. 1.4% 3.8% 49.0% 45.8%

posAbilities FYE 2021 Outcomes Management Report Page 78 of 92



|. OVERALLJOB SATISFACTION
(agree + strongly agree)

78.0% 80.0% 82.0% 84.0% 86.0% 88.0% 90.0% 92.0% 94.0% 96.0%
I.1. Overall, | am treated with dignity and respect at posAbilities.

I.2. Taking everything into account, | believe posAbilities is a great place to
work.

I.3. I would refer a friend to work here.

I.4. There are opportunities available at posAbilities for me to develop new
skills.

|.5.People care aboutanother’s well-beingat posAbilities.
I.6. 1 am likely to still be working at posAbilities in two years.
I.7. | get a sense of accomplishment from work.

1.8. | felt free to answer questions in this questionnaire.

1.9. Overall, | am satisfied with my job.

w2020 m2019 m2018
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Strongly

Strongly

CUSTOM ITEMS 2020 - GENERAL . Disagree Agree
Disagree Agree

1. My senior sup'port workerorassistant supervisorshowsasincere interestin me 3.79% 8.9% 40.7% 47.3%
as a person, notjust as ateam member.
2. Ifeelcomfortablt?dlscussmgjo.b related concernsandissues with my senior 4.1% 9.1% 37.9% 49.0%
support worker/assistant supervisor.
3. I feel supportedin my work by my seniorsupport worker. 5.4% 6.2% 42.1% 46.3%
4. My seniorsupport workerorassistant supervisortreats me with respect. 4.0% 3.2% 38.6% 54.2%
5. My seniorsupport worker orassistant supervisortreats me fairly. 3.3% 5.3% 39.6% 51.8%
6. My sgnlor support worker/assistant supervisor encourages/supports my 3.3% 3.3% 43.0% 45.5%
professionaldevelopment.
7.1 recglve praise and recogn.mon from my seniorsupport worker/assistant 3.7% 8.2% 43.2% 44.9%
supervisorwhenldoa good job.
?. My seniorsupportworker/assistant supervisorgives me feedback that helps me 5.0% 8.3% 40.7% 46.1%
improve my performance.
9. My semorsuppprtworkerora55|stantsuperwsorencourages me to suggest 5.4% 9.5% 40.7% 44.4%
better ways of doing work.
10. Overall, lam satisfied with my seniorsupport worker or assistant supervisor. 5.8% 4.5% 41.2% 48.6%
11.. My se_nlorsupportcworke.r/a55|stantsuperwsorrecognlzesthat making 4.5% 7.9% 44.6% 43.0%
mistakes is part of doing business.
12. My seniorsupportworkeror assistant supervisor genuinely seeks and responds

. . 4.6% 8.3% 40.7% 46.5%
to my suggestionsandideas.
13. | find the weekly staff e-news informative. 2.8% 14.8% 61.1% 21.2%
14. I regularly read the posAbilities blogin the weekly e-news oronthe website. 8.4% 33.7% 42.8% 15.1%
15. I regularly read posAbilities’ quarterly newsletter “Imagine!” 7.0% 27.4% 47.0% 18.6%
16. | regularly visit posAbilities.cafor news and resources. 9.8% 36.7% 40.9% 12.6%
17. I regularly visit posAbilities’ social mediasites. 14.7% 45.8% 27.6% 11.9%
18. I know | can refer persons served/families to posAbilities’ Community 4.5% 17.4% 56.1% 22.0%
Engagement Department.
19. I regularly read the People of posAbilities (POP) newsletter. 7.7% 30.2% 45.6% 16.5%
20. Ih.ave had.the opportunity to participate in atleastone team building 3.8% 32.0% 39.4% 19.7%
experience thisyear.
21. | know where to find posAbilities’ Quality Improvement Plans. 5.6% 19.0% 51.8% 23.6%
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CUSTOM ITEMS 2020 - GENERAL Strongly | pyicagree Agree Strongly
Disagree Agree

22. | am familiar with posAbilities’ Quality Improvement Plans. 6.0% 22.3% 50.2% 21.6%

23. The Person Centered Trainingis beneficial to the work | do. 3.6% 7.8% 55.5% 33.1%

24. The Positive Behaviour Support Training has been beneficial to the work | do. 2.2% 9.0% 54.5% 34.4%

25. | am familiar with the Wellness Initiative “Lifeworks”. 2.5% 5.3% 46.3% 45.9%

26. | am familiar with the Wellness Initiative “Not Myself Today”. 1.8% 3.2% 48.6% 46.5%

27. | am familiar with the Wellness Initiative “iGrow”. 1.8% 10.6% 47.2% 40.4%

CUSTOM ITEMS 2020 - BENEFITS Very Not Satisfied Very

Dissatisfied Satisfied Satisfied

1. Please rate yoursatisfaction with posAbilities’ dental care plan. 20.6% 53.7% 17.3% 8.5%

2. Please rate your satisfaction with posAbilities’ vision care plan. 11.9% 57.6% 20.4% 10.0%

3. Please rate yoursatisfaction with posAbilities’ paramedical practitioner 10.0% 50.9% 21.2% 17.8%

coverage.

4. Please rate your satisfaction with posAbilities’ drug plan coverage. 15.1% 47.6% 25.1% 12.2%

CUSTOM ITEMS 2020 — COVID-19 RESPONSE NO YES

1. | feel adequate workplace safety protocols have been putin place to minimize 12.2% 87.8%

risk of transmission.

2. I believe my job would be negatively impacted if | tested positive for COVID-19. 36.5% 63.5%

3. I feel safe traveling for work if needing to use publictransportation. 59.1% 40.9%

4. | have adequate access to childcare oreldercare during my required work hours. 35.8% 64.2%

5. 1 feel confident about my job security. 17.7% 82.3%

6. | feel confident that posAbilities’ leadership has created a safe work 13.1% 86.9%

environmentforme.

7. lunderstand the safety protocols that have been and continue to be 2.8% 97.2%

implemented to prevent COVID19.

8. I believe all possible measures/precautions have been putin place so | will not 16.5% 83.5%

contract the virus.

9. | feel myworkload is appropriate given the circumstances of the pandemicwe 12.4% 87.6%

are living with.

10. I know where tofind COVID-19information specificto my program. 2.8% 97.2%
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CUSTOM ITEMS 2020 — COVID-19 RESPONSE NOT IMPORTANT SOMEWHAT VERY
IMPORTANT IMPORTANT

11. Importance of mandatory masks provided by posAbilities. 0.7% 6.0% 93.3%

12. Importance of physical distancing protocols. 0.4% 8.1% 91.6%

13. Importance of daily employee health screenings. 2.8% 11.7% 85.5%

posAbilities uSPEQ® 2020 Employee Climate Survey - Co-Designed Quality Improvement Response

The uSPEQ® Employee Climate Survey captures employees’ experiences in four domains:

Organizational Climate

A. Organizational Culture & Outlook, B. Communication, C. Leadership

Workgroup
D. Teamwork, E. Manager Support
Staff Support

F. Work Environment, G. Staff Development, and H. Compensation and Recognition

|. Overall Job Satisfaction.

Team posAbilities spent most of the survey period in 2020 learning how to operate through a pandemic, which added significant
stress and uncertainty to our personal and professional lives. We are deeply appreciative of the thoughtful responses that

participating staff offered about theirlives at work during this time.

We did our bestto provide arobust processfor employees to contribute to co-designing our response to this year’s survey
results. We know that empowered employees are vital to strengthening our services, andin delivering on ourvision of “good

and full lives, foreveryone.”

Fifty-five percent of all employees completed the survey. After the survey results were released, employees had the opportunity
to discuss the resultsin their programs amongst peers providingideas and recommendations for quality improvement. Although
we couldn’tget program representatives togetherin one room, we did manage to collect a lot of input. Nextyear, we willcreate
an internal survey tool to collect feedback and recommendations for quality improvement items, as some teams would prefer to

contribute without direct attribution.
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The result of this year’s survey and subsequent employee engagementis 11 action items. These qualityimprovement measures
are documented inthisreportand will be published on the Quality Assurance tab in ShareVision forall employeesto review at
any time. Progress updates are made throughout the year.

In addition, many of the insights provided were specificto certain initiatives, or particular services. The comments will be
grouped and forwarded to committees or program leaders as appropriate, for review and discussion.

Each piece of feedback received leads to an opportunity foreducation, dialogue and/oraction. This is the work of continuous

qualityimprovement; ateam effortaimed at creatingan environmentin which we can all thrive.

We typically focus ourimprovements on areas of satisfaction that fall below80%, which this yearwere very few. To expand the
scope, we raised the bar to 85% or less satisfaction. Inthe report tofollow, you will see the areas that have the highest level of
satisfaction, followed by the areas we wish toimprove upon.

In the domain “Organizational Climate”, there were 14indicators with scores ranging between 76.7% and 98.3%. The only
indicatorthat was below 85% was B.3., “Asked forinputonjob decisions”.

In the domain “Workgroup,” there were 21 indicators with scores ranging between 85.8% and 96.5%.

In the domain “Staff Support”, there were 15 indicators with scores ranging between 64.3% and 99.7%. The indicators with
scores below 85% were:H.1, H.2, H.5 and H.6, which all fall within the area of Compensation and Recognition.

The last domain was “Overall Job Satisfaction,” there were nineindicators in this domain with scores ranging between 87.4%
and 94.8%.

List of 2020 Quality Improvement Action Items

The following action items are specific and measurable, designed to address: Communication and Leadership (B.3.), and

Compensation and Recognition (C.1, C.4., H. 1, 2, 6), which are the areas in focus this year.
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B.3. Input into job decision
Action: Resume annual Community Engagement Program planning meetings with employees and community members
(in person or virtually).
C.1Senior Management is informed of staff concerns
*At posAbilities Senior Management refers to our Directors
Action: Explore interest in Association-wide Town Hall Meeting by surveying team members.
Action: Add Directors’ images, role summary and contact information to the People and Culture Tab in ShareVision.
C.4. Concerns taken seriously/follow-up occurs
Action: Develop an infographic to illustrate posAbilities’ Lines of Communication.
Action: The Diversity and Inclusion Committee Communicates with employees on a monthly basis.
H.1 Paid fairly for work and H.2 Satisfied with benefit package
Action: Develop a compensation FAQ covering wages/benefits.
Action: Review and discuss the Compensation FAQ at one program meeting annually.
H.5 Staff members promoted on the basis of merit
Action: Host a career development Lunch & Learn to inform team members about roles and career development.
H6. Believe there is recognition of high performing staff members

Action: Increase promotion/awareness of iGrow.
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6. KEY BUSINESS FUNCTIONS

6.1 Staff Utilization

OBJECTIVE: To increase the efficient utilization of our staff
TIME OF MEASUREMENT: April 2021
OBTAINED BY: Human Resources
Measure Applied To Data Source Target FYE 2021 Outcome FYE 2021 Target FYE 2022
% of staff exits All staff in reporting HRIS 13% 12.7% 13%
period
% of new hires retained after | All staff in reporting HRIS 55% 58% 60%
two years period
Casual Employeesto Full Time All casual staff in HRIS 0.75 0.61 0.70
Equivalents (FTE) ratio reporting period
Overtime as a % of total hours| All staff in reporting |Staff Scheduling 0.5% 0.96% 0.5%

worked

period

System
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Staff Turnover by Employment Status Retention of New Hires 2016 - 2021
2016 - 2021 100%
o 80%
(o]
‘tg u
[=
S 60%
(]
n_ -
c
S 40% -
c
‘.d_.) o
(]
€ 20% -
0% = T T T T
. 16-17 17-18 18-19 19-20 20-21
0% L U L L Year of hire
16-17 17-18 18-19 19-20 20-21
- - | mafter 1 year @Dafter 2years DOafter 3 years
~=¢==Casual em@=Full Time  «==B==Part Time === TOTAL
q Overtime as a Percentage of Hours
Reason for Leaving 2020 - 2021 Worked 2016 - 2021
Dismissed Famil 1.0%
Unknown 3% amily e
Study 9y ? 1% 0%
Health 0.6% -
Retired 14% 0
5% 0.4% -
0.2% -
Ot:‘er / 0-0% n T T T T
9% Move 16-17 1718 18419 1920  20-21
10%
Casual Employees to FTEs Ratio
2016 - 2021
0.80
0.60
No 0.40
Availability
0.20
20% New Job
26% 0.00 . - - - Page 86 of 92
1617 1718 1819  19-20  20-21




Key Findings/Trends

The overall turnover rate decreased from 14 to 13%. Thiswas mainly due to a decrease in turnover of casual staff from 29% to 26%.
Turnover of part time and full time staff was between 6-7%, similarto lastyear.

The most common reasons for people toleave our organization were anew job and no or limited availability (casual employees).
Combined these make up 46% of why people left us this pastyear.

Of those hired up to one yearago, 76% are still with us, similarto the lastfew years. Forstaff hired 2 years ago retention is now at 58%,
up from 54% inthe year prior.

The ratio of casual employees to Full Time Equivalent (FTEs) shows the size of our pool of casual workers relative to the size of our
regularworkforce. Thisisan indicator of our ability to have casual workers backfill shifts when regularemployees are away. The ratio
has beentrendingdowninthe lastfew years: thisyear0.61, down from 0.68 the previous yearand 0.72 the year before that.

The total number of employees decreased to 543 from 590 the previousyear. We hired 33 new employees, asharp decrease from last
yearwhen we hired 110.

Overtime hourswere up at0.96 % of total hours worked compared to lastyear’s 0.5%.

Interpretation of results

The overall turnoverrate of 13% islowerthan what we see in the Community Living Services sector as a whole (CSSEA 2020 Turnover
Report: 20 %). Our turnover rate for casual employees (26%) is lower than the sectoras a whole (31 %). For regular staff our turnoveris
significantly lowerthanthe average in the sector: 8% vs. 15%. Of all employees who left 26% did so for a new job. Thisis up slightly from
21% the yearbefore. Limited availability to work shifts remains the main reason for the high casual turnover.

It has beenvery challengingto hire new staff during the pandemic, recruitment was down by 70% compared to pre-pandemiclevels.
This has led to a shrinkage of our casual pool by more than 10%. The impact of that on backfill needs was limited during the pandemicas
we had to restrict where casual employees could work to one Program and we were able to utilize employees withmore availability due
to our Community Inclusion Programs operating at reduced capacity.

Overtime nearly doubled due to several Covid-19 outbreaksin our Programs where measures to limit further transmission resultedin
extended work hours forarestricted number of staff.

Follow up and proposed action

A sectorwide recruitment campaign has yielded some positiveresults for us recently but more targeted recruitment efforts will be
developedinanattemptto bringour pool of casual employees back upto a level needed once pandemicrestrictions are lifted.

Casual employees are beingtrained to entertheir own availability directly into the staffing scheduling system. Itis expected that this will
improve the efficient utilization of our casual staff.
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Monitoring
e Reportquarterly onstaff utilization and on the use of overtime.
e Monthly monitorthe number of new casual hires and the size of the casual pool.
e Team Managersto evaluate all data quarterly.
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6.2 Occupational Health and Safety Performance

OBJECTIVE
TIME OF MEASUREMENT December 2020
OBTAINED BY Human Resources

To Reduce Occupational Incidents and Associated Cost

Measure Applied To Data Source Target 2020 Outcome Target 2021
2020

Number of losttime accidents All staff in DMI 1.0 0.0 0.5

resulting from “Aggression/force” per 100 employees 2020

Number of lost time accidents resulting from All staff in DMI 1.0 1.1 1.0

“Overexertion” per 100 employees 2020

Number of lost time accidents resulting from All staff in DMI 1.0 1.8 1.0

“Slip/Trip/Fall” per 100 employees 2020

Number of lost time accidents resulting from “Struck All staff in DMI 0.4 0.2 0.5

By/Struck Against” per 100 employees 2020

Number of lost time accidents resulting from “Other” All staff in DMI 0.4 2.9 2.5

per 100 employees 2020

WorkSafeBC Claims Costs Total All Staff in WorkSafeBC $120,000 $124,700 $100,000
2020

Limitations

o Lost Time Accidentresults are reported by the Disability Management Institute (DMI) forthe calendaryear, not the fiscal year.
e Claims costs at the time of reporting may not be final as claims from the reporting year may still being open and accruing costs.

posAbilities FYE 2021 Outcomes Management Report

Page 89 of 92




Key Findings / Trend
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The total number of Lost Time Accidents (LTAs) per 100 workers was 6.0, almost double compared to 3.2 the previous year.

Theincrease in LTAs was almost completely caused by Covid-19 claims as reflected in the Other category. Forthe firsttime in any calendaryear
we had no lost time accidents in 2020 due to Aggression/Force.

The number of workdays lostincreased from 809 in 2019 to 1001 in 2020, again mainly due to Covid-19claims.

Total claims costs were $125,000. Thisis up from $82,000 the previous year.

Interpretation of Results

Several Covid-19 outbreaks in our worksites and subsequent time off for those who tested positive are responsible for the sharpincrease in the
LTA rate and workdays lostin 2020. Aside from Covid-19 claims the number of LTAsin 2020 was very similarto 2019.

The fact that we had no lost time due to Aggression/Force and achievingthatin the midst of a pandemicis a testament to the strength of our
OSH Program and the skillsand commitment of ouremployees to effectively provide behaviour supports to our persons served.

Our claims costs wentup in 2020 compared to the previous year, mainly due to Covid-19claims. Our WSBC premium surcharge for the
residential category continues to trend down, where we went from a 95% surcharge in 2014 to 15% in 2021 and anticipatingto nolongerhave
a surcharge for 2022.

Thisyear our internal COR audit of our occupational health and safety program resulted in a passing score of 96%. The involvement of all
employees in maintaining our WorkSafeBC Certificate of Recognition has further contributed to promoting our health and safety culture.

Our JOSH Committee has completed the integration of the National Standard for Psychological Health and Safety in the Workplace into our
OSH Program. A comprehensive reviewfound that we meetthe 13 criteriathat the Standard is comprised of.
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Follow Up and Proposed Action

e  We will continue to promote psychological health and safety in the workplace. A new feature we have made available to all employees and
theirfamiliesis LifeSpeak, an on-line video library of short, expert led presentations on wellness and mental health related topics. Being able to
focus on yourjob and the tasks at hand is one of the benefits of good mental healthandisanimportantfactorto preventinjuries at work.

e  OurJOSHCommittee attended a course on ergonomics and is developing additional trainingin orderto prevent musculoskeletal injuries due to
overexertion. Thisis now the leading type of occupational injury in our organization.

e  We will continue to monitorand evaluate pandemicsafety measures and how to adapt our protocolsinresponse to the decreasingimpactand
severity of the pandemic.

e Two additional employees will be trained asinternal auditors to strengthen our capacity to conduct COR audits.

Monitoring

e Continuousreview of WSBC Injury Reports and Accident Investigations by Managers, HR, and the JOSH Committee to ensure ongoing mitigation
and prevention of risks.
Monthly review of worksite safety inspections, fire and disaster drills by the JOSH Committee.

e Annual review of our OSH Program and practices as part of our COR audit.

e Quarterlyreview of losttime incident trends and results as well as claims costs by Directors, Managers and JOSH Committee.
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7. CONCLUSION

The Outcomes Management Report provides an overview of the types of services we offer, the results obtained during 2020-21 and the steps we
take to ensure that these services are beneficial and rewarding to the people we serve.

In line with our commitmentto continuous quality improvement, the results and recommendations throughout this report will be reviewed by the
leadership team and the Board of Directors.

The information presentedinthisreportwillhelp us:
o focusour effortsto continue toachieve the best possible outcomes for persons receiving services
e provide ongoinginformation aboutthe organization’s performance

e continually enhanceservicedelivery and the organization
e provide proof of continuous serviceimprovement
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