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Each year, we |l earn so much through the Outc
the road we walk (and often run, or even sprint) to be better at what werdwvide
services and supports to individuals with disabilities, their families, and all emildr

One thing that tends to happen during a-estaluation process, like outcomes
measurement, is that the f oaoworkihg more on t
However, as youol | s enenysticcesses andachevementstor t , t h
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.

h
€

Continual quality improveent (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 satisfaan, 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, ourgoal would be to achieve 100%alii 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 organizatidsased 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 areour control (e.g. new policies) or out of our

control (e.g. fundingj in the best possible way. The Outcomes Measurement Report is a
valuable document to use for reflecting on, learning apaudcelebrating the
accomplishments and challenges at BACI on a yearear basis. And it greatly informs

our future planning processes.

Alt 1 s good jowneytavard; buainis the jodrney tbat matters, in the
end. 0 Ursul a K. LeGuin

This report is available atww.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 inputiaad. 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 afithe employees whwelped to create this
report. We want to esprlly acknowledge thedhp and support frorRosalind Ho,
Jennifer GhiodaandJesse 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 employgesuted

to makethis reporta success igreatly appreciated!
y[e_,m
ank
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Introduction

The Burnaby Association for Community Inclusion (BACI) has dedicated over fifty years
to supporting people wittlevelopmental disabilities and all children to become fully
participating members of the Burnaby commurBpCl advocates that all individuals

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

As an a@ganization that supports ov@d0children and adults, most whom are citizens
of Burnaby, BAGQ must demonstrate how it is accountable and resporilda
organizatiomal level An OUTCOMES MEASUREMENT REPORT is one way BACI
can convey its achievemerand outline areas for further growth.

The report fulfills one part of BACI&s ¢commi
evaluating itself and trying to improve its services and supports.

The 20090utcomes Measurement Reporsisiilar in format tahe 2008Report.
However, some changes have been maaeake the report shorter and easier to.read
This yearwe did not include &ummary sectionandinformationis now organized
according to the department and progrévie. have also removell of the Appendices
as documents referred to in the report may be found on our wefsitegobaci.com

Each year, w continue to learfrom all of our stakeholdersThe information we gather
helpsus tomake changes and deass 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, dayday conversations with families, and

complaints and conceryare wayshe Associatiortan get information about what is
working for BACI and whatd not working (and needs to change). With this information,
BACI sets goals andevelopsa planfor its services. This plan is call&dA C IBasiess
Improvement Plan

Each section of the report hadaa analysissection- a descriptiorof what the
information from the surveys and focus groups sagd any trends or key findings we
need to talk about. The data analysithie basis for recommendatianadeby the
Management Bam and approveaf by B A C IBoasd of Directors

The other important part of this report is the sectioiHuman Resources and Health and

Safety. This information is included thereport because both aresftectthe quality of

services providd by the Asoca t i o n . BACI 6s e mptheqyabtyeof ar e e
services and supports provided to our <chil
important to know the training, twover ratesaccident rateandotherrelated workforce
indicators(information that tells us how our employees are dosaghatthe Association
cansupport the link between humeesources (the department that takes care of

employees) and the quality of servic€his information is also used to set goalsthe

Business Improvement Plan.

S
dr
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The Business Improvement Plan is revidvaad updated every three moniiysthe
Managementeam and Board of Diotors. The 200@Dutcomes Measurement Report
will update the goals achieved in the 20B8siness Improvememtan and list the
information abouhew recommendations for 2010

What is an OQutcomes Mpasurement Report?

- One way BACI can demonstrate how it meets the expectations of the
*—-""/ children and adults receiving sens@nd be accountable to other
S stakehol@rs like funders, is through an Outcomes Measurement Report.
. Anfoutcom® | s a n BAGIwants te lsmow what goals the
organization is meetingnd how.The Outcomes Report helps the Board
of Director s gseehatnkers tdchang@omoie datailed
information, please see the Outcomes Management Policy (6.1) in the BACI Policy

Manual atwww.gobaci.com

An Outcomes Measurement Report is also a requirement of an accredited organization.
BACI has been accredited by tGemmission on Accreditation of Rehabilitation
Facilities(CARF) from 20082011.

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

e Satisfactiori the stakeholders are happy with the sms they are receiving.

o Effectiveness the service is doing what it is supposed to do (e.g. support
personal growth, help people get jobs, make friends, etc)

e Efficiencyi using theresourcege.g. money, staff, equipment, etc) in the best
possible way

The Outcomes Measurement Report also gives i
human resources, health and safetiical incidents, complaints/concerasd the

A

achievement of g 8G@uticemesMetdsurementRep®@tl 6 s 200

The information collected is both qualitative and quantitative. Qualitative information
canbe written comments, opinions, and feedback that cannot be measured with a
number or rating. Quantitative informati@numbersor percentages (%) his
information isdirectly takerfrom thesurveys or reports.

BACI must report on at leashe outcome in each program area, dftenreports on
more than one outcome in many areas.


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

The data (informationwe collectis the main source of £ ..-“L:L; xx
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, Indist
Support Plan reviews, ejcThe Program Managers do reviews in the areas of personal
planning and health and safety. Trrstaff teams pulthe information together and the
Program Managercheck to make sure the informatiorré¢evant (important tothe
person)accurate (the right information fothatperson)current (up-to-datg, and
complete(all the information is therelhen the data can lamalyzed(looked at) in a
relevant anaredible (honest or reasonable) way.

The data analysis is whaevdo with the information we receiwd/e 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 wedwve to use good ways to review the surveys and other feedback tools.

Once the data is collect¢fbr example, through a surveyisputintoBACI 6 s I ntranet
system andalculatedadded up) througthe SharePoint computer software system. The

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

and is reviewed by th#lanagement TeanThe team look$or 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 havbiasesvhen we collectlataand try to find out what means.
This could lead us to read information differentdy make assumptiorisom the
perspective of a BACI employee, Board member, Btereader musalso understand
thatthere may banformation in this reponivhich may be not correcdiue to human error.

The gualitative information was summarizelly putting e informationnto categories
(this is calledficlustering) T to protect confidentiality and foutthe same ideas together.
We are looking for patterns or common ideas from many pedpé&information was
clustered into categories by a BACI emplogeel not by some@anoutside 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 efficiencyjor example, the
idealtarget would be 100%, wheBACI achieves each
outcomel00% of the time. We may not always be able to ¢
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@3&oeither meet or
exceed the percentages for satisfaction, effectiveness, and efficiency reached in 2008
(whichever is greater). Encomparison in data is reflected in this report in all program
areas.

What to Consider When Reading This Report?

This year, wavorked hard to make the report shorter and easier to underétend.
removed the @mmary sectionadded some new informaticemd changed some of the
graphs and tableBut the reports still long and may be hard to understand at times.

This report is not writtemompletely inplain languagehutthere aralefinitions of
complicated wordbrackeed in the body of the texit is our hope thapeople will get
help from their families, friends, or staff to read the re@®#ClI 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 rep@ése contadieslee
Madoreor Richard Faucher at 62097851 or email leslee.madore@gobaci.cam
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 atBACI 1 Demographics

Age Number of Individuals Receiving Service

0-5 yrs 472

6-18 yrs 91

1940 yrs 205

41-64 176

65 yrs and older 18
Unknown(AHA & Ed Centre) 101
TOTAL 1064

Gender Number of Individuals
(Does NotIncludeChi | dr en 6 s

Infant Development Program AHA &
Education Centre)

Female

192

Male

232

Cultural Heritage Number of Individuals
(Does Not Include Infant Development
Program, AHA & Education Centre))
First Nations 23
Chinese 75
Korean 8
Japanese 11
Vietnamese 1
African Canadian 8
Italian 20
Caucasian 329
South Asian 38
French 4
Portuglese 7
Filipino 9
Polish 1
Russian 1
Other 36
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Reporting 1 Services

Adult & Youth Services

The following services are provided in Adult & Youth
Services: Day Services, Outreach Services, Residenti§
Services, Youth Services, and Life Sharing.

Residential Services

This service is provided to individuals who requiret@ir support in their home
BACliscommi tted to providing the means for mak
who receive our residential services.

Youth Services

This service is offered to individuals under the age of 19 who are exploring
individualized option$ along with the support of their families or caregivénsboth
their day and living situations.

Community Day Programs

BACI offers a wide variety of Gamunity Day Programi community integration

activities & educationleisure/recreational activities afidding work. Good person
centerecpractices ensure that prograoheange to meet the interests and sesdhe

people attending them. This year, ooeds orecanomic inclusion has seen thestucturing

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 ofmetnral family.

BACI contracts with families (including single persons or couples) who teeested in
welcoming an individual into their home and assisting him or her to:

A develop and maintain a personal network of friends and family

A find and participate in meaningful activities

A obtain a genuine sense of belonging within the home and conynmumihich he
or she now lives.

10
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Outreach Services

Individuals may receive long or shddgrm 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 particigte in their communityThe hours of support per monthry

based on the needs and goals of each individual, but typically would not exceed 20 hours
per monthln addition to ondo-one supports, the Outreach department offers two

c | a s Simpte Stepda Good Hygiene" and "Simple Steps to Street Safety” and two
community kitchens as well as one for Integrated Family Setvices

In Adult & Youth Services, BACI measures satisfaction, effectiveness, and efficiency
through the Quality Assurance Indicataitse(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

11
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Satisfaction Reporti Adult & Youth Services

In order to measumgatisfactionwith service individuals we suppoind their family
members/friendgere asked to complete a satisfaction suriféne surveyguestions
coveredeach of th&Quality Assurancenidicators As well, surveys were given to
commurity professionals that collaborate in the services provided by BACI.

This year, weagainoffered tomeet with groups of families and individuals Day,
Residential, and Outreach Services to get feedbackdaeee (like a focus group).

Satisfaction with Servicei SurveysConductedwith 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.

Pleag sediSatisfaction Survey: Individuals We SuppatinBACIlI 6 s Adul t and Y.
Services Procedures Manual

217 surveyswere mailedbr givenout andl18were returned via a Beaddressed stamped
envelope fom 54% return ratea6% increaseover last yearThe following chart
describes how the individuals completed the survey:

Full Some None No Info

Assistance
Completing Survey

41% 36% 16% %

Of thoseindividuals who receivedssistancen completing the survey

e 52% of the individualseceived support from a family or friend to complete the
survey.

e 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).
Theindividual could respond to eachiestionwith: iy e s ( & antofi s(fnioetd )sat i sf i

or A u.Mkedolowingchartsand matching tablgzrovidea breakdown of the total
number of responses to each question of the survey in each category.

12
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Relationships

6% 2%
(1]

mYes

W Unsure

mNo

Satisfaction 2008 2009
with services Yes Unsure No A Approval
(. pproval Rating
In: Rating
Relationships 101 7 6 89% 89%
Community

3% 3%
(s

mYes
m Unsure
™ No
Satisfaction
. . 2008 2009
with s_erwces Yes Unsure No Approval Approval
n: Rating Rating
Community 109 3 4 81% 94%

13
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Home Life (A)

6% _1%

Wes

W Unsure

mNo

Satisfaction 2008 2009
with SIEI"VlceS Yes Unstre No Approval Approval
In: Rating Rating
Home Life (A) 108 7 1 89% 93%
Home Life (B)
6% 4%
uYes
B Unsure
M No
Satisfaction
: ; 2008 2009
with s.erwces Yes Unsure No Approval Approval
In: Rating Rating
Home Life (B) 96 7 4 n/a 90%

14
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Communication

W Yes
B Unsure

B No

Satisfaction 2008 2009
with S_EI"V|CeS Yes Unsure No Approval Approval
In: Rating Rating
Communication 104 9 3 83% 90%
Personal Growth and
Development (A)
3927
W Yes
B Unsure
mNo
Satisfaction 2008 2009
with services Yes Unsure No Approval Approval
in: Rating Rating
Personal
Growth and 107 3 5 86% 95%
Development
(A)

15
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Personal Growth and
Development (B)

M Yes

H Unsure
Mo
Satisfaction 2008 2009
with services Yes Unsure No Approval Approval
n: Rating Rating
Personal
Growth and 53 20 14 n/a 61%
Development
(B)
Health and Safety
W Yes
H Unsure
Mo
Satisfaction 2008 2009
with services Yes Unsure No Approval Approval
In: Rating Rating
Health and 111 2 1 91% 97%
Safety

16




Burnaby Association for Community InclusiorOutcomes Measurement Report 2009

Accessibility (A)

5%

W Yes

W Unsure

mNo

Satisfaction 2008 2009
with services Yes Unsure No Approval Approval
In: Rating Rating
Accessibility 84 10 5 89% 85%
(A)
Accessibility (B)
0%
2%
mes
B Unsure
HMo
Satisfaction
_ . 2008 2009
with S.el-’VICeS Yes Unsure No Approval Approval
In: Rating Rating
Acceﬁg;blllty 112 2 0 75% 98%

17
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Rights

Wes

W Unsure

mNo

Satisfaction 2008 2009
with services Yes Unsure No Approval Approval
In: Rating Rating
Rights 85 17 7 71% 78%
Staff and BACI (A)
3%
Wes
W Unsure
BN
Satisfaction
: : 2008 2009
with s.erwces Yes Unsure No Approval Approval
In: Rating Rating
Staff a(r;\c)l BACI 103 5 1 86% 94%

18
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Staff and BACI (B)

3%

W Yes

W Unsure

B No

Satisfaction 2008 2009
with services Yes Unsure No Approval Approval
In: Rating Rating
Staff and BACI 101 7 3 88% 91%
(B)
Staff and BACI (C)
W Yes
W Unsure
B No
Satisfaction
with services Yes Unsure No Apng%?/al Aszg%?/al
In: Rating Rating
Staff aércl:(;l BACI 94 10 10 84% 82%

19
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Staff and BACI (D)

0,
50, 6%

HYes

H Unsure

Satisfaction
: . 2008 2009
with services Yes Unsure No Approval Approval
In: Rating Rating
Staff a(r[l)(;l BACI 95 6 6 75% 89%

Interpretation of the Data

This year, the individuals we serve indicated a dramatic increase in satisfaction in many
areas of the Quality Assurankelicators includingCommunity, Personal Growth and
Development (A) and Accessibility (B)Ve are pleased to note tlirdlationshipsHome
Life, CommunicationandHealth & Safetyachieved consistewt slightly higheratings
thanlast year anthese categoriesntinue to be main focus at BACkL-especially
relationships and building natural supports for the individddisrewas a nmor

decrease in Accessibility (A), which is feelifigalued and supported with my culture and
religion of choicé. Wewill continueto provide training in crossultural awareness and
diversity, integrate cultural awareness into the personalrhe proess with
individuals,andtrack languages spoken by employees in an effort to match employees
andindividuals with similar ethna@ultural backgrounds. At the time of this reptigre
were81 different languages spoken at BACI!

Several areasnproved by more than 10%cluding Accessibility 8) 98% which is

fi 8meone is there to help me when | neédStaff and BACI (D) 89%whichis  yi M
staff/caregiver includes my family and | in decisions about mg; l@T®mmunity94%

and Personal Gvath and Development (A) 95%he results haveonfirmedthatwe are

on the right track. Last yeawe providedmoreprofessional development opportunities

for staff- related to supportedrploymenf B ACI 6s Qual i tyandAssurance
personcenteredhinking, planning and doing.

This past year, we introduced a new questiiote satisfaction survegskng people
aboutemploymentPer®nal Growth and Development (BlatesiBACI supports me if |

20
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want to find a paid job» This achieved an approvaiting of61%, much lower than our
target of 85%. Thiseflects the transitional stage@ir Day Servicesas wecontinueto
increaseour focus on employmenthis past year, many of the individuals in Day
Services, as part of their planning meeting, &&odcused discussion on employment
where their employmentlated experiences aedpectations were documentétie

know there have beemanychallenges in making the shift from recreatiosad leisure
activities to workrelatedinitiatives. As part of ow plan to supporthis focus the Day
Support Services Strategic Action Plan was credtedentifies9 actions to improve Day
Services optionsas well as employment outcomes for the people we serve.

Pleasese@ ReEnventi ng [Reajabléder BIACd O website at
www.gobaci.com

Personal planninfpr the individuals we serveontinues to be a key part foffilling

BACI 6s servi,aems amsdomies®ifomhe four prioritie
strategigplan While thesatisfaction rating remainsver 80% we are still working to

address thstrong feedback from the CARurvey, encouraging ut improve

satisaction with B ACIl 6 s per s o n a lindipduaswant moge cqntrobirc e s s .

their planningand support with ientifying therisks that go with making more

independent decisionshiswill continue to beddressedd hr o u g hBuSiness| 0 s
Improvemen®lan.

The other areave think there could be improvement is Rights. Although thereamas
increase in satisfaction to 78%, it still falls short of our targétis will continue to be an
areain whichthe Association supports individugs it is critical to them arttieir

ability to live seltdetermined lives.

Finally, BACI is paying speciattention to Accessibilityor further follow-up, despite

the significant improvement over last year. Our continued commitmentalk our

tal ko, was highlight ed iQurgbahferthacominggdar Acc e s s i
is to establish an Accessiiby Committee and implement an Accessibility Plan based on

the recommendations of the 2009 Accessibility Report

Please se8 A C IAi2069 Accessibility Repast availableon BACI 6 s website at
www.gobaci.com

Satisfaction with Servicei SurveysConductedwith Family Members

Satisfaction surveys wemailed or giverout to family members of individuals receiving
services in the following programs: Residential Services, Day Services, Life Sharing, and
Outreach 8rvices.

237 surveysweredistributedand86 were returned via a sedfddressed stamped envelope
for a 3% return rate.

Please seéSatisfaction Survey Adult & Youth Services (Family Membgnn the
Adult & Youth Services Procedures Manuavailableon BACI 6s I ntranet.

21
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20 surveys were also circulated to the families receiving services through the Integrated
Family Support Progran8 were returneéor a40% return rate.

Results from Family/Friend Survey

Satisfaction Very Satisfied Not 2008 Approval | 2009 Approval
Satisfied Satisfied Rate 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 93%
Community 46 36 2 95%
Personal Growth and 96% 0
Development 42 39 1 94%
Home Life 58 19 2 90% 91%
Support Staff 60 21 3 91% 94%
Planning 53 30 1 95% 97%
Person Centered o
Services 38 37 3 96%
94% 95%

Interpretation of the Data

The return rate is similar to the previogearand we & again pleased to see that
familiesfrom all programsontinue tdbe very satisfieavith the serviceand support
their ons and daughters are receiviB#\Cl is a familydriven organization, so to
achieve very high ratings of satisfactisra great achievement for the Association.

However, attention musiisobe given to the areas where we need to imprGamments

in the surveys providesbmestrong feedbacksome families sharetiat they are not
satisfied with the length of time itiatk i n g
agenda in our Day ServiceSeveral families fé that their sons and daughters spend too

much timeil w a i

ti

ng

ar o u naddinot énough emgloymédnteoptidna gre
provided.Two family membes indicated tlat no progress is being made toads goals or

t o

moyv e

t owar ds

the goals are owdf-date.Familiesalsocommented that they would like more
communication and updates from BA@Epecially around Day Program activities
Comments were also made about the need to providewealeend options to
individuals. Severaldmilies expressed concern about food choices at BACI events and
the need to encouragealthiereating The majority offamilies thanked BACI fothe

attentive and committed support staff who help to provide a bfeddr their sons and

an

daughtersandseverakuggestdthere banore staff appreciation, awards and recognition

events.

22
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Familiesin thelntegrated Family SuppoftFS) Program with the support of the Family
Support Team and Douglas College studensesjalso completed the survelhis year,

a Satisfaction Survey Luncheon was helersonahelp was given, and families were
made to feel more comfortable about céetipg the survey. The familie®mmunicated
they are satisfied with the IFS servicakhough they often find it challenging that there
is only one workefor so many familiesOne piece of fedback given during the
luncheorwas that the mom's would liken opportunity to get togethtr chat, exchange
tips and informationand learn newhings. 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 usedditional support strategies to get the families to
complete the survey because the infation is very valuable to the Family Support
Team.

Last year, sithdr recommendation, wavited families to participate in focus grolige

interviewst o tal k about whatdéds working and not wo
and day supportsThis yea 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 memberattendedl Giventhe small number of people participating,

information shared asnot analyzed for this report. A recommendation for next year will

be tooffer moreopportunitiesmeetings and forunfer families to provide feedback.

Satisfaction with Servicei Surveys Conducted with Professionals

Satisfactiorsurveys were sent fwofessionalsvho collaborate with BACtlepartments

in service delivery, includingResidential Services, Day Services, Life Sharing, Outreach
Services and Chil drends SerCommumdtgCareExt er nal p
Licensing,Community Living BG mengl health, behavioural suppphtealth

professionals, andtherservice providers.

Of 56 surveysmailed,7 were returned for a 13% response rate. While low, tlas is
significant improvement over previous years when no surveys were returned. Ttse resu
are noteworthyBACI achieved ®8% approvalrating amongsthe professionalsvith

which wework.

Surveys were also sent to Professionals with the Infant Development Program, and the
results are discussed later in this report.

Please seé@ServiceSatisfaction Survey Professional Supports/Consultastd, in the

Adult & Youth Services Procedures Manua,v ai | abl e on BACI 6s websi
www.gobaci.com

23

































































































































