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Each year, we learn so much through the Outcomes Measurement Report. Itôs a part of 

the road we walk (and often run, or even sprint) to be better at what we do ï provide 

services and supports to individuals with disabilities, their families, and all children.  

 

One thing that tends to happen during a self-evaluation process, like outcomes 

measurement, is that the focus is more on the negative or on whatôs not working. 

However, as youôll see from this report, there are many successes and achievements to 

celebrate and acknowledge. We want to recognize all of the hard work and effort of our 

employees in providing the services to children, youth, adults, and families in ways that 

make them happy, but are also effective and efficient.  

 

Continual quality improvement (the goal of always trying to get better) is about making 

good decisions and doing our best to improve the supports and services at BACI.  But 

trying to be the best does not always mean being perfect. There are only a few 100% 

results in the satisfaction, efficiency, and effectiveness ratings. At the same time, there 

are many very high achievements (over 85%) in many different areas, which is good 

news indeed. 

 

Ultimately, our goal would be to achieve 100% in all areas of satisfaction, effectiveness, 

and efficiency, but we know that is not always possible. What BACI wants to do is get 

better, grow, evolve, and learn as an organization ï based on the expectations and goals 

of the people we support. Part of growth and learning is sometimes making mistakes 

and/or dealing with changes that are in our control (e.g. new policies) or out of our 

control (e.g. funding) ï in the best possible way. The Outcomes Measurement Report is a 

valuable document to use for reflecting on, learning about, and celebrating the 

accomplishments and challenges at BACI on a year-to-year basis.  And it greatly informs 

our future planning processes. 

 

ñIt is good to have an end to journey toward; but it is the journey that matters, in the 

end.ò Ursula K. LeGuin 

 

This report is available at www.gobaci.com. 

 
 

http://www.gobaci.com/
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Thank youé 
 

The Burnaby Association for Community Inclusion wants to acknowledge and thank the 

individuals, families, and community professionals who gave their input and ideas. BACI 

is an organization driven by the individuals and families we serve. Their feedback and 

contributions are what keep BACI moving forward. 

 

The organization also wants to thank all of the employees who helped to create this 

report. We want to especially acknowledge the help and support from Rosalind Ho, 

Jennifer Ghioda and Jesse Brydle.  

 

Each year, we learn more efficient ways to write the report. However, it is and will 

always be a great deal of work. The long hours and extra efforts employees contributed 

to make this report a success is greatly appreciated!  
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Introduction  
 

The Burnaby Association for Community Inclusion (BACI) has dedicated over fifty years 

to supporting people with developmental disabilities and all children to become fully 

participating members of the Burnaby community. BACI advocates that all individuals 

are accepted and valued members of the community who, in their own way, contribute to 

society. 

 

As an organization that supports over 900 children and adults, most of whom are citizens 

of Burnaby, BACI must demonstrate how it is accountable and responsible on an 

organizational level. An OUTCOMES MEASUREMENT REPORT  is one way BACI 

can convey its achievements and outline areas for further growth.  

 

The report fulfills one part of BACIôs commitment to be an organization continually 

evaluating itself and trying to improve its services and supports.  

 

The 2009 Outcomes Measurement Report is similar in format to the 2008 Report. 

However, some changes have been made to make the report shorter and easier to read. 

This year, we did not include a Summary section, and information is now organized 

according to the department and program. We have also removed all of the Appendices, 

as documents referred to in the report may be found on our website www.gobaci.com.  

 

Each year, we continue to learn from all of our stakeholders. The information we gather 

helps us to make changes and decisions on both a program and organizational level. 

BACI wants to get better at supporting children, adults, and families with disabilities. The 

satisfaction surveys, focus groups, day-to-day conversations with families, and 

complaints and concerns, are ways the Association can get information about what is 

working for BACI and what is not working (and needs to change). With this information, 

BACI sets goals and develops a plan for its services. This plan is called BACIôs Business 

Improvement Plan. 

 

Each section of the report has a data analysis section - a description of what the 

information from the surveys and focus groups says, and any trends or key findings we 

need to talk about. The data analysis is the basis for recommendations made by the 

Management Team and approved of by BACIôs Board of Directors.  

 

The other important part of this report is the section on Human Resources and Health and 

Safety. This information is included in the report because both areas affect the quality of 

services provided by the Association. BACIôs employees are essential to the quality of 

services and supports provided to our children, youth, adults, and families. Therefore, itôs 

important to know the training, turn-over rates, accident rates and other related workforce 

indicators (information that tells us how our employees are doing) so that the Association 

can support the link between human resources (the department that takes care of 

employees) and the quality of services. This information is also used to set goals for the 

Business Improvement Plan.  

http://www.gobaci.com/
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The Business Improvement Plan is reviewed and updated every three months by the 

Management Team and Board of Directors. The 2009 Outcomes Measurement Report 

will update the goals achieved in the 2008 Business Improvement Plan, and list the 

information about new recommendations for 2010.   

 

What is an Outcomes Measurement Report?  
 
One way BACI can demonstrate how it meets the expectations of the 

children and adults receiving services and be accountable to other 

stakeholders like funders, is through an Outcomes Measurement Report. 

An ñoutcomeò is an end result. BACI wants to know what goals the 

organization is meeting, and how. The Outcomes Report helps the Board 

of Directors see whatôs working and what needs to change. For more detailed 

information, please see the Outcomes Management Policy (6.1) in the BACI Policy 

Manual at www.gobaci.com.   

 

An Outcomes Measurement Report is also a requirement of an accredited organization. 

BACI has been accredited by the Commission on Accreditation of Rehabilitation 

Facilities (CARF) from 2008-2011.  

 

The Report gives information comparing this year to last year in the following areas: 

 

 Satisfaction ï the stakeholders are happy with the services they are receiving. 

 Effectiveness ï the service is doing what it is supposed to do (e.g. support 

personal growth, help people get jobs, make friends, etc). 

 Efficiency ï using the resources (e.g. money, staff, equipment, etc) in the best 

possible way. 

 

The Outcomes Measurement Report also gives information about BACIôs operations in: 

human resources, health and safety, critical incidents, complaints/concerns and the 

achievement of goals set in BACIôs 2008 Outcomes Measurement Report.  

 

The information collected is both qualitative and quantitative. Qualitative information 

can be: written comments, opinions, and feedback that cannot be measured with a 

number or rating. Quantitative information is numbers or percentages (%). This 

information is directly taken from the surveys or reports. 

 

BACI must report on at least one outcome in each program area, but often reports on 

more than one outcome in many areas. 

 

http://www.gobaci.com/
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Data Analysis  
  

The data (information) we collect is the main source of 

learning for BACI.  

BACI collects data to measure satisfaction and 

effectiveness through written surveys. Other 

effectiveness data is collected through evaluation 

processes we have  

(I.e. service evaluations, program reviews, Individual 

Support Plan reviews, etc.). The Program Managers do reviews in the areas of personal 

planning and health and safety. Their staff teams pull the information together and the 

Program Managers check to make sure the information is relevant (important to the 

person), accurate (the right information for that person), current (up-to-date), and 

complete (all the information is there). Then the data can be analyzed (looked at) in a 

relevant and credible (honest or reasonable) way.  

 

The data analysis is what we do with the information we receive. We try to figure out 

what the information means and what people are trying to tell us (for example: are they 

satisfied with a program, do they want changes, etc). Therefore, the data analysis is very 

important and we have to use good ways to review the surveys and other feedback tools.  

 

Once the data is collected (for example, through a survey), it is put into BACIôs Intranet 

system and calculated (added up) through the SharePoint computer software system. The 

quantitative information (i.e. comments from families) is calculated through this system 

and is reviewed by the Management Team. The team looks for trends and patterns of 

information from families. This process is not perfect, but we feel good about the way we 

look at the comments and feedback families verbally give us.  

 

We know that we have biases when we collect data and try to find out what it means. 

This could lead us to read information differently, or make assumptions from the 

perspective of a BACI employee, Board member, etc. The reader must also understand 

that there may be information in this report which may be not correct due to human error.  

 

The qualitative information was summarized ï by putting the information into categories 

(this is called ñclusteringò) ï to protect confidentiality and to put the same ideas together. 

We are looking for patterns or common ideas from many people. The information was 

clustered into categories by a BACI employee and not by someone outside of BACI.  We 

only interpret the comments and feedback from families and individuals.  
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The Targets for Achievement  
 
The target is the goal that BACI wants to achieve in each area  

(Satisfaction, effectiveness, and efficiency). For example, the 

ideal target would be 100%, where BACI achieves each 

outcome 100% of the time. We may not always be able to do 

that, but BACI still wants to achieve a very high percentage 

of satisfaction, effectiveness, and efficiency in its services.  

 

In previous years, our minimum standard of achievement was 

80%. This year, we moved the achievement goal to at least 85%, or to either meet or 

exceed the percentages for satisfaction, effectiveness, and efficiency reached in 2008 

(whichever is greater). The comparison in data is reflected in this report in all program 

areas.  

 

 

 

What to Consider When Reading This Report? 
 

This year, we worked hard to make the report shorter and easier to understand. We 

removed the Summary section, added some new information, and changed some of the 

graphs and tables. But the report is still long and may be hard to understand at times.   

 

This report is not written completely in plain language, but there are definitions of 

complicated words bracketed in the body of the text.  It is our hope that people will get 

help from their families, friends, or staff to read the report. BACI is a big organization 

and there is a lot of interesting information to report on. 

 

If you would like to meet in person to further discuss the report, please contact Leslee 

Madore or Richard Faucher at 604-299-7851 or e-mail leslee.madore@gobaci.com or 

richard.faucher@gobaci.com .  

 

Thank you!

mailto:leslee.madore@gobaci.com
mailto:richard.faucher@gobaci.com
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The Children and Families Supported at BACI ï Demographics 
 

   

Age 

  
Number of Individuals Receiving Service 

0-5 yrs 472 

6-18 yrs 91 

19-40 yrs 205 

41-64 176 

65 yrs and older 18 

Unknown (AHA & Ed Centre) 101 

TOTAL  1064 
 

     

Gender 

 (Does Not Include Childrenôs Services, 

Infant Development Program, AHA & 

Education Centre) 

Number of Individuals 

Female 192 

Male 232 

 

    
Cultural Heritage   

(Does Not Include Infant Development 

Program, AHA & Education Centre) ) 

Number of Individuals 

First Nations 23 

Chinese 75 

Korean 8 

Japanese 11 

Vietnamese 1 

African Canadian 8 

Italian 20 

Caucasian 329 

South Asian 38 

French 4 

Portuguese 7 

Filipino 9 

Polish 1 

Russian 1 

Other  36 
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Reporting ï Services 
 

Adult & Youth Services  
 

The following services are provided in Adult & Youth 

Services: Day Services, Outreach Services, Residential 

Services, Youth Services, and Life Sharing.  

 

Residential Services 

This service is provided to individuals who require 24 hour support in their home. 

BACI is committed to providing the means for making a genuine ñhomeò to those 

who receive our residential services.   

Youth Services    

This service is offered to individuals under the age of 19 who are exploring 

individualized options ï along with the support of their families or caregivers -in both 

their day and living situations.  

Community Day Programs  

BACI offers a wide variety of Community Day Programs ï community integration 

activities & education, leisure/recreational activities and finding work. Good person-

centered practices ensure that programs change to meet the interests and needs of the 

people attending them. This year, our focus on economic inclusion has seen the re-structuring 

of our Day Services to provide greater opportunities for the people we serve to have real work for 

real pay.  

 

Life Sharing Network 

 

The Life Sharing Network offers an alternative to staffed residential homes by providing 

an individual with living and/or respite supports within the home of non-natural family.  

BACI contracts with families (including single persons or couples) who are interested in 

welcoming an individual into their home and assisting him or her to:  

Á develop and maintain a personal network of friends and family  

Á find and participate in meaningful activities  

Á obtain a genuine sense of belonging within the home and community in which he 

or she now lives.  
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Outreach Services 

 

Individuals may receive long or short-term supports, with the goal being to develop the 

skills that will help them become more independent, lead more meaningful lives, and be 

able to more fully participate in their community.  The hours of support per month vary 

based on the needs and goals of each individual, but typically would not exceed 20 hours 

per month. In addition to one-to-one supports, the Outreach department offers two 

classes: ñSimple Steps to Good Hygiene" and "Simple Steps to Street Safety" and two 

community kitchens as well as one for Integrated Family Services.   

 

In Adult & Youth Services, BACI measures satisfaction, effectiveness, and efficiency 

through the Quality Assurance Indicators (the areas we support people in to have good 

lives). These include: 

 

Relationships 

Communication 

Health & Safety 

The Association, 

Community 

 Personal Growth & Development 

Home Life 

Support Staff 
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Satisfaction Report ï Adult & Youth Services 

 

In order to measure satisfaction with service, individuals we support and their family 

members/friends were asked to complete a satisfaction survey. The survey questions 

covered each of the Quality Assurance Indicators. As well, surveys were given to 

community professionals that collaborate in the services provided by BACI. 

 

This year, we again offered to meet with groups of families and individuals in Day, 

Residential, and Outreach Services to get feedback face-to-face (like a focus group).  

 

Satisfaction with Service ï Surveys Conducted with Individuals Receiving Service 

 

Satisfaction surveys were sent to the individuals receiving services in any of the 

following: Residential Services, Day Services, Life Sharing, and Outreach Services.  

 

Please see ñSatisfaction Survey: Individuals We Supportò, in BACIôs Adult and Youth 

Services Procedures Manual. 
 

217 surveys were mailed or given out and 118 were returned via a self -addressed stamped 

envelope for a 54% return rate, a 6% increase over last year. The following chart 

describes how the individuals completed the survey: 

 
       

  Full Some None No Info   

Assistance 
Completing Survey 

41% 36% 16% 7% 
 
 
  

 

Of those individuals who received assistance in completing the survey: 

 52% of the individuals received support from a family or friend to complete the 

survey. 

 12% of the individuals received support from a staff member to complete the survey. 

 36% no information. 

 

Of not: 16% of individuals received no assistance (compared with 12% last year). 

 

The individual could respond to each question with: ñyes (satisfied)ò, ñno (not satisfied)ò, 

or ñunsureò. The following charts and matching tables provide a breakdown of the total 

number of responses to each question of the survey in each category.  
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

2009 
Approval 

Rating 

Relationships 101 7 6 89% 89% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Community 109 3 4 81% 94% 
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Home Life (A) 108 7 1 89% 93% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Home Life (B) 96 7 4  n/a 90% 
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Communication 104 9 3  83% 90% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Personal 
Growth and 

Development 
(A) 

107 3 2 

 

86% 95% 
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Personal 
Growth and 

Development 
(B) 

53 20 14 

  
n/a 61% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Health and 
Safety 

111 2 1 

 

91% 97% 
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Accessibility 
(A) 

84 10 5 

 

89% 85% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Accessibility 
(B) 

112 2 0 

 

75% 98% 
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Rights 85 17 7 71% 78% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Staff and BACI 
(A) 

103 5 1 

 

86% 94% 
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Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Staff and BACI 
(B) 

101 7 3 

 

88% 91% 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Staff and BACI 
(C) 

94 10 10 

 

84% 82% 
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Interpretation of the Data 

 

This year, the individuals we serve indicated a dramatic increase in satisfaction in many 

areas of the Quality Assurance Indicators, including Community, Personal Growth and 

Development (A) and Accessibility (B). We are pleased to note that Relationships, Home 

Life, Communication, and Health & Safety achieved consistent or slightly higher ratings 

than last year and these categories continue to be a main focus at BACI, --especially 

relationships and building natural supports for the individuals. There was a minor 

decrease in Accessibility (A), which is feeling ñvalued and supported with my culture and 

religion of choiceò. We will continue to provide training in cross-cultural awareness and 

diversity, integrate cultural awareness into the personal planning process with 

individuals, and track languages spoken by employees in an effort to match employees 

and individuals with similar ethno-cultural backgrounds. At the time of this report, there 

were 81 different languages spoken at BACI!  

 

Several areas improved by more than 10% including; Accessibility (B) 98%, which is, 

ñSomeone is there to help me when I need itò; Staff and BACI (D) 89%, which is, ñMy 

staff/caregiver includes my family and I in decisions about my lifeò; Community 94%; 

and Personal Growth and Development (A) 95%. The results have confirmed that we are 

on the right track. Last year, we provided more professional development opportunities 

for staff - related to supported employment, BACIôs Quality Assurance Initiative and 

person-centered thinking, planning and doing.  

 

This past year, we introduced a new question to the satisfaction survey, asking people 

about employment. Personal Growth and Development (B) states, ñBACI supports me if I 

Satisfaction 
with services 

in: 

Yes Unsure No 

 
2008 

Approval 
Rating 

 
2009 

Approval 
Rating 

Staff and BACI 
(D) 

95 6 6 

 

75% 89% 
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want to find a paid jobò. This achieved an approval rating of 61%, much lower than our 

target of 85%. This reflects the transitional stage of our Day Services, as we continue to 

increase our focus on employment. This past year, many of the individuals in Day 

Services, as part of their planning meeting, had a focused discussion on employment 

where their employment-related experiences and expectations were documented. We 

know there have been many challenges in making the shift from recreational and leisure 

activities to work-related initiatives. As part of our plan to support this focus, the Day 

Support Services Strategic Action Plan was created. It identifies 9 actions to improve Day 

Services options, as well as employment outcomes for the people we serve.  

 

Please see ñRe-Inventing Day Servicesò available on BACIôs website at 

www.gobaci.com  

 

Personal planning for the individuals we serve continues to be a key part of fulfilling 

BACIôs services and mission, and is one of the four priorities identified in BACIôs 

strategic plan. While the satisfaction rating remains over 80%, we are still working to 

address the strong feedback from the CARF Survey, encouraging us to improve 

satisfaction with BACIôs personal planning process. Individuals want more control in 

their planning, and support with identifying the risks that go with making more 

independent decisions. This will continue to be addressed through BACIôs Business 

Improvement Plan. 

 

The other area we think there could be improvement is Rights. Although there was an 

increase in satisfaction to 78%, it still falls short of our target. This will continue to be an 

area in which the Association supports individuals, as it is critical to them and their 

ability to live self-determined lives.   

 

Finally, BACI is paying special attention to Accessibility for further follow-up, despite 

the significant improvement over last year. Our continued commitment to ñwalk our 

talkò, was highlighted in the annual Accessibility Survey.  Our goal for the coming year 

is to establish an Accessibility Committee and implement an Accessibility Plan based on 

the recommendations of the 2009 Accessibility Report. 

 

Please see BACIôs ñ2009 Accessibility Reportò, available on BACIôs website at 

www.gobaci.com  

 

 

Satisfaction with Service ï Surveys Conducted with Family Members 

 

Satisfaction surveys were mailed or given out to family members of individuals receiving 

services in the following programs: Residential Services, Day Services, Life Sharing, and 

Outreach Services.  

 

237 surveys were distributed and 86 were returned via a self-addressed stamped envelope 

for a 36% return rate.  

 

Please see ñSatisfaction Survey Adult & Youth Services (Family Member)ò, in the 

Adult & Youth Services Procedures Manual, available on BACIôs Intranet. 

http://www.gobaci.com/
http://www.gobaci.com/
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20 surveys were also circulated to the families receiving services through the Integrated 

Family Support Program. 8 were returned for a 40% return rate.  

 

 

Results from Family/Friend Survey 

 

Satisfaction Very 
Satisfied 

Satisfied Not 
Satisfied 

2008 Approval 
Rate 

2009 Approval 
Rate 

Relationships 47 33 1 96% 98% 

Communication 
Styles 50 30 3 

 
94% 

 
96% 

Personal Health and 
Safety 55 27 3 

 
96% 

 
96% 

The Association 40 30 5 93% 93%  

Being part of the 
Community 46 36 2 

93% 
95% 

Personal Growth and 
Development 42 39 1 

96% 
94% 

Home Life 58 19 2 90% 91% 

Support Staff 60 21 3 91% 94% 

Planning 53 30 1 95% 97% 

Person Centered 
Services 38 37 3 

 
96% 

      

    94% 95% 

 

 

Interpretation of the Data 

 

The return rate is similar to the previous year and we are again pleased to see that 

families from all programs continue to be very satisfied with the services and support 

their sons and daughters are receiving. BACI is a family-driven organization, so to 

achieve very high ratings of satisfaction is a great achievement for the Association. 

However, attention must also be given to the areas where we need to improve. Comments 

in the surveys provided some strong feedback. Some families shared that they are not 

satisfied with the length of time it is taking to move towards an ñEmployment Firstò 

agenda in our Day Services. Several families felt that their sons and daughters spend too 

much time ñwaiting aroundò during the day, and not enough employment options are 

provided. Two family members indicated that no progress is being made towards goals or 

the goals are out-of-date. Families also commented that they would like more 

communication and updates from BACI, especially around Day Program activities. 

Comments were also made about the need to provide more weekend options to 

individuals. Several families expressed concern about food choices at BACI events and 

the need to encourage healthier eating. The majority of families thanked BACI for the 

attentive and committed support staff who help to provide a good life for their sons and 

daughters, and several suggested there be more staff appreciation, awards and recognition 

events. 
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Families in the Integrated Family Support (IFS) Program, with the support of the Family 

Support Team and Douglas College student nurses, also completed the survey. This year, 

a Satisfaction Survey Luncheon was held, personal help was given, and families were 

made to feel more comfortable about completing the survey. The families communicated 

they are satisfied with the IFS services, although they often find it challenging that there 

is only one worker for so many families. One piece of feedback given during the 

luncheon was that the mom's would like an opportunity to get together to chat, exchange 

tips and information, and learn new things. A Community Kitchen is being developed for 

early 2010, to provide an opportunity for the mom's to meet, try new recipes and 

network. BACI will continue to use additional support strategies to get the families to 

complete the survey because the information is very valuable to the Family Support 

Team. 

 

Last year, at their recommendation, we invited families to participate in focus group-like 

interviews, to talk about whatôs working and not working with their loved onesô home 

and day supports.  This year we again invited families to participate in discussions about 

their sons and daughters, and while the feedback was very valuable, attendance was low 

(only 2 family members attended). Given the small number of people participating, 

information shared was not analyzed for this report. A recommendation for next year will 

be to offer more opportunities, meetings and forums for families to provide feedback. 

 

 

 

Satisfaction with Service ï Surveys Conducted with Professionals  

 

Satisfaction surveys were sent to professionals who collaborate with BACI departments 

in service delivery, including: Residential Services, Day Services, Life Sharing, Outreach 

Services and Childrenôs Services. External professionals include: Community Care 

Licensing, Community Living BC, mental health, behavioural support, health 

professionals, and other service providers.  

 

Of 56 surveys mailed, 7 were returned for a 13% response rate. While low, this is a 

significant improvement over previous years when no surveys were returned. The results 

are noteworthy: BACI achieved a 98% approval rating amongst the professionals with 

which we work.  

 

Surveys were also sent to Professionals with the Infant Development Program, and the 

results are discussed later in this report.   

 

Please see ñService Satisfaction Survey ï Professional Supports/Consultantsò, in the 

Adult & Youth Services Procedures Manual, available on BACIôs website at 

www.gobaci.com 






















































































