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Welcome to the
Richmond Society for Community Living!
We are a community living organization, known as “RSCL”. We serve and support individuals with
diverse abilities and their families across the lifespan. Whether you or a family member are going to be
attending or already attend one of RSCL programs, have a newborn with delays or have a middle-aged
family member and are finding it harder to care for them at home, we welcome you. We are here to
share some of your journey, and to support you and your family members as you grow, learn, struggle,
and laugh together.
You will meet many others on your journey - friends, staff, volunteers, other families and their sons and
daughters – and we hope you will join and contribute to the community network that is RSCL.
This handbook is intended to let you know what we are all about, and what you can expect from us. It
has general information that applies across our organization and also includes more specific program
details in Part Two. It explains who we are, how we began, what we do, and what we believe. It outlines
our policies in areas such as privacy, rights and responsibilities, advocacy, health and safety and service
quality. We believe that by giving you the information you need; you will be better informed to make
good decisions and informed choices.
We encourage you to read this handbook and keep a copy on hand to refer to later.

3

Contents
Who We Are ....................................................................................................... 6
Our Vision and Mission and Values........................................................................................................... 6
How We Began .......................................................................................................................................... 8
Our Board of Directors .............................................................................................................................. 9
Our Staff and Volunteers .......................................................................................................................... 9

What We Do ..................................................................................................... 11
Community Inclusion .............................................................................................................................. 11
Advocacy ................................................................................................................................................. 11
Supporting Self Advocacy........................................................................................................................ 11
Planning................................................................................................................................................... 12
Programs, Supports and Services............................................................................................................ 14
Services for Children, Youth and Families........................................................................................... 14
Services for Adults............................................................................................................................... 14

Rights, Risks, and Responsibilities ..................................................................... 15
Rights....................................................................................................................................................... 15
Statement of Rights for Children and Youth ........................................................................................... 16
Statement of Rights for Adults ................................................................................................................ 17
Risks and Responsibilities........................................................................................................................ 18
Supporting people who may have behaviours that challenge us. .......................................................... 18

Service Quality .................................................................................................. 19
Listening to the People We Support ....................................................................................................... 19
Focusing on Results ................................................................................................................................. 19
Standards, Regulations and Monitoring ................................................................................................. 20

Privacy and Confidentiality ............................................................................... 20
Personal Information .............................................................................................................................. 21
Consent ................................................................................................................................................... 21

Health, Safety & Well-being .............................................................................. 22
Emergency Preparedness........................................................................................................................ 22
Medication .............................................................................................................................................. 22
Standard Precautions .............................................................................................................................. 22
First Aid ................................................................................................................................................... 22
External Monitoring ................................................................................................................................ 22
Planning................................................................................................................................................... 22
Reporting of Abuse ................................................................................................................................. 22
Listening to You ....................................................................................................................................... 23

Your Relationship with RSCL ............................................................................. 23
Getting Involved ...................................................................................................................................... 23
On-going Communications...................................................................................................................... 24
Expectations ............................................................................................................................................ 24
Problem Solving ...................................................................................................................................... 25

Resources ......................................................................................................... 25

4

Adult Respite .................................................................................................... 27
What We Do in Adult Respite ................................................................................................................. 27
Our Staff .................................................................................................................................................. 27
Entering Adult Respite ............................................................................................................................ 27
Family Checklist....................................................................................................................................... 28
Family Involvement ................................................................................................................................. 28
Getting Around in the Community.......................................................................................................... 28
Health & Safety ....................................................................................................................................... 29
Our Fees .................................................................................................................................................. 29
Individual’s Records ................................................................................................................................ 30
Keeping in Touch ..................................................................................................................................... 30
Leaving Adult Respite .............................................................................................................................. 31

5

Who We Are
RSCL is a non-profit society governed by the B.C. Societies Act.
We provide community-based programs, supports and services for
individuals with diverse abilities and their families. We assist them
to participate and contribute fully and to be recognized and
accepted as valued members in our community.
The individuals we support are of all ages and have a wide range of
abilities and circumstances. Some individuals live at home with
their families and some live-in homes as part of our Supported
Living services. Some people have serious health care needs or
other challenges as well.
We offer a range of resources and supports designed specifically to
address the needs of individuals and families. We know that if
families are well supported, then individual members within those
families will also be well supported. We believe that all individuals
have a right to participate and be accepted in their community. It is our job to help make that a reality.
Our Society membership is made up of the individuals and families we support and other people who
share our vision of an inclusive community. We have a Constitution and By-laws that set out our
purpose and the legal rules about how we govern ourselves, including our Board of Directors elections,
annual general meetings and financial reporting.
Most of our programs are funded by the provincial government. We also receive funding from fees,
donations and fundraising activities. In addition to providing funding, the government ministries have
their own policies which we adhere to and they are responsible for determining eligibility and managing
waitlists for many of the supports and services we deliver. We will discuss with you the length of time
you may need to wait to receive support during the intake process.
Our Mission, Vision and Values guide our programs, activities and decisions. They are the touchstones
that remind us every day of why we do what we do.

Our Vision and Mission and Values
Richmond is a community where there is full inclusion of people with disabilities; there is continuity of
programs and services for individuals; there is support from birth throughout all life stages and where
individuals are part of a family support network. It is a community where we work collaboratively and in
partnership with everyone connected to the individual and celebrate the gifts and talents each of us
brings to our community.
Richmond Society for Community Living (RSCL) provides innovative services that respond to the
changing needs of individuals living with a developmental disability, and their families, over the course
of their lives. We celebrate the unique gifts of the people we serve and support their inclusion as valued
members in the community. We are leaders, partners and advocates with reach beyond Richmond.
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RSCL is dedicated to…
• Seeing beyond disability to ability;
• Providing programs and services that are nurturing, and encouraging personal growth, choice
and decision making;
• Informing, educating, involving and motivating others to understand and support the rights of
people with disabilities to live, work and belong in our community;
• Recognizing that individuals and their families are key; and
• Fostering and facilitating innovative ideas.
Our vision is a welcoming and connected community where everyone belongs. Each person is confident
sharing their gifts and contributions; living rich and fulfilled lives.
Our Service Values are:
•
•
•
•
•
•
•
•
•
•

Rights – promotes and supports the rights of people with disabilities to full and equal citizenship.
Person centered – recognizing the diversity, gifts and contribution of each person in developing
unique plans and personal support.
Choice – discovering and skillfully enabling people’s preferences, hopes and dreams, interests and
decisions that define their life in small and big ways.
Growth and Development – identifying and supporting the development of skills, abilities,
competencies and talents of each person continually.
Commitment to Community – Working with communities for our mutual benefit so as to increase
the capacity to welcome and include all people.
Family Centered – Recognizing, enabling, and strengthening the significance and importance of the
family role.
Inclusion – enabling people to participate and belong in all aspects of community including social,
economic, spiritual, and recreational life.
Meaningful Relationships – welcoming and facilitating the personal involvement of a growing
number of family members, friends and others in a person’s life.
Lifelong Support – assisting people and families through the natural
lifecycle.
Advocacy – promoting and protecting the rights and interests of
people and families.

Our Organizational Values are:
•
•
•
•

•
•

Mutual Trust – confidence in the reliability of people and systems.
Openness – freedom to express opinions and ideas within working
relationships without fear of reprisal.
Fairness – people are treated equitably.
Respect – the value, worth & dignity of all is upheld by listening to
and recognizing each other’s contribution and opinions with careful
consideration.
Responsiveness – proactive, timely and appropriate reactions to
situations.
Continuous learning – opportunities are provided to improve oneself to better one’s own work and
the work and outcomes of the team
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We are committed to supporting you and your family to live the life you want – to participate in our
programs and in the Richmond community to the fullest extent possible.
Our philosophical approach includes:
Person and Family – Centered Practice
Our staff, contracted caregivers and volunteers all understand that we are here to help and offer
support, but that it is YOUR life. Everything we do is respectful of the rights of individuals we support
and families to make your own decisions and choices, even when that means taking risks, changing your
mind or making mistakes. We see ourselves as partners, facilitators and resource people.
Planning
Where applicable, we develop or help develop personal plans for individuals we support. This could be a
care plan to help a staff or care provider know how to care for you or your family member, or a person
centred plan setting out an individual’s goals. We expect and support the individuals and families who
use our services to participate in the planning process.
Supporting Families
We understand that we support individuals as members of families, and that families usually know them
best. Families include an individual’s immediate family, extended family and/or personal support
network. Families often need different levels of support through all the ages and stages of the lives of
their family members. We are committed to helping you connect with other families, and to making
sure you have the information, resources and support you need. If we are not able to provide the
supports you need, we will refer you to other organizations who will be able to help.
Celebrating Diversity
The Richmond community is diverse, where people come from many different cultures, races, religions,
ethnic backgrounds and places of origin, reflecting the full range of physical and intellectual abilities,
sexual orientation and economic, social and psychological realities. We welcome and value this diversity.
Some of the ways we do this are by including the perspectives of many people in our decision-making;
hiring staff who reflect the diversity of the community; training staff, caregivers and volunteers in
culturally competent service delivery; translating some of our materials into other languages; creating
an organization that is free of discrimination and harassment; and ensuring equitable access to our
services for all.

How We Began
RSCL’s history is similar to many community living organizations in B.C., having grown from the desire of
parents to have services for their family members with developmental disabilities provided in their
home community. In the early 1980’s, a group of parents from Richmond who shared this vision, formed
the Richmond Society for Special People. The organization began with providing after-school care for
children and youth with special needs. We gradually expanded our services over the years and joined
the BC Association for Community Living (BCACL) as a federation member in 1988. (BCACL is now known
as Inclusion BC).
RSCL has been shaped by a number of significant events since our founding. In British Columbia, we
have closed large institutions for people with developmental disabilities and developed a full range of
options to welcome and support individuals in the community. Supports and services have become
more individualized and we are able to offer greater choice and more flexibility than ever before.
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Along with providing community-based residential and daytime, we also serve as an advocate for
individuals with developmental disabilities and their families in the Richmond community. The founding
philosophy of providing supports for individuals and their families in their home community continues to
be a driving force in the organization today.
We continue to have a proactive outlook, respond to the needs and desires of individuals and families as
they emerge, and develop quality supports and services using evidence based best practices.

Our Board of Directors
Our volunteer Board of Directors is elected by the Society membership at the annual general meeting.
The Board has a President, Vice-President, Secretary and Treasurer and eight other Directors. The
Board’s job is to safeguard the vision, mission and values of RSCL and provide strategic direction for our
operations and activities. The Board has committees to help it do its job, including the Executive,
Finance, and Inclusive Education. The Board is accountable to the Society membership and reports at
each annual general meeting.

Our Staff and Volunteers
The Board delegates the day-to-day management of RSCL to our Executive Director and provides them
with the policy direction and resources to do the job. The Executive Director is responsible for hiring the
staff; managing the budget; administering the programs; managing relationships with employees,
individuals supported by the organization, families, funding agencies and other stakeholders; developing
operational policy; and is accountable to the Board.
The staff report to the Executive Director and are responsible for the operation of our programs and
services. They are the faces you’ll see on a regular basis. Many of them are represented by the Canadian
Union of Public Employees (CUPE). They are assisted by our volunteers. Supports in some programs are
provided by contracted caregivers.
All of our staff and volunteers in our programs follow a Code of Ethics. This means that you can expect
to be treated with respect, dignity, courtesy and fairness and that our stated policies and expectations
are followed.
Here is a chart that shows how we are organized:
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What We Do
Community Inclusion
We believe strongly that individuals with developmental disabilities
have a right to belong to, participate in and contribute to their
community. At RSCL, one of our main goals is to help make this
happen, and to support individuals and their families or support
networks in the process. Promoting and facilitating community
inclusion is part of the regular activities in all our programs and is a
focus of our person centred planning process. Our staff and
contracted caregivers plan and tailor these activities to individual
interests, with the intent of facilitating opportunities for everyone
to make contributions, as well as to participate in meaningful
community life.

Advocacy
Advocacy means speaking up and defending the rights of people, or a particular cause or policy. RSCL is
committed to working with, and on behalf of, you and your family to have a good life and participate
fully in our community. This can mean anything from accompanying you to meetings with other
agencies such as schools, to helping you navigate various community supports (e.g. Health Care System),
to assisting with access to resources or decision-makers. We work with you to improve access to quality
supports and services and influence change. We believe advocacy is one of the most important things
we do.
There is also an important role for families to play in supporting the development of self-advocacy skills.
We assist you to develop your own advocacy skills as well as to support your family members to develop
these skills for themselves.
In addition, we actively promote public education and awareness opportunities for families and the
broader community, including RSCL’s Community Living month activities in October. This helps raise
awareness about the work that we do. The various events and activities provide opportunities for
individuals, families and friends to become stronger, more informed advocates themselves.
At a provincial level, Inclusion BC provides advocacy for individuals and families and on behalf of
member agencies such as RSCL and supports networking for self-advocacy groups. This can also include
organizing conferences and training, providing information and resources, and coordinating lobbying
and public awareness campaigns.

Supporting Self Advocacy
Self-advocacy means speaking up for yourself and your rights.
The self-advocacy movement involves individuals with developmental disabilities from all over the world
speaking up and providing leadership on issues that affect their lives. They promote the principle of selfdetermination – an individual’s right to control their own life and make their own decisions.

11

Self-advocates have been instrumental in many important changes in
BC including: the move from institutions to community living; changing
the way we talk about and describe individuals with disabilities;
developing information and resources in plain language; and, having
input into the types of supports and services that are available.
There are self-advocacy groups that meet all over BC, including here at
RSCL. The group brings individuals together to share ideas and support,
to organize training and speaking events, to lobby for change and to
have fun and make new friends. We encourage youth and adults with
developmental disabilities to join the self-advocacy group.

Planning
Every individual is unique, developing at their own pace, and with their own set of strengths and needs.
Each family is also unique, with its own culture, background, beliefs, resources and dreams.
Person Centred Planning is a strength-based process that is a celebration of the individual and a
mechanism of establishing the commitment of the team members to supporting the individual and
family. RSCL is committed to developing person-centred plans for the individuals and families we
support, where applicable. The personal planning process helps articulate a vision for the future,
clarifies personal interests in areas such as work, recreation/leisure, home, education, relationships, sets
goals, and develops a plan to achieve them. Prior to the development of a person centred plan, there is
a “getting to know you” process that is often referred to as discovery.
We encourage the participation of families, support network members, and other professionals involved
in supporting you or your family member in the planning process. We provide assistance to facilitate
active involvement in planning and are flexible about how it is done.
We keep a copy of all plans and provide copies to you and others involved in developing them (when
consent is provided).
Depending upon the kinds of supports and services requested, an individual may have a combination of
plans as described below. These plans combine to become the individual’s service plan. No two plans
are alike.
Person Centred Plan
The person Centred plan is a comprehensive, individualized document developed with the active
involvement of the individual and, wherever possible, their family and members of their support
network. It ensures that the services and supports we provide reflect the individual’s needs,
preferences and dreams.
It identifies the individual’s dreams, goals and preferences to enable them to live a fulfilling life. A
person centred plan must be developed within three to six months of starting service at RSCL, and
then reviewed and updated at a minimum every year. The following plans are used at RSCL:
• Home Visit Record (IDP);
• Support Guide (SCDP);
• CFSP - Child and Family Support Plan (SCDP, Treehouse);
• Lifestyle Planning (Adult Services and Youth Connections);
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•
•
•
•
•

PATH (Adult Services and Youth Connections);
Gateway (Adult Services and Youth Connections);
PLLAY (Youth Connections);
Vocational Plan (Adult Services);
Service Plan (Independent Living).

All of the above plans result in an action plan that describes how an individual will be assisted or
supported to reach specific goals and realize dreams set out in their person centred plan.
Care Plan
A plan that sets out the assistance and support an individual needs in daily life. The care plan
includes emergency contact information, lifestyle and personal preferences, activities of daily living,
community access and behavioural supports. It provides guidance for staff in how to meet the
individual’s needs on a daily basis. A care plan must be developed before service starts, and
reviewed and updated at least annually, or more often if support and care needs change.
Health Care Plan
Required for some individuals who have critical health care needs that call for the intervention or
involvement of a health professional. It is developed in conjunction with the appropriate health
professional(s) and if needed, the individual’s physician. It includes procedures and training
requirements as well as emergency protocols. If a health care plan is required, it must be in place
before service begins, and be updated annually, or whenever health issues or status changes.
Behaviour Support Plan/Safety Plan
Required for some individuals who have challenging behaviours. It is developed in conjunction with
a psychologist or behavioural consultant, and includes specific prevention measures, training,
strategies and interventions and may include a Safety Plan or De-escalation Plan.
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Programs, Supports and Services
Our programs and services support individuals with developmental
disabilities of all ages and life stages. Here’s a quick overview.
Services for Children, Youth and Families
Infant Development Program provides consultants who work with
families and provide resources, referrals and support for children,
up to age three who have developmental delays or risk factors,
which may involve a later diagnosis.
Supported Child Development is a community based, early
intervention program that provides practical information,
resources, and strategies for the inclusion of children with
disabilities in childcare settings. The recipients of this services are
families and childcare centres. SCDP consultants assist families to
access childcare in their community.
Treehouse early Learning Centre is a childcare program for children from three to five years of age. Staff
are devoted to facilitating the developmental and personal growth of both typically developing children,
and those who need extra support, in order to foster increased skills of independence in age appropriate
activities.
Youth Connections is an after-school program for youth. This program follows an inclusive model where
youth with varying disabilities attend community based recreational and social activities.
Family Respite provides relief for parents from the daily responsibilities and accompanying stress of
caring for children or adults who have a developmental disability.
Services for Adults
LIFE - Learn, Involve, Focus, Employ - are supports and services designed
to assist participants to achieve their individual goals. Supports are
provided in a variety of settings in the community and at RSCL home sites.
LIFE services include an Employment program for individuals who wish to
seek employment.
Supported Living is 24-hour staffed support provided for individuals who
live in their own home with other individuals.
Independent Living supports individuals to live independently with
identified needed supports to ensure life-long success.
Home Share is community caregivers sharing their home and life with an
individual who has a developmental disability. Matches are based on the needs and desires of the
individuals as people are happiest when they feel they are valued and an integral member of a family.
Family Resources provides information, resources and/or support to family members who face the
extraordinary circumstances that come with having a family member with a disability.
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Rights, Risks, and Responsibilities
Rights
People using our supports and services enjoy the same rights and opportunities as all Canadian citizens.
These rights are set out in the Canadian Charter of Rights and Freedoms, and the BC Human Rights Code.
In 2010, Canada ratified the UN Convention on the Rights of Persons with Disabilities. The Convention
follows decades of work by the United Nations to change attitudes and approaches to persons with
disabilities. It takes to a new height the movement from viewing persons with disabilities as “objects” of
charity, medical treatment and social protection towards viewing persons with disabilities as “subjects”
with rights, who are capable of claiming those rights and making decisions for their lives based on their
free and informed consent as well as being active members of society.
The basic ideas of the convention are that:
•
•
•
•
•
•
•
•

People are free to make their own choices;
No one will be discriminated against;
Disabled people have the same rights to be included in society as anybody else;
Disabled people are to be respected for who they are;
Everyone should have equal opportunities;
Everyone should have equal access;
Men and women should have equal opportunities;
Disabled children should be respected for who they are as they grow up.

Along with the above, in conjunction with the Self Advocacy group, RSCL developed Rights statements.
These statements are reviewed with the individuals and/or with you on an annual basis.
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Statement of Rights for Children and Youth
As a child attending RSCL Children and Youth Programs:
I have the right to affection and understanding;
I have the right to adequate nutrition and medical care;
I have the right to protection against all forms of neglect, cruelty, abuse,
exploitation, humiliation, retaliation and ridicule;
I have the right to full opportunity for play and recreation;
I have the right to be among the first to receive relief in times of disaster;
I have the right to learn to be an active member of society and to develop
individual abilities to my full potential;
I have the right to be brought up in a spirit of peace;
I have the right to freedom of thought and freedom of expression;
I have the right to participate in decisions that affect me to my maximum
developmental capability;
I have the right to access high quality, inclusive services that honour
diversity and meet my needs;
I have the right to be spoken to in a manner that conveys respect;
I have the right to receive communication in a language or form that
enables me to be as independent as possible;
I have the right to be viewed as a person first;
I have the right to have my contributions honoured and valued;
I have the right to have things that are important to me accepted,
honoured and supported;
I have the right to have my choices regarding lifestyle honoured;
I have the right to receive information about Rights and Responsibilities;
I have the right to enjoy these rights, regardless of race, colour, gender,
spiritual beliefs, national or social origin, family composition and sexual
orientation.
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Statement of Rights for Adults
As an adult attending RSCL’s Adult Programs:
I have the right to be viewed as a person first;
I have the right to understanding what is going on around me;
I have the right to a means of communication which allows me the fullest participation in
the wider world; and that my communication is heeded by others.
I have the right to adequate nutrition and medical care:
I have the right to protection against all forms of neglect, cruelty, abuse, exploitation,
humiliation, retaliation and ridicule;
I have the right to complete access to recreation and leisure within the community;
I have the right to be among the first to receive relief in times of disaster;
I have the right to be an active member of society and develop individual abilities to
his/her full potential;
I have the right to freedom of thought and freedom of expression;
I have the right to participate in decisions that affect the individual to his/her maximum
capability (ie. Life Plan, Educational Pursuits, Employment, Recreation & Leisure Activities, etc..);
I have the right to access high quality, inclusive services that honour diversity and meet
my needs;
I have the right to choose my own lifestyle and have this choice honoured
(ie. entertainment, who I lives with, independent living etc...);

I have the right to be spoken to in a manner that conveys respect;
I have the right to receive and express communication in a language or form that I
understand and can express which allows me to be as independent as possible;
I have the right to receive information about available services and have input into
choosing which service best fits my wants and needs;
I have the right to have my contributions honoured and valued;
I have the right to have things that are important me accepted, honoured and supported
(ie. friends, family, desires, dreams, being with people, my likes, access to transportation, story telling,
dancing, showing his/her talents etc..);

I have the freedom and support to exercise rights under the law (ie. voting, legal action etc..);
I have the right to access my own information;
I have the right to suggest changes and additions to the Adult Services Rights Statement
and have these suggestions seriously considered by RSCL;
I have the right to receive information about Rights and Responsibilities;
I have the right to enjoy these rights, regardless of race, colour, sex, nationality or social
origin, spiritual beliefs, family composition and sexual orientation.
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Risks and Responsibilities
Along with rights come responsibilities. We expect individuals and/or families participating in our
programs to respect the rights of others, follow our policies, participate in their own planning and make
choices and decisions that affect their lives. Support and guidance are always available. We know that
as members of their families and/or support networks, you support their decision-making and growing
independence.
Balancing rights with responsibilities and risks with choices can be difficult. It is a different balance for
each person, and each family. Having your own thoughts and opinions is part of realizing your potential
as a person and a citizen. We respect the rights of the individuals we support to make mistakes, learn
from them, ask for help, change their minds, and try new things.
Sometimes the choices and decisions individuals make are different from those their families would
make for them. In these situations, we work to hear all opinions and talk with you to find solutions and
to facilitate a positive outcome. We are committed to keeping individuals safe while using our services,
and to honouring family values and customs as much as possible.
We work with individuals and families to anticipate, prevent and respond to situations that may involve
risk. RSCL has processes in place to support individuals while addressing challenging behaviours and
risks.

Supporting people who may have behaviours that challenge us.
Our staff and caregivers are expected to actively engage with the individuals we support and respond to
behavioural communication in a positive and proactive way. We insist on interactions with the
individuals we support that are respectful, that support individual rights, safety, dignity and
independence. We train our staff and caregivers based on the model of Positive Behaviour Support
(PBS) values and strategies.
Positive Behaviour Support (PBS) is a process for understanding and resolving the challenging behaviour
of an individual that is based on values and research. It offers an approach for developing an
understanding of why an individual engages in challenging behaviour and strategies for preventing the
occurrence of challenging behaviour while teaching the individual new skills. Positive Behaviour Support
offers a holistic approach that considers all factors that impact an individual and their behaviour. It can
be used to address challenging behaviours that range from aggression with themselves or others,
property destruction, and social withdrawal.
What is the process of PBS?
1. Building a Behaviour Support Team begins by developing a team of the key individuals who are
most involved in the individual’s life. This team should include the family and champions of the
individuals support team, but also may include friends, other family members, therapists, and
other staff.
2. Person-Centered Planning provides a process for bringing the team together to listen and
engage in the vision and dreams for the individual.
3. Functional Behavioural Assessment is a process for determining the function of the individual’s
challenging behaviour. A Functional Behavioural Assessment (FBA) involves the collection of

18

data, observations, and information to develop a clear understanding of the relationship of
events and circumstances that trigger and maintain problem behaviour.
4. Behaviour Support Plan Development – once the Functional Assessment process has been
analyzed and is complete, the team can develop a Behaviour Support Plan. Essential
components of the Behaviour Support Plan are prevention strategies, teaching new skills, and
new ways to respond to challenging behaviour, and lifestyle outcome goals.
5. Monitoring Outcomes – the effectiveness of the Behaviour Support Plan must be monitored.
This monitoring includes measurement of changes in behaviour and the achievement of new
skills and lifestyle outcomes. There is a formal review of the Behaviour Support Plan annually.

Service Quality
We are committed to receiving feedback, learning more and making changes to improve what we do.
We call this continuous quality improvement.
Here are some of the ways we make sure we monitor our performance:

Listening to the People We Support
The individuals we support, and you, their families, are the best
judges of what we do and how we do it. We value your feedback
and suggestions for improvement. We actively ask for it when we
survey you on a regular basis; we incorporate survey results into
improvements we make. We also interview the individuals we
support about how they feel about the services.
You may receive a survey after you, or your family member has
left RSCL.
Surveys are only one way to hear from you about how we are
doing. We encourage you to pass along any input or suggestions to
your Program Manager at any time. We always value your
feedback and participation.

Focusing on Results
People do better if they know what they are trying to achieve, and how to measure their progress. This
applies to both staff and the people we support. That’s why each of our programs has a written set of
outcomes, we call this Outcomes Management. An “outcome” is what we expect to achieve by
providing the services and programs we do. The outcomes address 4 categories of results:
•
•
•

Effectiveness – how well things worked compared to the results we expect
Efficiency – how well we make use of the resources we have
Service Accessibility – how easy it is for people to get the services they need

19

•

Satisfaction – what the people using our programs think about the services they receive and
RSCL.

The annual Outcomes Report is also available on our website (www.rscl.org) along with an easy read
Quality of Life Summary of the report.

Standards, Regulations and Monitoring
There are several monitoring bodies which RSCL must comply with, including government ministries,
licensing bodies, WorkSafe BC, and Accrediting bodies.
The various provincial government ministries that fund our services have standards and service
principles that apply to all services and we must follow these in order to receive funding. Our funding
and licensing agencies regularly review what we are doing, require written reporting from us, and
provide us with information about our compliance with regulations.
Through our organizational structure, there are various accountabilities and processes for making sure
things are operating well and we continuously work to improve them. Staff are accountable to Program
Managers, who in turn report to the Directors and the Executive Director, who is accountable to the
Board of Directors. In addition, we also have a Director of Quality Assurance. There are written policies
that include ways of collecting information about the individuals we support and family satisfaction, as
well as responding to complaints.
Accreditation is a formal process of organizational development and review. Once the process is
completed, it identifies that an agency has met organizational and program/service standards of
practice in areas including health and safety, input from people who participate in our programs,
financial accountability, individualized planning and support, community inclusion, accessibility and
more. Accreditation focuses on the quality of services delivered, accountability, and overall
organizational competence. As part of the BC Government’s Commitment to Social Services, all society’s
that receive a certain level of funding from the government, must go through this accreditation process
in order to continue to receive funding.
RSCL was accredited by the CARF (Commission on Accreditation of Rehabilitation Facilities) for the first
time in 2005 and received the highest award of a 3-year level of accreditation. As part of our ongoing
commitment to quality assurance, we have continued to receive the 3-year level of accreditation ever
since. Refer to our website, www.rscl.org, for updated information and feel free to ask any Program
Manager for copies of policies or standards that interest or concern you.

Privacy and Confidentiality
Under the direction of provincial law, we protect the privacy of confidential information about the
individuals we support and their families. Confidential information is any information about someone
that is of a sensitive or personal nature, such as medical, educational, financial or psychological
information. It can be in any form, including names, meeting notes, e-mails, reports, videos or
photographs. The information we gather is kept up-to-date and in a secure place.
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Personal Information
Once RSCL receives a referral for service, we then ask for basic information about the individual and
about your family. Once your family member’s application has been accepted and we start working
together to plan for the services they need, we ask you for more detailed information. This information
might include medical, psychological and educational information and reports or assessments from
therapists or other professionals. We need these in order to understand the needs and strengths of your
family member, and to provide the best possible services.
We keep this information confidential. RSCL may be required to share personal information with
government agencies that oversee RSCL’s services, including Community Living BC and the Ministry of
Children and Family Development. RSCL will only disclose such information as required or authorized by
applicable law. If you have any questions about how personal information is collected, used or disclosed,
contact RSCL’s Director of Quality Assurance. We do not share it with anyone outside RSCL without your
permission. You or your family member can ask to review the information we have on file, provide
updates and correct any information that is not accurate.
It is very important that the information you give us is accurate and up to date. Please be sure to give us
copies of new reports or information. That way, we can adjust our services to meet the changing needs
of your family member, and your family.

Consent
In keeping with our commitment to your rights, sharing information is not the only thing we need your
consent to do. As part of our intake process, we will ask for your consent to provide service. And,
depending on which program you are accessing, we may ask for written consent to take your family
member on field trips or to photograph or videotape them.
An individual or family may withdraw, in writing, their consents at any time, subject to legal or
contractual restrictions and reasonable notice. RSCL will inform the individual or family of the
implications of a withdrawal of consent, including the possible termination of service as a result
of RSCL’s inability to administer its contractual or service delivery responsibilities.
As part of making decisions for themselves, we support adults to provide their own consent. This
includes consent to receive services, consent to share personal information with another agency, and
consent to release their photo or name for media purposes.
BC law describes the right of an adult individual to make such decisions for themselves and what
happens if they need help doing so. Individuals are presumed capable unless legally proven otherwise,
and the way a person communicates is not a factor in determining capability. Some adults may have
designated a family member or someone else as their legal ‘representative’, to make some or all
decisions on their behalf. Others may have a legal guardian or ‘committee’, often a parent, who acts on
their behalf. If you would like more information, please speak to your Program Manager.
We make sure that our staff and contracted caregivers understand the legal status of the person they
are supporting, and treat the decision-making process, including consent, accordingly.
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Health, Safety & Well-being
The health, safety and well-being of your family member is our first priority. Everyone using our services
has a right to a safe environment that supports their physical health and their mental and emotional
well-being. Here are some of the ways in which we make sure this happens:

Emergency Preparedness
Every program is prepared to respond to unexpected emergencies, such as a fire or earthquake, in ways
that meet the distinct needs of the individuals being supported.

Medication
We make sure the staff and caregivers who administer medications are appropriately trained and that
medications are stored in a secure way. Medications that accompany an individual to an RSCL program
must follow specific safety protocols. The Program Manager will inform you of these protocols, when
necessary.

Standard Precautions
Staff, volunteers and caregivers are informed and equipped to protect themselves and the individuals
they support from undue risks related to blood and other bodily fluids. They work with individuals and
families to minimize such risks.

First Aid
All staff and contracted caregivers are trained in First Aid.

External Monitoring
We are inspected regularly by the local Fire Department, an external building inspector and by the
Community Care Licensing (for licensed programs). We are also accountable to WorkSafe BC and various
provincial government ministries for following provincial health and safety rules.

Planning
We work with individuals and families to anticipate health or safety risks or concerns, and to determine
ways to address them. We update and revise plans as individuals’ situations and needs change over
time. We make sure all staff and contracted caregivers know about changes and can respond in a
consistent way.

Reporting of Abuse
If any RSCL staff has cause to suspect a child or youth under 19 years of age is being abused or
neglected, they have the legal duty to report their concern(s) to the designated authority.
If any RSCL staff has cause to suspect an adult supported by RSCL is being abused or neglected, although
there is not a legal duty to report, RSCL believes we have a moral obligation to report to the designated
authority.
RSCL has policies and procedures in place to follow in the event a report is required.
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Listening to You
It’s important that you tell us about any health or safety concerns you have about your family member.
You know them best. We commit to listen to you and do our best to address them.
For more specific policies about health and safety see Part Two.

Your Relationship with RSCL
RSCL is a community network, and we welcome you. Just like in any other community, people have
different roles within it, and the network works best when everyone helps out and contributes in ways
they feel most comfortable.
Although our programs are funded in large part by government, we could not provide the level of
service or many of the extra supports we do without our volunteers or our community support and
fundraising. We host various fundraising events each year and we are often the recipient from third
party fundraising initiatives.

Getting Involved
There are lots of ways you can be involved with RSCL, if you
wish. We organize special events during the year that provide
informal opportunities to gather and network with other
families, the individuals we support, staff and volunteers. We
invite you to attend these events.
Here are some other ways you can get involved.
• Volunteer in our programs. Talk to the Program
Manager about helping out with open houses, picnics,
training events, meetings and other ways to be
directly involved in what we do.
• Join the Society membership and attend our annual
general meeting. Membership is a nominal fee each
year, and the AGM is a chance to meet other parents,
vote for Board members, and influence the future
direction of the Society.
• Attend or help organize RSCL public awareness activities in Richmond.
• Make a tax-deductible donation or help out with fundraising. You can give a general donation or
specify what you want it used for. We also welcome donations of equipment or services.
• Run for the Board of Directors.
Some of these activities require a bit of time and effort, but the benefits far outweigh the work involved.
You’ll have the opportunity to connect with other families who are sharing your journey, help build a
support network for you and your family member, learn new skills, and gain experience. You could learn
more about developmental disabilities and community living and share your own experience and
knowledge. You’ll become a stronger voice for community inclusion and help sustain the RSCL network

23

and supports your family member needs. We hope you’ll choose to become involved in whatever way
works for you.

On-going Communications
Just like a successful organization needs people to be involved and fill
the various roles within it, it also depends on everyone
communicating with each other. This way, people feel connected to
the whole. Everyone knows what is going on, feels listened to, and
knows what to do if they have a concern. Sometimes, days can be
hectic. There may be many things happening at the same time, and
lots of changes – some expected and some not. There are many
reasons to make a concerted effort to stay in touch.
At RSCL, we are committed to proactive communication with you –
the families we support. We make an effort to keep you informed by
communicating and sharing information in a number of different
ways including posting information on our website at www.rscl.org,
and producing our newsletter, the RSCL Views. You can also find us on Facebook and Twitter and may
receive occasional updates by email.
We do our best to provide current updates on our programs, training opportunities, upcoming events
and activities. We’ll also share articles and stories by the individuals we support, families, staff, and
community partners. With emerging technology, we will continue to explore ways to be in touch with
you and invite you to share your feedback and ideas with us.

Expectations
Relationships usually work better if people know what to expect.
As a family member, you can expect RSCL staff, contracted caregivers and volunteers to:
• treat you and members of your family with respect, dignity, courtesy, and fairness, always being
mindful of your rights;
• follow our mission and values in our actions and decisions;
• follow our Code of Ethics;
• provide you and your family member with a level of planning support and assistance that works
for you;
• communicate openly and regularly with you;
• strive to improve our practice, participating in training and professional development on a
regular basis; and
• always meet or exceed standards set by government and our accrediting agency and
continuously review and improve the quality of our services.
We ask that you:
• provide us with the information we need to provide the best possible support or service;
• follow the policies in place for our programs;
• treat us, other families and individuals who use our services, with respect, dignity, courtesy and
fairness;
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• participate in orientation activities and assist in training staff and contracted caregivers
regarding the needs of your family member, if appropriate;
• communicate openly with us and let us know about any concerns; and
• participate in planning related to your family member.
There may be more specific expectations related to individual programs, such as staff qualifications and
parental involvement.

Problem Solving
We use a proactive approach to preventing and managing concerns or problems as they arise. We
believe that an open-door approach and effective communication are the best ways to address
differences and resolve problems. Our staff are trained in positive problem solving and communication
techniques, and we put a lot of effort into communicating with the individuals we support, our staff and
contracted caregivers, families and support network members.
We encourage everyone to address their concerns or complaints right away, and not allow them to
grow. If a more formal process is required, we have policies on conflict resolution and complaint
resolution that provide for fair processes and methods of resolving situations. We try to resolve
differences directly with the people involved whenever possible. We will review these policies with you
during your orientation meeting, and you may ask for copies at any time. Please speak to the Program
Manager if you have a concern. If your concern is not addressed, please contact the Program Director. If
your concern remains unresolved, please contact the Executive Director.
If you feel your concern has not been resolved by RSCL, we encourage you to take further steps. The
RSCL Family Advocacy Guide is a resource that provides steps for problem solving and advocacy
including contact information for appropriate government bodies and advocacy agencies.

Resources
Your job can be overwhelming at times. The RSCL Family Resource Manager is available to help and
support you as you face the challenges of every-day life and navigate the various services and options.
Here’s some of what the Family Resource Manager has to offer:
•
•
•
•
•

Information about local and provincial services and supports;
Help with important transitions such as a child entering kindergarten, transitioning from
children to adult services or an adult child leaving home;
Connections with other families and support networks;
Advocacy; and
Books, articles and other resources.

If RSCL is not able to provide the supports and services your family member requires, we will explore
other options with you and make suggestions and referrals to other community supports and
organizations.
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Outside of RSCL, there are other resources available to you in Richmond as well. Here’s a partial list:
•

The Ministry of Children and Family Development (MCFD) provides funding and determines
eligibility for some of our children’s programs, such as Infant Development and Supported Child
Development. It also provides funding towards childcare spaces and childcare subsidy for
parents.

•

Community Living British Columbia (CLBC) is a provincial authority that provides funding and
determines eligibility for some of our adult programs, such as LIFE Services, Respite Services,
Supported Living and Home Share. In addition, CLBC staff provide independent planning support
to individuals and families through its Richmond Community Living office.

•

The Ministry of Social Development and Poverty Reduction provides income assistance, BC
Disability Benefits, for people with disabilities who are 18 or over. These benefits can include a
monthly financial allowance, medical and dental coverage and bus passes.

•

Translink provides HandyDart service for people using wheelchairs or scooters or requiring
assistance to use public transit.

•

The Advocate for Service Quality is available to individuals and families who are dissatisfied
with the services and supports they are getting from the provincial government or agencies
funded by them.

•

The Representative for Children and Youth (up to and including transitioning youth age 19-24)
provides advocacy services to ensure that the voice and views of young people are heard and
that their rights and interests are upheld in decisions that are being made about them.

•

The Office of the Public Guardian and Trustee of BC can provide information about
guardianship, setting up a representation agreement and/or health care consents for adults who
are not able to make their own decisions about all or part of their lives.

•

The Nidus Personal Planning and Resource Centre is a non-profit charitable organization that
provides information to British Columbians about personal planning, including Representation
Agreements.

•

The Family Support Institute (FSI) is a province-wide organization whose purpose is to
strengthen, and support families faced with the extraordinary circumstances that come with
having a family member who has a disability. FSI believes that families are the best resource
available to support one another. Directed by families, the Family Support Institute provides
information, training and province-wide networking to assist families and their communities to
build upon and share their strengths.
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Adult Respite
What We Do in Adult Respite
Respite is designed to give parents and caregivers a break, by arranging for the adult with a
developmental disability to be safely cared for by someone else. It helps families and Home Share
caregivers maintain their physical and emotional health, while offering community and recreational
opportunities for the individual. It’s an important way to build an inclusive community and can lead to
long-standing friendships.
Respite is provided by contracted caregivers. They are screened and approved by RSCL and have cleared
a criminal record search. The Respite Program trains, supports and monitors these caregivers so that
they provide a safe, inclusive, environment. They are expected to facilitate participation in community
leisure and recreational opportunities.
We work with you to match your loved one with an individual caregiver. We have a diverse community
in Richmond and the adults and families using respite come from different ethnic and cultural
backgrounds. We honour this diversity when making matches. You make the decision about the choice
of the caregiver.

Our Staff
The Respite Program Manager is trained in RSCL values and ethics and are required to complete training
or professional development every year. They are responsible for screening, approving, and contracting
with the Respite Caregivers.

Entering Adult Respite
You need to get a referral from the provincial government ministry responsible for this program in order
to access the RSCL Respite Program. Sometimes there is a waitlist and the government will let you know
when there is space available. Once your family member has been referred, we will meet with them,
and you, to complete the intake package and discuss your respite needs. We will talk about the number
of respite hours allocated, the days and frequency you are looking for and any potential caregivers you
may know. We will provide an orientation and complete an individual care plan. If you already have a
care plan developed from another program, we will work from that.
We will then look for a caregiver or proceed with the screening and approval process for your preferred
caregiver. Once we have a match, we will work with you, the individual and the caregiver to plan a
smooth transition. This may involve short visits with you present at first; working up to longer stays and
overnights, if that is what you are looking for. It may also involve you providing some training to the
caregiver in meeting your family member’s specific needs. We are committed to making the transition
into a respite arrangement as stress-free as possible – for both you and the individual!
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Family Checklist
Now that your family member is ready for the first Respite visit, there are some important things to
remember. The experience will be more successful if you follow these guidelines:

□
□
□
□
□
□
□

Arrange transportation and activity plans with your caregiver directly.
Ensure transportation arrangements are on time.
Give as much notice as possible to the caregiver of any cancellation or change in the respite
arrangement.
Update paperwork, keep informed
Arrange for the individual to pay for any activities to which the caregiver may be taking
them, such as swimming, bus fare, lunch or a movie. Please note you will also need to pay
for the caregiver’s activity fee.
The individual needs to bring any medications.
The individual should bring adequate identification.

Family Involvement
We encourage you to be involved in developing and reviewing
your family member’s care plan and any other individual
plans. We also encourage you to get to know your Respite
caregiver and to communicate with your son or daughter
about his or her time at Respite. You are his or her best
advocate and we count on you to monitor the respite and let
us know of any concerns or problems. We also encourage you
to get involved as an RSCL volunteer. It is a great way to find
out more about what is happening in community living,
advocacy and self-advocacy, and to meet other people sharing
your journey. Please look in Part One of this handbook for
ways in which you can get involved with RSCL.

Getting Around in the Community
Part of the purpose of Respite is to provide additional community and recreational opportunities for
adults with developmental disabilities living at home with their families or with caregivers. Respite
caregivers may transport individuals to such activities during a respite visit. If so, they must have written
permission from the adult, or from you or another legal representative if the adult cannot provide
consent. We also require that the caregiver have adequate vehicle insurance, including a minimum of
$2M in third party liability coverage.
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Health & Safety
The health, safety and well-being of people while using Respite are our top priorities. We have a
rigorous screening and approval process for caregivers and provide ongoing training and monitoring.
Here are some of the specific ways we help ensure adults are safe and well-cared for while at Respite:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Caregivers must have up-to-date First Aid and CPR certificates.
Caregivers are expected to have fully-stocked first aid kits in their home and car.
Caregivers, and anyone else over 18 living in the home, have cleared a criminal record search.
Caregivers must provide a physician’s reference and three personal and employment
references.
We complete a home study on each caregiver providing overnight respite in their own home.
All Respite homes have passed an initial safety visit and have an annual safety visit by RSCL staff.
Overnight Respite caregivers have to be equipped with emergency fire equipment and conduct
regular fire drills.
Caregivers have been given information and guidelines about RSCL policies and are expected to
follow them.
Caregivers are expected to follow standard precautions while providing personal care so as to
prevent the transmission of communicable diseases.
Only approved caregivers may provide personal care, no-one else living in their home may do
so.
Individual care plans address any safety concerns related to individual needs, including response
to missing persons.
Caregivers are provided with information about recognizing and reporting abuse.
In the case of an emergency, accident or a 911 call, caregivers are required to report it to the
Respite Manager within 24 hours and complete a report for the government funding agency.
We conduct an annual review of each Respite caregiver, including a home visit, safety check and
parent survey. We also do periodic monitoring during the year and follow up on any concerns
expressed by an individual or parent.
We offer ongoing training opportunities for caregivers.

Our Fees
As part of your agreement with the provincial government, you are
allocated a certain number of funded respite hours. Through RSCL, the
only expense to you for this respite is the cost of any activities that
your family member is involved in while attending Respite. You will
also need to cover the cost of the caregivers’ fee to partake in the
activity. You will need to arrange the payment of these activity costs
directly with the caregiver. Caregivers are responsible for paying their
mileage and gas costs for their vehicle. If you need additional Respite,
above the hours funded by government, you may apply for additional
hours with CLBC, or you may make arrangements to pay your
caregiver privately.
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Individual’s Records
Once an individuals’ referral for our Respite Program has been accepted, we set up both a paper file and
an electronic file in a system called Sharevision. This is where we keep all reports or information you
give us, as well as plans related to the individual. Items that are kept in the file include the Care Plan,
emergency information, and any other plans or protocols related to the individual’s needs. We also keep
any correspondence or other reports related to the individual. The files are available to applicable staff,
and we share relevant information with the Respite caregiver.
We do our best to ensure that the file is complete, accurate and up-to-date, and we count on you to
give us any applicable new or updated plans, assessments or reports as you get them.
We are committed to treating any information regarding the individuals we support as confidential, and
to keep them secure. The paper files are stored in locked cabinets, and the electronic Sharevision file is
kept private behind electronic security and permission measures and only available to applicable staff.
You may review your family member’s file by asking the Program Manager. If you feel that anything in
the file is incorrect, ask us to correct it.
Once an individual leaves RSCL, we maintain security by storing the files according to government
regulations (at least 7 years) in a secure location so that they can be accessed if needed, even after an
individual leaves our services. In addition to keeping all the information we gather; we comply with any
reporting requirements built into our contracts with our funders. Individuals receive copies of the
reports and may share them with their families and support network members.

Keeping in Touch
Good communications among you, the individual, our staff and the Respite caregiver are very important
to a successful Respite experience. Open and regular communications with the caregiver will ensure that
your family member has a positive experience and that you have peace of mind. Here are some of the
ways that you can make sure this happens:
•

•
•

Communicate with the caregiver about how your family member is doing at Respite, what he or
she did, and any concerns they have. Exchange information about successes, incidents and
challenges. You can do this when you pick up or drop off, via telephone or e-mail or by using a
communication book. Different ways work better for different people.
Let the caregiver know about any changes in your household or in the individual’s health or
routines.
Participate actively in the review of the care plan and other plans, and in the annual review of
your caregiver, and in the annual program satisfaction surveys.

If you are having trouble maintaining good communications with your Respite caregiver, we are here to
help. We can provide training and resources, and we can facilitate problem-solving if needed. We have
an “open-door” policy – so call and make an appointment if you have any concerns at all.
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Leaving Adult Respite
Ideally, respite relationships last a long time, with the caregiver becoming a part of the adult’s support
network. However, for one reason or another, there may come a time when you no longer require the
Respite Program, or when the individual wishes to change caregivers. When this happens, we are here
to help plan for and support the transition. We are available to support the transition and to work with
you and other agencies or programs to plan for other Respite arrangements, or perhaps a Supported
Living arrangement.
Moving on can be a time of mixed and strong emotions, for both individuals and families. There may be
feelings of sadness and fear of change, as well as happiness, pride and excitement about new
opportunities. Please feel free to share those feelings with us, and to ask for whatever help and support
you need during the process.
Our Family Resources Manager is particularly knowledgeable about community resources and funded
programs. Please feel free to contact them if you would like additional information or assistance in
transitioning.
When your family member is ready to leave Adult Respite we prepare an exit summary which is a report
that summarizes their experience and progress at RSCL that you may keep as a record. You may be
contacted after your child has left Adult Respite to complete a very short survey given that your family
has had some time to reflect on the services you received from RSCL. We also love it if you keep in
contact with us and/or drop by and let us know how you and your family is doing.
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