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Introductory Message 

This report represents our 7th Annual Outcomes Management Report which summarizes our 
efforts in continually improving our services to meet the needs of the individuals we support.  
The Performance Improvement process includes us continually asking for feedback from all of 
our stakeholders:  The individuals we support, their families and support networks, staff, 
community partners and our funders.  We take this input, evaluate it, set goals for 
improvement, and then evaluate how we are doing in meeting those goals.  Each year, we 
then start the process again, by asking for input from our stakeholders. The process is 
summarized in the chart below: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

Because the individuals we support, families, staff and other stakeholders take the time to give 
us their feedback, we can put together our year end reports, see how well we have done and 
set goals for improvement. We would like to sincerely thank each and every person that has 
taken the time to give us feedback. 
 
Performance improvement efforts should always work towards achieving our mission (which 
was revised in 2010): 

ά{ǳǇǇƻǊǘƛƴƎ ŀŘǳƭǘǎ ǿƛth developmental disabilities to achieve full and meaningful lives 
ƛƴ ƻǳǊ ŎƻƳƳǳƴƛǘȅ ōȅ ǇǊƻǾƛŘƛƴƎ ǊŜǎƻǳǊŎŜǎ ǘƻ ƛƴŘƛǾƛŘǳŀƭǎ ŀƴŘ ŦŀƳƛƭƛŜǎΦέ 

 
As you read through our plan, you will see that for each program area, we will measure goals 
based on Effectiveness, Efficiency, Access and Satisfaction.  The following defines what we 
mean by these terms: 

Receive Input 

Evaluate 
Input and 
measure if 

we met 
previously set 

goals 

Set new goals 
for 

improvment 

Implement 
process to 
improve 
services 

Survey all 
stakeholders 
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Effectiveness: A measure that looks at the direct impact of our services ƻƴ ǇŜǊǎƻƴΩǎ 
served 

Efficiency: A measure that looks at how well we do with the resources we are 
provided (funds, staffing, time, etc.) 

Service Access: A measure that looks at barriers that exist in accessing our services or 
moving through our service system. 

Satisfaction: A measure that reflects how satisfied people are with our services.    
Business Function: A measure that looks at some of the administrative aspects of the 

agency 
 
** LǘΩǎ ƛƳǇƻǊǘŀƴǘ ǘƻ ƴƻǘŜ ǘƘŀǘ ŀƭƭ ŦƛƎǳǊŜǎ in this report are accumulated and documented for the 
fiscal year April 1st, 2010 to March 31st, 2011 
 

Understanding this Report 
 

 
 

It is the goal of the FSJACL that everyone can access and understand this report.    
 
 

This report is like a report card.  It says what we do and how we do it.  
It tells what we think we do well and what we want to do better. 

 
 
 
 

 
 

If this report is hard to understand 

¶ If you are having trouble understanding or reading what 
is in this report, ask a friend, support worker or family 
member for help in reading this report.  
 

¶ Or call our office for assistance, our phone number is  
(250) 787-9262.   
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We are an Accredited Agency 
 
In August of 2008, the Fort St. John Association for Community Living attained a 2nd, 3 year 
accreditation from the Commission on Accreditation of Rehabilitation Facilities (CARF).   As this 
accreditation term will expire in 2011, we will be re-surveyed in August of this year. 
 
CARF-accredited programs and services have demonstrated that they substantially meet 
internationally recognized standards. CARF accreditation means that an organization has made 
a commitment to continually enhance the quality of its services and programs and its focus on 
the satisfaction of the persons served.  
 
What is accreditation?  
Accreditation is a process that demonstrates a provider has met standards for the quality of its 
services. CARF* establishes these standards to guide providers in offering their services. CARF 
also uses the standards to evaluate how well a provider is serving people and how it can 
improve.  
 
What is a CARF survey? 
As a step toward accreditation, a provider invites CARF to send a team of professionals, called 
surveyors, to visit its site and evaluate its services for quality. The surveyors consult with staff 
members and interview people who use the provider's services. Based on the surveyors' 
review, the provider may be awarded CARF accreditation for one or three years. In some 
cases, the provider may need to improve its services before it can become accredited.  
 
*What is CARF? 
CARF is an international, not-for-profit organization that accredits human services providers. 
Founded in 1966 as the Commission on Accreditation for Rehabilitation Facilities, the 
accrediting body is now known as CARF. 
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Strategic Plan 

Our original Strategic Plan was developed in April 2005 and then reviewed in May 2007. The 
Board and Leadership Team, assisted by Paula Schmidt of Strategic Dynamics, set a new 
Strategic Plan in a four day Strategic Planning session in November 2010 with new goals and 
objectives. 
 
A new Mission Statement was developed: 
 
 
 
 
 

 

Strategic Goals 
 
Below we have noted the new strategic goals that were developed during our planning 
session, which will help us achieve our mission. Objectives further clarify how we plan to reach 
that goal.  Progress is as of March 31, 2011.  
 
Goal #1 

Foster a work environment that recognizes the value of empowering 
individuals with developmental disabilities to reach their goals.  

 
 
Strategic Objective 1.1: 
Develop key messages based on the Credo for Support and embed in all training and written 
documentation. 
 
Progress: 

 Before each staff meeting, the Credo for Support is viewed όǿŜ ǾƛŜǿ ǘƘŜ άtŜƻǇƭŜΩǎ 
FƛǊǎǘ ±ŜǊǎƛƻƴέ ŀǾŀƛƭŀōƭŜ ƻƴ ¸ƻǳ ¢ube). 

 As we review and update materials within our agency; the ideals presented in the 
Credo of Support are reflected.  

 Our website has been updated to reflect the Credo for Support 
 Board meetings are started with the Credo for Support 

 
 

Ȱ3ÕÐÐÏÒÔÉÎÇ ÁÄÕÌÔÓ ×ÉÔÈ ÄÅÖÅÌÏÐÍÅÎÔÁÌ ÄÉÓÁÂÉÌÉÔÉÅÓ ÔÏ 
achieve full and meaningful lives in our community by 

providing resources to individuals and familiesȢȱ 
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Strategic Objective 1.2: 
Modify employee recruitment tools to include information that articulates the benefits of 
being FSJACL staff. 
 
Progress: 

 Wording in advertisement postings has changed to reflect the Credo for Support. 
 We have changed all publications to reflect the value of empowering individuals. 
 One of our greatest recruitment tools is our staff; our staff training promotes ethics, 
equality, the Credo for Support, Community Inclusion, and our Mission Statement- 
what the FSJACL is all about. 

 

Goal #2 
Create an organizational culture that respects the choices of  

individuals with developmental disabilities and offers flexibility. 
 

 
Strategic Objective 2.1: 
Create team charters based on the Credo for Support that build trust, commitment and 
accountability. 
 
Progress: 

 Each program developed a team charter specific for that program. 
 We are in the process of implementing charters into a poster format to display at 
each program. 

 During each program staff meeting, charters are reviewed and discussed. 
 
Strategic Objective 2.2: 
Create and implement a plan to increase the number of approved Home Share providers. 
Include recruitment, networking, promotional and educational resources and strategies. 
 
Progress: 

 Advertising is done regularly in daily newspaper to recruit home share providers. 
 All leadership and staff are networking to recruit people interested in providing this 
type of support.  

 We have included Home Share information in documents and publications. 
 Home Share information is included on our website 

 
Strategic Objective 2.3: 
Develop a training program for approved Home Share providers. 
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Progress: 

 We have developed a complete Home Share informational manual 
 
 

Strategic Objective 2.4: 
Prepare for alternative residential opportunities. 
 
Progress: 

 In the process of information gathering 
 
Strategic Objective 2.5:  
Improve the Person-Centered Plan process. 
 
Progress: 

 A new Person Centered Planning Booklet has been created. 
 A Person Centered Planning Template has been created. 
 Created Person Centered Planning policy 
 Person Centered Planning process is included in Orientation  for new employees 
 

 
Goal #3 

Support individuals in acquiring and maintaining meaningful employment. 
 

 
Strategic Objective 3.1: 
Create and implement a plan to increase successful employment opportunities for individuals. 
Include networking, promotional, and educational resources and strategies. 
 
Progress: 

 Job coach attends staff meetings to discuss and share information about 
employment with other programs 

 The FSJACL helped to host an Employment Workshop to educate employers and 
community members. 

 We have offered modified courses in Food Safe and First Aid to individuals seeking 
employment 

 We have offered on-line job coach training to support staff 
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Satisfaction Surveys 

Satisfaction Surveys - Persons Served 
 
Survey Method:   We surveyed persons served in January and February of this year.  This was 

done in person by our Special Projects Coordinator to ensure that all 
individuals could give their input. Each person was asked questions from a 
survey; all consumers were asked the same questions.  The on-line survey 
was available to those individuals who chose that format.  

 

By surveying individuals in person, we feel that we got a more realistic 
picture of participant satisfaction and even though the results show less 
satisfaction than last year, we have more information to work with.  We will 
continue to manage the survey process as we did last year to get more 
feedback. 

 

As recommendŜŘ ŀŦǘŜǊ ƭŀǎǘ ȅŜŀǊΩǎ ǎǳǊǾŜȅ: 
 A Ψƴƻǘ ŀǇǇƭƛŎŀōƭŜΩ ŎŀǘŜƎƻǊȅ was added to the survey to help ensure more 

accurate and realistic results.  
 Staff were canvassed in advance for their input into each individualΩs 

survey, to receive more objective results where individuals had difficulty 
communicating their input.  

 As recommended from last year, we separated the surveys into program 

areas:  Day Programs, Residential, Employment and Home Share. 
 

Response Rate:     Of 39 participants who were to be surveyed; 34 participants completed the 
survey.  The participants that were not surveyed were either no longer 
attending the program or rarely at the program, and one was not able to be 
contacted. The survey response rate for persons served is 87 %, which is a 
10% increase from last year.   

 

Response Distribution:   
Indicator Applied To 

(Target 
Group) 

Time of 
Measure 

Data 
Source 

Obtained 
By 

Goal 
(Target or 
Benchmark) 

Actual  
Results 

Overall 
increased 
consumer 

All 
individuals 
receiving 

April 1/2010 
to March 
31/2011 

Surveys Special 
Projects 
Coordinator 

Average of at 
least 95% 
satisfaction 

84% 
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satisfaction supports in all areas 

 

Questions asked on Participants Program Satisfaction Survey  
 

Question Yes no NA 

Do you like the services you get from the program? 85% 15%  

Is information about the FSJACL easily available and 
understandable? 

24% 76%  

Are you involved in decision making of services you 
receive? 

79% 12% 9% 

Are you happy with the things you do at the 
FSJACL? 

91% 9%  

Do you feel you have a choice in activities? 94%  6% 

Are you given opportunities to be involved and 
included in community? 

100%   

Are you given opportunities to make friends and 
have a social life? 

94% 3% 3% 

Are you given opportunities to learn and practice 
skills? 

82% 6% 12% 

Are you treated as an equal? 100%   

Are your right, beliefs and choices respected? 91% 6% 3% 

Do you have enough volunteer work? 59% 21% 21% 

Do you have enough paid work? 50% 26% 24% 

If you work, do you like your job? 65% 3% 32% 

Do you like the staff who support you? 94% 6%  

Do staff listen ǘƻ ǿƘŀǘ ȅƻǳ ǿŀƴǘ ŀƴŘ ŘƻƴΩǘ ǿŀƴǘΚ 94% 6%  

Do you feel comfortable in approaching FSJACL 
supervisors? 

91% 6% 3% 

If you live in a FSJACL home, does it feel like home? 41% 15% 44% 

If you live in a FSJACL home, do you feel 
comfortable inviting your friends and family over to 
visit you there? 

44% 9% 47% 

If you live in a FSJACL home, do you like your 
roommate? 

44% 9% 47% 

Do you have friends and family involved in your 
life? 

91% 6% 3% 

Are you getting all the services you need or want 
from us? 

82% 15% 3% 

Are you familiar with you Person Centered Plan? 44% 38% 18% 

Are you having a chance to work on your goals from 
your Peron Centered Plan? 

53% 24% 24% 
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Previous Recommendations Actions 

The FSJACL will focus our efforts on ensuring 

that people have access to employment. This 

will be through the Residential and Day 

Programs as well as the Supported 

Employment Program.  

 

Lƴ ƭŀǎǘ ȅŜŀǊΩǎ ǎǳǊǾŜȅΣ ŀƴ ŀǊŜŀ ƻŦ ƛƳǇǊƻǾŜƳŜƴǘ ǿŀǎ ΨǇŀƛŘ 

ŜƳǇƭƻȅƳŜƴǘΩ ǿƛǘƘ ту҈ ǿŀƴǘƛƴƎ ƳƻǊŜ ŜƳǇƭƻȅƳŜƴǘΦ  ¢Ƙe 

FSJACL has focused more effort in this area and this year, 

83% of individuals served that wanted work, now have paid 

employment. 87% of participants surveyed said they have 

enough work. 

 

The FSJACL will ensure that people have choices 
in the services they receive. This needs to be 
communicated more to people receiving supports 
and reinforced during their Person Centered 
Planning Meetings. When communicated, we 
need to be specific about the services they could 
receive, such as skill building, employment or 
volunteering.  
 

The Person Centered Planning Process has been communicated 
better to staff; as well as added into our Self Advocate and Family 
Handbook.  All Services available are also included in this 
handbook.  In addition, a template and checklist has been created 
to ensure that all aspects of the planning process are covered 
during the Person Centered Planning Process.   

People receiving services were unclear about 

the Person Centered Planning Process and 

questioned whether they were involved as 

much as they could be. This is an area that 

the FSJACL will continue to work on and 

make clear to individuals that they are the 

main contributor to their plan and that we 

are just the facilitator in the planning 

process. This needs to be communicated to 

staff as well to ensure everyone understands 

the process.  

 

As above, the Person Centered Planning Process has been 

communicated through a Person Centered Planning 

Handbook; template and checklist.  In addition, information 

about Person Centered Planning is included in the Self 

Advocate and Family Handbook and the process is explained 

as individuals are assisted in creating or reviewing their 

plans.  

To ensure that individuals are able to give 

feedback regarding the staff they work with.   

Individuals being served are now surveyed for their input on 

their support staff, during employee evaluations.   

 
Exit from Services: 
We had a total of 5 people who exited services last year: 

 We had two individuals who exited from services last year to receive services from one 
of our other programs.   

o One went into our home share program, from one of our residential programs.   
o The other went into a residential program, from our home share program.    

 We had two individuals who were accessing our respite program who no longer access it 
as they are able to receive respite in their own community (they were from Dawson 
Creek).  
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 There was one individual who left our day program, for a different day program in the 
community.  This was due to a vacancy at the other program where they could support 
this person, without additional funding.    

 
Recommendations for the next year:    

 We will ensure that each person has their own copy of their PCP.  Staff will ensure 
PCPΩǎ ŀǊŜ ǊŜǾƛŜǿŜŘ quarterly with individuals.  

 We will continue to work on and make clear to individuals that they are the main 
contributor to their plan and that we are just the facilitator in the planning process.   
This needs to be communicated to staff as well to ensure everyone understands the 
process.   

 Lƴ ŀŘŘƛǘƛƻƴΣ ƛǘ ǿŀǎ ƛŘŜƴǘƛŦƛŜŘ ǘƘŀǘ ƛƴŘƛǾƛŘǳŀƭǎ ŘƻƴΩǘ ŦŜŜƭ ǘƘŀǘ ƛƴŦƻǊƳŀǘion is easily 
accessed by them.  We will include other options for individuals to access 
information such as audio option on our website and videos, where possible.  
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Satisfaction Surveys ɀFamily and Caregivers  
 
 
Survey Method: For this report, we took the following steps to receive input from our 

families and caregivers: 
 Started to phone family/caregivers but time did not allow so 
survey was either e-mailed with letter or letter mailed if no e-mail 
contact. 

 Follow up phone calls and e-mails were sent  
 

As recommendŜŘ ŀŦǘŜǊ ƭŀǎǘ ȅŜŀǊΩǎ ǎǳǊǾŜȅ: 
 We reviewed all survey questions to determine their relevance and 

looked at ways to better ask questions.  Surveys were changed 

accordingly. 

 
Response Rate: 8 surveys were completed out of 31 that were sent out ς a 26% response 

rate.  This was a huge decrease from 2009/2010 which was a 45% response 
rate.  Feedback from parents is that ǘƘŜȅ ŀǊŜ ŜƛǘƘŜǊ ǘƻƻ ōǳǎȅ ƻǊ ŘƻƴΩǘ ŦŜŜƭ 
surveys are very effective. 

 
Indicator Applied To 

(Target Group) 
Time of 
Measure 

Data Source Obtained By Goal 
(Target or 
Benchmark) 

Actual  
Results 

Increased 
satisfaction of 
Families and 
caregivers 

All families, 
caregivers and 
advocates of 
the people we 
serve 

April 1/10 ς 
March 31/11 

Surveys (Share 
Vision) 

Special 
Projects 
Coordinator 

All questions 
receive an 
overall average 
of 80% 
satisfaction 

100% 

 
We received a satisfaction rate of 100% on all satisfaction related questions, which means we 
well exceeded our target.  The surveys had an άb!έ ƻǇǘƛƻƴ ǘƻ ŀƭƭ ǉǳŜǎǘƛƻƴǎΣ ǿƘƛŎƘ ŀŦŦŜŎǘŜŘ ƻǳǊ 
data.  For every question where άb!έ was selected, we took that person out of the calculation 
as to not affect the integrity of ǘƘŜ ŘŀǘŀΦ  CƻǊ ŜȄŀƳǇƭŜΣ ƛŦ у ǇŜƻǇƭŜ ŎƘƻǎŜ άȅŜǎέΣ ŀƴŘ м ǇŜǊǎƻƴ 
ŎƘƻǎŜ άƴƻέ ŀƴŘ ƻƴŜ ǇŜǊǎƻƴ ŎƘƻǎŜ άb!έΣ ǿŜ ŜƭƛƳƛƴŀǘŜŘ ǘƘŜ άb!έ ǿƘƛŎƘ ǊŜǎǳƭǘŜŘ ƛƴ ŀ ǊŜǎǇƻƴǎŜ 
rate of 9 people which we used to calculate the average. 
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ϝϝbƻǘŜΥ  CŀƳƛƭȅ ŀƴŘ ά/ŀǊŜƎƛǾŜǊέ ǊŜŦŜǊǎ ǘo caregivers who are not FSJACL staff.   

Questions  yes No NA 

Is the program accessible and conveniently located? 100%   

Is information about the FSJACL readily available and 
understandable? 

100%   

Does the FSJACL provide ongoing and updated 
information? 

100%   

Is the FSJACL proactive in our community? 100%   

Does the FSJACL provide timely and quality service? 100%   

Is the person you care for involved in decision making 
regarding their services? 

100%   

Is the person you care for given opportunities to be 
involved and included in community? 

100%   

Is the person you care for given opportunities to make 
friends and have a social life? 

100%   

Is the person you care for given opportunities to learn 
and practice skills? 

100%   

Is the person you care for given opportunities to learn 
new skills? 

88%  12% 

Is the person you care for receiving Person Centered 
Support (rights, beliefs, and choices respected)? 

100%   

Is the person you care for receiving enough volunteer 
work? 

88%  12% 

Is the person you care for receiving enough paid work? 75%  25% 

Do you feel the FSJACL is advocating for the rights of the 
individuals they serve? 

100%   

Do you feel comfortable in approaching the FSJACL 
staff? 

100%   

Do you feel comfortable in approaching FSJACL 
supervisors? 

100%   

Do you feel comfortable in approaching the FSJACL 
Executive Director? 

100%   

Do you feel your concerns are addressed in a timely 
manner? 

100%   

  




