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Welcome to the
Richmond Society for Community Living!

2S | NB | O2YYdzyAide ftAGAYy3I 2NBFYyATLGA2YS T FFSOGA:
children/youth with special needs, adults with devehoental disabilities and their families. Whether

you or a family member are going to be attending or already attend one of RSCL progeamsa

newborn with delays or have a middéged family member and are finding it hardercare forthem 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 journefriends, staff, volunteers, other families and their scand
daughtersg 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 orgaimaand also includes more specifprogram

details in Part Twdt 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
guality. 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.
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Who We Are

RSCL is a neprofit society governed by thB.C. 8cietiesAct

We provide communitypased programs, suppterand services for
individualswith diverse abilities and their familieswe assisthem
to participate and contribute fully and to be recognized at
accepted as valued members in our community.

Theindividualswe support areof all ages ath have a wide range of
abilities and circumstancessome individuals live at home with
their families and somdive-in homes as part of ouSuppoted
Living services. Some people have serious health care need
other challenges as well.

We offer a range of resources and supports designed specificall
address the needs oindividuals andfamilies. We know that if
families are well supported, then individual members wittiose
families will also be weBupported.We believe that alindividuas
have a right to partipate and be accepted in their conanity. It is our job to help make that a reality.

Our Society membership is made up of the individuals and families we support aner gttople who
share air vision of an inclusive community. We have a Constitution anth\Bythat set out our
purpose ad the legal rules about how we govern ourselves, including our BoaRIrectorselections,
annual general meetings and financial refiog.

Most of our pograms are funded by the provincial government. We also receive fgridim fees,
donations andfundraising activities. In addition to providing funding, the government ministries have
their own policies which we adhere to and thase responsible fodeterminingeligibility andmanaging
waitlists for many of the supportand services we deliver. &Wwill discusswith you the length of time

you may need to wait to receive support during the intake process.

Our Mission Visionand Valuesguide ourprograms, activities and decisions. They are the touchstones
that remind us every dagf why we do whatve do.

Our Vision and Mission and Values

Richmond is a community where there is full inclusion of people with disabilities; there is continuity of
progranms andservices for individuals; there is support from birth throughout all likges andwhere
individuals are part of a family support network. It is a community where we work collaboratively and in
partnership with everyone connected to the individwald @lebrate the gifts and talents each of us
brings to our community.

RichmondSociety or Community Living (RSCL) provides innovative services that respond to the
changing needs of individuals living with a developmental disability, and their faroifeghe course

of their lives. We celebrate the unique gifts of the peoplesgese andsupporttheir inclusion as valued
members in the community. We are leaders, partners and advocates with reach beyond Richmond.
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Seeing beyondisallity to ability;

Providing programs and services that are nurturing, antberagingpersonalgrowth, choice

and decision making;

1 Informing, educating, involving and motivating others to understand and support the rights of
people with disabilitiesd live, work and belong in our community;

Recognizing that individuals and the&amilies ae key;and

Fostering and facilitating innovative ideas.
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Our vision is a welcoming and connected community where everyone belongs. Each person is confident
sharingtheir gifts and contributions; living rich and fulfilled lives.

Our Service Vaeisare:

1
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Cur Organkational Vales are:

Rightsc promotes and supports the rights of people with disabilities to full and equal citizenship

Person centered, recognizing the diversity, gifts and contribuiiof each person in developing

unique plans and personal support.

Choicec discoering and skillfié Sy | 6 f Ay 3 LIS2 L) SQa LINSEFSNByOSas K;
decisions that define their life in small and big ways.

Growth and Development; identifying and supporting the development of skills, abilities,

competencies and talentsf @ach person caimnually.

Commitment to Communityg Working with communities for our mutual benefit so as to increase

the capacity to welcome and include all people.

FamilyCentered ¢ Recognizing, enabling, and strengthening the significance and impertdrthe

family role.

Inclusiong enabling people to participate and belong in all aspects of commimitydingsocial,

economic, spiritual, and recreational life.

Meaningfu Relationships; welcoming and facilitating the personal involvement of a grawin

numberof famyYSYO SNESX FNASYRA YR 20KSNE Ay | LISNAZ2YQ
Lifelong Support; assisting people and families through the natural
lifecycle.

Advocacyg promoting and potecting the rights and interests of
people and families.

Mutual Trust ¢ confidence in the reliability of people and systems.
Opennessg; freedom to express opinions and ideas within working
relationships without fear of rejsal.

Fairnesg; people are treated equitably.

Respect; the value, worth & dignit of all is uphel by listening to
FyR NBO2 3y Al donfributichlar® Kpniané it dhrefal
consideration.

Responsiveness proactive, timely and appropriate redaots to
situations.

Continuous learning; opportunities are provided to improve eselfto better@S Qa 2y g2 NJ |
the work and outcomes of the team




We are committed to supporting you anaur family to livethe life you wantc to participate in our
programs andn the Richmond community to the fullest extent possible.

Our philosophical approachdiudes:

Person and Familg Centered Practice

Our staff, contracted caregivers and voluate allunderstand tfat we are here to help and offer
support, butthat it is YOUR life. Everything we do is respectful of the righisdifidualswe support

and families to make your own decisioaad choices, even when that means taking risks, changing your
mind ormaking mistées. We see ourselves as partners, fiatdrs and resource people.

Planning

Where applicble, we develop or help developersonal plangor individualswe sipport. This could be a
care plan to help a staff or careqwider knav how to care foryou oryour family member, or a person
centred plan setting ot an individual® goals. We expect and support tlirdividualsand familieswho
use ou servicedo participate in the planmg process.

Supporting Families

We understand that we sygort individuals as rambers of families, and that familieswally know them

bSadad ClIYAfASA AyOftdzRS |y AYRAGDARIZ frébaal shppotSRA | G S
network. Families oftemeed different levels of support through all the ages atages of he lives @

their family members We are commited to helping you connect with other families, and to making

sure you have the information, resowxand sypport you need. If we are not able to provide the

supports you needwe will refer you to other organizations who will be able to help.

Celebratirg Diversity

The Richmond communiig diverse where people come from nmy different cultures, racs, religions,
ethnic backgrounds andlgces of oigin, refecting the full range of physical and intellectual aieitit
sexual orientation and economic, salkcand psychological realities. We welcome and value this diversity.
Same of the ways we do thisra by including the perspectives of mapeople m our decsionmaking;
hiring staff who reflect the diversity of éhcommunity; training staff, caregiversié volunteers in
culturally competent service delivery; translating soofeour materials into othe languages; creating

an organizationthat is free of discimination and harassment; and ensuring equitable accessur
services for all.

How We Began

RSCQa KAAG2NE Ad& aAYAL NI G2 Y yivdng @& frodzyhg desireff A A y 3
parents to have services for their family members with develeptal disaliities provided in their

K2YS 02YYdzyAlGeé o Ly pofdensSromiRichmondpwhaisfaied thik visim Brdzed

the Richmond Society fd8pecial People. The orgaation began with providing afteschool care for

children and yout with spetal needsWe gradually expanded our services over jlears anl joined

the BCAssociation for Community Living (BCACL) as a federation member in(B€38CL is now known

as Irclusion BC).

RSClhas been shaped by a number of significant egesihce ourdunding. In British Columbia, we
have closed large institutions rfgpeople wth developmental disabilities and developed a full range of
options towelcome and support indivighls in thecommunity. Supports and services have become
more indvidualized ad we areable to offer greater choice and more flexibility than ebefore.



Along with providingcommunitybased residential and géme, we also srve as an adwate for
individualswith developmental disabilitieand their families in the Richmdrncommunity. The founding
philosophy of providing supports for individuals and tHamilies in their home community atinues to
be a driving force in t organization today.

We continue to havea proactive outlook, respond to the needs and desoemdividuals and families as
they emerge, and develop quality supports and servigsgievidence based best praesic

Our Board of Directors

Our volunteer Board of Directors is edted by the Society membership #he annual general meeting
The Boardhas a President, Videresident, Secretary and Treasui@nd eight other DirectorsThe
.21 NRQa 220 thd\asion] Bissidr afidSvalulzs dIRSCL and provide stratiegition for our
operations and activities. The Boardshaommittees to helpit do its job, including the Executive,
Finance,and Inclusive Educatim. The Boardsiaccountable to the Society membership and reports at
each anual general meeting.

Our Staff and Volunteers

The Boad delegateghe dayto-day management of RSCL to our Execuliirector andprovidesthem
with the policy direction and resources to ¢he job. The Executive Director is responsible for hirirey
staff;, managing the budget; adminisieg the programs managingrelationstips with employees,
individuals supported by the organtian, families, funding agencies and other stakeholdersetiging
operational policy; and is accountable to the Board.

The staff report to the ExecutivBirecior and are respnsible forthe operdion of our programs and
services. They are the facesypti f &aSS 2y | NB3IdzZ I NJ o0 & tha @anadiany &
Union of Public Employees (CUPE). They argtexbdly our volunteers. Supports in someagrams are
provided by cotracted caegivers

All of our staff and volumters in our programs follow a Code of Ethics. This mearnsythacan expect
to betreated with respect, dignity, coury and fairness and that our stated policies and expeatesti
arefollowed.

Hereis a charthat shows how we are organized
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Richmond Society for Community Living
Organizational Chart
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What We Do

Community Inclus ion

We believe strongly thanhdividualswith developmental disabilities
have a right to belong to, padpate in and contribute to their
community. At RSIC oneof our maingoals isto help make this
happen, and to support individuals anbeir families or support
networks in the process. Promotingnd facilitating community
inclusion is part of the regulactivities in all our programs and a

focus of ar person cerntred planning process. Our staff ani
contracted caregives plan and tailor these activities to individus
interests,with the intent of facilitating opportunities for everyone
to make contributions, as well as tparticipate in meanigful

community life.

Advocacy

Advocacy means speaking up and defendirggrights of people, or a particular cause or policy. RSCL i
committed to working wilh, and on behalf afyou and yourfamily to hawe a goodife and participate
fully in our community.This can mean anwing from accompanying you to meetings kwibther
agencies such as schools, to helping gavigat various communityupports €.g.Health Care Syem),

to assisting with ecess to resources aecisiormakers.We work with you to improe access to qualit
supports and serviceand influence change. We believe advocacy is one of tha imgportant things

we do.

There is also an important role for families to play in gaging the development o$elf-advocacy skills
We assist you to declop your own adacacy skills asell as to support your family membgto develop
these skls for themselves.

In addition, we actively promote public education andaseness opportunities for families and the
broader communig, incudiy 3 w{ / [ Qiéy Livirgy Ynordhyetivities in Ocbber. This helps raise
awareness abduthe work that we do.The various events and activities provide opportunities for
individuals familiesand friends to become strongemore informed advocates themselves

At a provirtial level, Incluson BC pruides advocacy for individuals and families and on bebhlf
member agencies such as RSCL and supports networkisglfadvacacy groups. This can also include
organizing cordrences and training, providing infoation and resurces,and coordnating lokbying
and public awareness campaigns.

Supporting Self Advocacy

Selfadvocacy means speaking up for yourself amat yights
The seHadvocacy movement involvasdividualswith developmental disabilities from alver the world

spealing up ad providingleadership on issues that affect their lives. They prtantbe principle of self
determination¢ Y A Yy R A BtxoRalzkof tiRia owilezhnd make their own decisions.

12



Selfadvocates have been instrumextin manyimportant changesin
BC includig: the move from institutions to community living; chamg
the way we talk about and describmdividuals with disabilifes;
devebping information and resources in plain languageg, having
input into the types oBuppots and serviceshat are available.

There are seldvocacy groups that meet all over B@luding here at
RSCL. The group bririgdividualstogether to share idea and support,
to organize training and speakingents, to lobby for change and tc
hawe fun and make newviriends. We acourage wuth and adults with
developmental disabilities to joirhe selfadvocacy group.

“jf == N ‘um’v"_‘.ﬂ

Planning

Everyindividualis unique developingat their own pace, and witltheir own st of strengths and needs.
Each famil is abounique, wih its own ailture, background, beliefs, resources and dreams.

Person Centm@ Planning is astrengthbased process that is a cdbeation of the individual and a
mechanism 6 establishing thecommitment of the team members to supporting the dividual and
family. RSCL is commiil to developingpersoncentred plans for theindividuak and families we
support, where applicable The personal planning g@ess helps articulate a vision fanet future,
clarifiespersonal iterests inareas such awork, recreation/eisure, home, educationelationships, sets
goals, and develops a plan to achiefiern. Prior to thedevelopment of a personentredplan, there is
adgetting to know yo# process hat is often reérred to as discover

We encourageltie participation ¢ families, supporhetwork members, and other professials involved
in supmrting you or your family memberin the planningprocess We provide assistance to fadiie
activeinvolvement inplanning andare flexible about bw it is dore.

We keep a copyf dl plans and provide ques to youand others involvedin developing then (when
consent s provided).

Depending upon the kinds of supports and services reqaksin indvidual may have a combination of
plans as descréd below. Tlse plans combing® become theindividuald serviceplan. No two plans
arealike.

PersonCentredPlan
The personCernred plan B a comprehensive, individualized document developdith the ective
involvement of the individual and, whereveossible, thé& family and membrs of their support
network. It ensues that tre servicesand supports we provide reflect the individa Yy SSRa s
preferences and dreams.

It identifies the individzl f Q &s, goBl&rd preferences to enabithem to live a fulfiling life. A
personcentred plan must be developedithin three to sixmonthsof starting service at RSCL, and
then reviewed and updatedt a minimumevery year. The following plans are used at RSCL

1 Home Visit RecordDB;

1 Support Guid¢SCDP

1 CFSPild and Family SuppoRlan(SCDP, Treehouse

1 Lifestyle PlanningAdult Sevices and Youth Connections)

13



PATHAdult Services and Youth Connectigns)
Gateway(Adult Services and Youth Connections)
PLLAYYouth Connections);

Vocational PlaffAdult Sevices)

Service Plafindependent Living)

=A =4 -4 -4 4

All of the above plans result ian actin plan that describes dw an indivdual will be assisted or
supported to reach specific goals and liea dreams sebut in their personcentred plan.

Care Plan
A plan that sets out the assistece and support an indiviéli needs in daily life. Encare pan
includes emergencyontact infamation, ifestyle and personal preferences, activities of dailing,
community access and behavioural supports. It providgsdancefor staff in how to mee the
AYRA @A Rdz faCdaily §asSisS R Zare2pidmust be developed before serue starts,and
reviewed and updated at least annually, or more often if sup@ord care need change.

Health Care Plan
Reaqiired for some indiviluals who have criticdiealth care needshat callfor the intervention or
involvement of a health mfessioral. It is developd in conjnction with the appropiate healh
professonal(s) and if needed (G KS A Y RA @A R uude® drocadiites dah Maining/ ® L {
requirementsas well as emergey protools. If a health care plan is requiredniust be in pla@
before service bgins, ad be updated annuallygr whenevermealth isues or status change

BehaviourSupportPlari Safety Plan
Requred for some individuals who havehallenging behaviours. It is develmpin conjinction with
a psychologist or behavioural congnt, and includes specifipreventon measures, training,
strategiesand intenentionsand mg include a &ety Plan or DeescalationPlan

14



Programs, Supports and Services

Our prograns and services suppairtdividualswith developmental
disabilities of all ages and life  3S&ad | SNBEQa |

Services for Children, You th and Families

Infant DevelopmentProgramprovides onsultants who work with
families and provide resources,fegrals and support for children,
up to age three who haveesydopmental delays or risk factors,
which may involve a lat diagnosis.

Supportad (hild Devdopment is a community based, edy
intervention program that proides practical information,
resour@s, and strategies for the inclusion of children wi
disablities inchildcare settings The recipients of this services are
families andchidcare cerntres. SCDRonsultants asst familes to
access childcaren their community.

Treehouse early Learning Centiea childcare progranof children from three to fivgrears of age. Staff
are devoed to faciitating the developmental and persongtowth of both typically developinghildren,
and those who need ext support in orderto foster increased skills of independence in age appaver
activities.

Youth Connetionsis an afterschool progam foryouth. This program follows an inclusive deb where
youth with varying disabiies atend community based rereationaland sociahctivities.

Family Respiteprovides relief for parentdrom the daily responsibilitieand accompanying stress of
caring forchildren or adults who have a developntal disabiity.

Services for Adults

LIFE Learn, Inwlve, Focus, faploy - are supportsand services designec
to assistparticipants to achieve heir individual goals. Suppi are
provided in a variety fosettingsin the community and at RSCL home site
LIFE sefcesincludean Employmat program for individuals who wsh to
seekemploymer.

Supported Livings 24-hour staffed support providedfor individuds who
livein their own home with other individuals.

Independent Lving supports indiviuals to live independenty with
identified needed supports t@nsure lifelong sicess

Home Shards community caregers sharing theihome and fie with an
individual who has a developmentdisability. Matchesare based on the needs and desires of the
individuals agpeople are happiest when they feel they aued and an intgralmember of a family.

Family Resourceprovides information, resouss and/or support to family merbers who face the
extraordinay circumstancs that comewith having afamily member with a disabity.

15



Rights, Risks, and Responsibilities

Rights
Peopleusing air supports and services enjoy the same rights and oppdiasnas dlCanadian citizens.
These rights are set out iheé Canadian Chéer of Ridnts and Feedams, and tre BC Huran Rights Gde.

In 2010, Canada ratified ¢hUN Convention on #Ridgts of Pesons with Dsabilites The Convention

follows decades of work by the United Nations thamgeattitudes and approaches to persons with

disabilities. It takes to a neteight the movement from viewing persons with didabiA Sa I aofa 206 2SOl
charity, medical treatment and social protectiondgo- NRa @ASgAy I LISNE2y & adA 0K R
with rights, who are capable of claiming those rights and making decifotiseir lives based on their

free and informed cosent as well as being agé members of society.
The basicdeasof the conventia are that:

People ardree to make theiown choices;

No ore will be discriminated against;

Disabled people have ¢hsane richts to be included in society as anybasye;
Disabled people ae to berespected fa who they are;

Everyor should hae equal pportunities;

Eeryone $iould have equal aess;

Men andwomenshould have equal opportunities;

Disabled children shdd be regected for who they are as they grow up.

=A =4 =4 =4 =8 -8 -8 9

Along with the above,in corjunction with the Self Advocacy grouRSCldeweloped Rights statements
Thesestatementsare reviewedwith the individualsand/or with youon an annual basis.

16



Statement of Rights for Children and You th
As a chd attending RSCLChildren and Youth Prograns:

I hawe the right to affectiorand understanding;
| have the ght to adequate nutrition and mechl care;

I have the righto protedion against all forms of neglect, crueligbuse,
exploitation,humiliation, retaligtion andridicule;

| have the righ to full opportunity for play andecreation;
| have the right tdde among the first to receive ref in times of disaster;

| have theright to learn to be an active member afcsety and to develop
individual dilitiesto my full potential;

| have the ight to bebrought up in a spiribf peace;
I have the right to fredom of thought and freedom of pression;

| have the righto participate in decisions that affect me to my niraxim
dewelopmental capaility;

| have the rght to access high quigy, inclusive servtes that honour
diversity and meet my needs;

| have the ight to be spoken to in a manntrat conveys respect;

| hawe the right to receive communication in a languageform that
enables mdo be as idependentas pssble;

| have tte right tobe viewedas a person first;
| hawe the right to have my contribuths honoured and valued;

| have he right to have things thaare impatant to me accepted,
honoured and suppoed;

| have the right tohave my chices regrding lifestyle honoued;
| havethe rightto receive information laout Rights and Responsibilities;

| have the right to enjoy theseghts, regardless of raceplour, gender,
spiritual beliefs, national or sa@iorigh, family compsition andsexual
orientation.
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Statement of Rights for Adults
As an adultattending R / [A€ué Programs:
| have theright to be viewed as a persoinst;
| have the right to nderstanding what is going on around me;

| have theright to a means of comunicationwhich albws e the fullest paricipation n
the wide world; and that my comunication is heeded by others.

| have the right to adequate nutron and medical care:

| have the right to protection against all forms of nesgit, crielty, abuse, eploitation,
humiliation, retaliation and rdicule;

| have the rght to complete acces® trecreation and leisure withitné community;
| have the right tdbe among the first to redeereliefin times of disaster;

| have the right tde an &tive member ofociety anl developndividual abilities ©
his/her 1ll potential,

| have the right tdreedom of thought and freedont expression;

| have the right tgarticipate in decisionshat affectthe individual to his/her maximum
capabilty (ie. Life Plan, Echational Pusuits, Enployment, Recreation & eisure Afivities, etc..);

| have the righto access high quality, inclusigervices that honour diversiynd meet
my needs;

| have he 1ight to choose my own lifestyle and have thisick homured
(ie. entetainment,who | lieswith, independent ling etc..);

| havethe right to be spokerotin a manner that conveys respec

| have the right to receive drexpress communication anlanguageor form that |
understand and can expressich dlows me to bas independnt as pasble;

| have the righ to receive information about available serses and have input into
choosingwhich service best fits my wardasd needs;

| have the righto havemy contributions honoured and valued;

| have the rght to have tlings that ae important me acepted, honoued and supprted
(ie.friends, family, desie dreams, being with people, rikes, access to transportatiostory telling,
dancing, shwing his/her talents etc..);

| have the freedom ansupportto exercise rigts under he law(ie. vating, legal actioretc..);
| have the ight to access my ownflormation;

| have the right to sggest changes and additions toeti\dult Services Rights &taent
andhave these suggestions seriously congdéry RE;

| have theright to receive inbrmation about Rights ad Responabilities;

| have the right to enjpthese rights, regardless of macolour, sex, nationality or sial
origin, spiritual bekfs,family composition and sexual orientation.
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Risks and Responsibilities

Along wih rights come responsbilities. We expectindividuals and/e families participating in our
programns to respect the rights of otheréollow ourpolicies, participate in their own plannirmgpnd make
choices and decisions thaiffect their lives. Suppband guidancere always available. We know that
as memlers of ther familiesand/or support networksyou support their decisicmaking and grovung
independence.

Balancing rights with sponsbilities and risks with choicesan be difficult. It is aitferent balane for
each person, ad each family.Havingyour own tloughts andopinions is part ofealizing youpotential
as a person and a citizen. We respect tlghts of the individualswe support to make mistakes, learn
from them, ask for help, bange theirminds, ad try new things

Sometimes tle choies and decisianindividuals make are diffeent from thosetheir families would
makefor them. In these situatins, we work to hear all opinionsa talk with yai to find soluions and
to facilitate a positive outcome. We ae committed to keepingndividuals safe while using our sares,
and to honouring family valuesd customs as much g®ssble.

We work wit individuals and families to anticif|®g prevent andespad to situationsthat may irvolve
risk. RSCL hawocessesin place to supporindividuals while addresig challenging beaviours and
risks.

Supporti ng people who may have behavio urs that chall enge us.

Our staff and caregivers are expected to actiwlgage with the individuals we support and respond to
behavioural communicatbn 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
independene. We train our staff and caregivers based on the ®lodf Positie BehaviourSupport
(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 luas and research. It offers an approach for develgpan
understanding of wly an individual engages in challenging behaviour and strategies for preventing the
occurrence of challenging behaviour while teaching the individual new skills. Positive Bel@&ypport

offers a holistic approach that considers falctors tha impact anindividual and their behaviour. It can

be used to address challenging behaviours that range from aggression with themselves or others,
property destruction, and social withdrawa

What is the process of PBS?

1. Building a Behaviour port Teambegins by deeloping a team of the key individuals who are
Y2al Ay@2t @SR Ay (UKS AYRAQGARdAZ tQa tAFTSP ¢KAA
individuals support team, but alsmay include friends, other faity members, therapistsand
other staff.

2. Peron-Centered Planningprovides a process for bringing the team together to listen and
engage in the vision and dreams for the individual.

3. Functional Behavioural Asssmentis a process for deterifiA y 3 G KS Fdzy Olus2y 27
challenging behaviourA Functional Behavioural Assessment (FBA) involves the collection of
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data, observations, and information to develop a clear understanding of the relationship of
events and circumstances that tggr and maintain problem behaviour.

4. Behaviour Support PlarbDevelopment ¢ once the Functional Assessment procdsas been
analyzed and iscomplete,the team can develop a Behaviour Support Plan. Essential
components of the Behaviour Support Plan are prevention strategies, teaching newasidlls
new ways to respotto challenging beaviour, and lifestyle outcomeogls.

5. Monitoring Outcomesc the effectiveness of the Behaviour Support Plan must be monitored.
This monitoring includes measurement of changes in behaviour and the achievemeetvof
skills and lifestyleutcomes. There ia formal review of the Behaviosupport Plan annually.

Service Quality

We are commited to receivingfeedback, learning more and rkiag changes to impve what ve do.
We cdl this continuaisquality improvzement.

Here are some bthe ways we makelge we monitor our prformance:

Listening to the People We Support

Theindividualswe support and you, their families, are theebt
judges of whatve do and low we doit. We value yourfeedback
and sugedions for improvement. We agtely ask fortiwhen we
survey youon a regular basjsve incorporate survey results intc
improvemernts we make. We alsointerview the individualswe
supportabout how they &el about he servies

You nay recéve asurvey afer you, oryour family membe has
left RSCL

Suveys are onlyone way to hear from you about Rowe are
doing. We encorage you o pass ang any input or siggesions to
your Program Manger at any time. We always value you
feedback and participation.

Focusing on Results

Peopledo better if they know what they ae trying to achieve, anddw to measure heir progress. This
applies to both saff and the peope we supprt. ¢ K { Q& h &f 8ué pro§rant® has a written sef o
outcomes we cal this OutcomesManagenent. | y & 2 dziisOvh& Be expect to abieve by
providing he srvices and programsve do. The outcomesaddress 4ategories of reslts:

1 Effectivenessg how well things worled compred to the results we expect
1 Efficiency ¢ how well we make usef the resources we have
1 SeniceAcceshbility ¢ how easy iis for people to get the seices they need
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i Satisfacton ¢ what the people usingour programs thnk about te rvices theyreceiveand
RSCL.

The annualOutcomes Repdris also asgilable a our website (www.rscl.ag) along with an esy read
Quality of Lfe Summary bthe report.

Standards, Regulations and M onitoring

There are segeral monitoring bodiesvhich RSCL must comphith, including governmentninistries
licensngbodies, WrkSafe BC,rad Accrediting bdies

The harious provincialgovernment ministries that fund our service have standards and service
principles that apply tall services and we mustollow thesein order to receive funahg. Our funding
and licersing agencies reguldy review what we are doig, require written reporting from us, and
provide us with informatn abou our compliance with regulations.

Through our oganization& structure, there are arious acountabiliies and pocesses for mking sure
things are operatig well and wecontinuously work to improve them Saff areaccountable toProgran

Manages, who in turn report tothe Directors and the Executive Directowho is acountable to the
Board o Directors In additon, we also have Director of Quality Ass@ance. Therere written policies

that include wgs of cokecting information about theindividualswe supportand family stisfaction, as
well as reponding b complaints.

Accrdlitation is aformal process b organizational deslopment and revdw. Once he process is
completed, it identifies that an gency has net organizational and program/seéice standards of
practice in aeas includig healthand safety, inputfrom people who participae in our programs,
financial accountality, individualzed plannig and support, communitynclugon, accessibity and

more. Acceditation focuses on the ality of services delared, accountalblity, and overall

organizational comptence. As pat of the BC G& S N/ Y Soyhinidént to SocialServices, all socie®ya
that receivea certainlevel of funding from the gogrnment, mwst go throughthis acceditation process

in order to continue to receiveunding.

RSChlas accreied by the CARRF (Commissin on Accreditaton of Rehailitation Facilies) for the first
time in 2005 and reeived the hghest avard of a 3yearlevel of acreditation. Aspart of our ongang
commitment to quality assurance, wéhave continued toreceive the 3year levelof accreditition ever
since.Refer to ourwebsite, www.rscl.org, for updated infmation andfeel free to ask anyProgram
Managerfor copies ofolicies @ standadsthat interest & concern you.

Privacy and Confidentiality

Under the direction of povincial aw, we protect the privacy of coidiential information aboutthe
individuals we support and lieir families. Cafidential information is anyinformation about sameone
that is of asengtive or pasonal natire, such as medicaleducational, finanal or psychologal
information. It can ben any form, including names, retng ndes, emails, repors, vudeos or
photographsThe information we @ther is k@t up-to-date and in a sece place.
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Personal Inform ation

Once RSCL raeesa referral for sevice, we then ask for basic information abouhe individual and
about you family. Once your family maber@ applicatim has beenacepted and we sirt working
together to plan for the ®rvicesthey need we ak you for more @tailed information. This imdrmation
might include medical, psychologicand educational infor@tion and reports or assessments dm
therapists orother professionalsWe needthese in ader to undersand the need andstrengthsof your
family member, and tgprovide the best possible seices.

We keep this informationconfidential RSCL mayebrequired to share personal infornation with
goverrment agences that overse RSC Qa & SidliRing @8ndntnity Livirg BCand the Ministy of
Children and Family DevelopmeRSCL wibinly disclose such information as requiredauthorized by
applicable law. If you haweny questionsbou how persond information iscollected, used or discloed,
contact RSQLA 5 MoNFilitit A&ssurace. We do not share it with anyoneutside RSICwithout your
permission. You or your familmember can askto review the information we have on file provide
updates and arrect any informationthat is nd accurae.

It is very inportant that the information you give us is aurae andup to date Please be surn® give s
copies of new reports or information. Tthaay, we can agust our services to meet thehanging need
of your family member, andyour family.

Consent

In keeping with ourcommitmentto your rights, sheng information is not the only thig we need yar
consent to do. As part of our intake pexss,we will ask for yur consent to provide esvice. And,
depending on whit program you are accesing, we may askdr written consent to take your family
memberon field trips or to photograph or deotapethem.

An individual or family may withdraw in writing, their conserts at any time, sulject to legal @
contractual regictions and reasonablenotice. RSCL willnform the individual or family of the
implications ofa withdrawal of consent, including thpossible termination of service as a result
ofw{ / ihafiiity to aiminister its contraatal or servce delivery resposibilities

As pat of makirg decisios for themsehes, we aupport aduks to provide their own conseh This
includes consent taeceive srvices, consent to share persoriaformation with anotheragercy, ard
consent to relase their photo or name for mdia purpaoses.

BClaw descibes the ight of an adult ndividual to male such desions for themselve ard what

happens itthey needhelp doing so. Individuals are presumed capaidess leghly proven otherwise,

and the waya person commauicates § rot a factor in determining capabilty. S me aduls ma hawe

designatel a familymember or someone se & G KSANI f S th makeNSmaNB allSy G | G A
decisions on their behalf. tlers may lavea lega3 dzZl NRA | Yy 5 @iteDpaany who actSon

their behdf. If youwould lke more information, please speako your Program Manager

We make sure that our sttind contracted cagivers understand the legal status tietpersonthey
are supporing, and treat the ddsion-making process, incldingconser, accordngly.
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Health, Safety & Well -being

The fealth, safety and wi-being of your family member is ofirst priority. Eveyone using our services
has a right toa sde environment that siypports their physicahealth and their mental andemotional
well-being. Here are some bthe waysin which we male sue this happens:

Emergency Preparedness

Every progranis prepared to respnd to unexpected emergencies, suchadere or eathquake, in was
that meet the distint needs d the individualsbeing supported.

Medicati on

We make surethe staff and cargiverswho adminster medications ar@pproprately trained and that
medicationsare sbred in asecue way. Medications that accompany an individal to an RSCL program
must follow specific safety protocols. The Program Manager wilhform you of these protocols, wén
necessary.

Standard Precautions

Staff voluntees andcaregvers areinformed and equpped to protect themsdves and theindividuals
they supprt from undue risks relate to blood and eher bodily fluids. They workvith individuals and
families to minimize such risks.

First Aid

All staff andcontractedcaregvers are trained in First Aid.

External Mo nitoring

We are nspected regularly by the lo@l Fire [@partment, an extenal building irspectorand by the
Community @re Licensing (for licensed progrs) We are also accountable WorkSaé BCandvarious
provincialgovernment ministries fofollowing provincial healh and safey rules.

Planning

We work with individualsand familes © anticipate heth or safety risks or concerns, ataldetermine
ways to address them. We update and revisenglas individual€situations and needs change over
time. We make sure all saff and contracted caregvers know aboutchanges and ca respond n a
consistent way.

Reporting of Abuse

If any RSCL staffas cause to suspect aild or youth under 19 years of age being abused or
neglectedthey have the legaduty toreport their con@rn(s) tothe desgnated authority.

If any RSCL staffas causéo suspect an adulsupported by RSCL is being abuseaeglected, although
there is not a legal duty to report, RIS6dieveswe havea moral obigation to reportto the desighated
authority.

RSCLdspolidesand procedures irplace to follow in the eent a report is reqired.
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Listening to You

LiQa Atiatd®INGlIluyaboutny health or safety concerns youdeagout your family member.
You know them bestWe commi to listen to youand do air bestto address them.

Formore specificpolicies alout health and safet see Part Two.

Your Relationship w ith RSCL

RSCL is a comumity network, and wewelcome you. dust like in any oher communiy, peopk have
different roles withn it, andthe network works best wheneveryone héps out andcontributes in ways
they feel most comfortable.

Although our programs are funded in largeart by government, we codlna provide the level of
service or nany of tre extra sipports we do wittout our volnteersor our community sypport and
fundraising. We hog variousfundraising events each yeand we are often therecipiert from third
party fundraisirg initiatives

Getting Involved

There arelots of ways yal canbe involvedwith RSC, if you
wish.We orgaiize spedal eventsduring the yar that provide
informal opportunities to gatar and network with other
families, theindividuak we support staff and volunteers We
invite you to atend thes ewents.

Here are some othewaysyou @n get involved.

1 Volunteer inour progams. Tdt to the Program
Managerabout helping aut with openhouses, ptnics,
training evens, neetings and othe ways © be
directly inwlved inwhat we do.

1 Join the Societynembeiship and attend our annual
general meeing. Membership is a nomindee each
yeda, and the AGM isa chance taneet other parents,
vote for Bard members and infuene the future —
direction of theSociety.

Attend or help organie RSC publicawareness dtivities in Richmond

Make a taxdeductible donation or &lp out withfundraishg. You can gé a generationation o
specify what youwant it used for. We also webme dondions ofequipmentor senices.

1 Ruw for the Board of Diectors.

il
il

Someof these ativities require a ki of time and effort, but the benefs far outweidn the workinvolved.
Youll have the opporturty to cannect with other familes who are sharm your jaurney, hep builda
supportnetwork for youand your fanily member, learn new skills, and gain experiencéou could learn
more about developmental disdlties ard canmunity living and share your own expesnce aml
knowledge. YadzQ t t & Sréngerw8ice forcommunity inclusbn and help sustain the RSCL netwio
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and suppors your family member@Ra ® 2 S K2 LJS @2dzQff OK22aSayi?

works for you.

On-going Communications

Just ike a sucessful organizaion needs peple to ke involved and ffl
the various bples wihin it, it also depends on everyone
communicating with eaclother. This way, people feel connected t
the whole. Everyne krows what is going a, feels listened to, and
knows what to do if they have a concen. Someimes, days can b
hectic. There my be many things happening athe same time and
lots of changes; some expected and some not. There are ma
reasons to maka cacerted effort to gay in touch.

At RSClwe ae canmitted to proactve communiation with you ¢
the famiies wesupport. We makean effort to keep youmformed by

communicating and sharingnformation in a number of different
ways includingpostinginformation on our webie at www.rsclorg,
and poducing ar newsletter, the RSCWViews. You can dsofind us on Faceboolnd Twitter and may
receive occasical updates by email.

We do our best to provide current uptks on our programs, taining opportunities, upoming events
and activitiesP 2 & Qffafeartitleds and stdes bythe individuals ve support, families, saff, and
community partners. With merging technologywe will continue to explore ways to he touch with
you and iwite you to share your fegback andideas with us.

Expectations
Relatiorshipsusually vork better if pegle knowwhat to expect.

As a &mily member, you can expect RSCL 8fa&ontractedcaregivers and volunteers to:

9 treat you ard members d your family with respect, dignity, cortesy, and fairness, alvays being

mindful of your rights;

follow our mission andvalues m our adions and deisions;

follow our Codeof Ethics

provide you and your fanily member witha level d planningsupport and assistarce that works

for you;

communicate openly ad regularlywith you;

strive to improve ou practice participating in traiting andprofessional derelopment on a

regular basis;and

1 alwaysmeet or exceedstandards set bygovernmen and our acredting agencyand
continuouslyreview andimprovethe qualily of our sevices.

= =4 =

=a =

We ask that you:

1 provideus wth the information we nee to provide the bestpossible support @ savice;

9 follow the policies in plae forour programs;

i treat us,other families and individuds who use our services, wittespect, digrty, courtey and
fairness;
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1 participate in ori@tation adivities and assigh training staff andcontractedcaregvers
regading the needs ofjour famiyy member if appropriate;

1 commurnicate genly with usandlet usknow &out any concerns; and

9 participate in pAnning relatedto your fanily member.

There may be more spéic expetations elated © individual progrars, such a gaff qualificaions and
parental involvement.

Probl em Sdving

We use a proacive approach to preventing and managingconcerns or pblems as theyarise. We
believe that an opemloor approachand effedive commuication are the best waysto addres
differences andesolve prilems. Ou staff are trainel in positive poblem solvng and @mmunication
techniques, and we put a lot of eift into communcating withthe individualswe support, our stdfand
contraded caregiversfamilies nd supportnetwork members.

We encaurage evergne to adiresstheir concens or complants right away, and not allow them to
grow. If a more formal process irequired,we have pdicies on onflict resolution and comlpint
resdution that provde for fair processesand mettods of resolvihg stuations. We try to resdve
differences drectly with the peopk irvolvedwheneverpossble. We will review these polis with ya
during yaur orientation meeting, and you may kdor copies at any timePlease spakto the Program
Manager if youhave a oncem. If your cacernis not addessal, pleasecontact the PrgramDirector. If
yourconcern remain unresolved, please contatte Executie Director

If you feel you concern has nobeen resolved bRSC, weencourage you totake furthersteps The

RSCLFamily Advocagy Guideis a resowce that provides steps for probla solving andadvocacy
including contactnformation for gopropriate governmentbodies and advocgcagencies.

Resources

You job can be ovewhelming at tmes. The RSCL FanilgsourceManager is avalable to help and
support you as you face the challerg of every-day life andnavigatethe variots servicesand options.
HerS Qadme & whatthe Famiy ResourceManagerhas to offer:

1 Informationabout local and provincial servicesd supports;

1 Help with important transitions such as child enering kirdergarten, transiioning from
childrento adult serviesor an adult childleavirg home;

9 Connectionsvith other families and support natorks;

1 Advocacy; and

i1 Booksarticlesandother resources.

If RSCL isoh able to provide the suppds and services yaouamily member requires, ve will expbre

other options with you and nmake sug@stons and eferrals to other conmunty supports and
orgarizations
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Outside of RSCL, there are othesources available to ydo RchmorR | & ¢ S fpartial list:S NB Q &

1

The Ministry of Chilren and Rmily Devebpment (MCHD) providesfunding and detemmines
eligibiity for some of ourchidrenQ & LINE 3 Nib INfait DevalajrOeiit and Supported Child
Development. It also provide funding towards childcare spaces and chitdre subsdy for
parents.

Canmunity Livng British Cdumbia (OLBC)is aprovindal authority that provides fundng and
determines eligibity for some of our adult programs, such &$FE Services, Respite 8=y
Supprted Living and Hoe Shareln additon, CIBC s$aff provide irdependent panning sipport
to individuals and familiesthrough ts Rchmond Communit Lvingoffice.

The Ministry of Social Devdopment and Pverty Redution provides income assiance, BC
Disability Benefs, for people with disabities who are 18 oover. These benefits can irclude a
monthly finandal allowan®, medicd and dental coverageandbus passes.

Trandink provides HandyDarservie for people using wheelchairs orasaters or requiring
assistaceto usepublic transit.

The Advocate for Serice Quadity is available b individuds and fanilies who aredissatidied
with the services ard supports theyare getting from the prouicial gzeemment or agencies
funded by them.

TheRepresentative for Aldren andYouth (up to andincluding transitioing youh age 19-24)
provides advocacyervicesto ensure thd the voce and vews of youngpeople are heard ad
that their rights and iterestsare upheld in decisionthat are beng made about them.

The Office of the Public Guardian and Trustee of BC can provide informatbn about
guadianship, seting up a r@resentaton agreementand/or health care wnsents fo adults who
are notable to make their own deisionsabout all or part of their lives.

The Nidus Personal Planningnd Resouce Centreis a nonprofit charitable @ganizaton that
provides nformation to British Colmbians &out personal planning, includng Representation
Agreements

The Family Spport Institute (FSl)is a provincevide organization whose purpose i
strenghen, and support fanilies faced with tle extraadinary drcumstanes that cone with
having a familymember who has adisability. FSI kelieves that farniies arethe best resoure
availeble to support one another. Directetly families, theFamily Spport Institute provides
information, training ad provnce-wide networkingto assistfamiliesand their comnunities ©
build upon and shae their strengths.
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LIFE Day Services

What We Do in LIFE Services

LIFELearn, Involve, Focus, Empidgrmerly calledday services) are supports and services designed to
assistindividualsto achieve their individual goalsSupports are provided in a variety of settings in the
community and at RSCL home sitésdividuals will be assigned to a home sjti®cations speializing in
various areas of learning, teaching and personal growth. Although @euflbe assigned to a home

site, they will travel to other RSCL sites and locations in the community to participate in activities to
meet their goals.

We support aduls with developmental disabilities of adiges to
reach their own level of seictualization by:

Beirg spontaneous

Taking interest in solving problems

Accepting themselves and others

Celebrating diversity

Being willing to try new things; and

Identifying g@ls and personal direction.

=A =4 =4 =4 -8 -9

By offering personcentered, individualized supports in the
community aml at various RSCL home sites we assist peopl
realize their own maximum potential.

We have a diverse community in Richmaartd the people we
support in LIFE come from different ethnic and cultal
backgrounds, as well as having diverse abilities. Wekwo honour the different values and
backgrounds of individuals and families whemsidaing and adapting our services

LIFEmaximizes personal developmie community involvement and social cagations for all adults
who participate, so that they can ir@ase their independence and inclusion in the community.

Activities can include learning life skills and social skills, participating in fithessandrterafts, or
cookirg, developing compudr skills, increasing literacy, finding a job, and voluntaar In all these
areas, we maximize community inclusion and contribution as much as possible.

It is our belief that meaningful employment is a big paof inclusion. People with developmental
disabilitieswant to work at jobs they enjoy, be paid real wages, and be included and valued in their
workplace and in their community.

Employment Services help people find work in the community. We providé rarfigle of supports and
services in thisarea including guiding the individual through a discovery process to identify their
strengths,skills, abilitiesand dreams; doing some job exploration, providing training and experience to
write resumes, and partipating in job interviews. We help operdoors withpotential employers and
provide on the job supports for as long as the individual needs it.

We also support participation in the Richmond HandyCrew Cooperative. For more information on the
HandyCrew, igit www.handycrew.ca.
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Where and When

We provide activities in LIEEroughout Richmondt various program sitesThe sites generally operate
between the hours of 8:00 am and®® pm.

We encourage participatioin other existing community programs and learning environments whenever
possible and also provide activities and supports at our own RSCLditenwrations

Our Staff

We have ProgranManages who are responsible for the operation o
the program andor supervising staff members. LIFME&nages work in
the activity locations. All staff have their Community Support Worl
gualification or eqivalent. They receive additiahand ongoing trainig
in personcentred planning and goal setting, RSCL valadsethics and
behaviour management. Individual staff members have specifi
responsibilities and may also have training specific to the suppats
of the individual(s) thg work with. We work @ match the skills and
personalities of staff people with ghsupport needs and preferences ¢ l
eachindividual andare open to making changes if situations are n__ ==

working out.

We believe thatL IFEprovides an excellent learning emenment for people wshing to enter this field of
work. We also believe the aduligho attend the program are excellent teachers and guides. As a result,
we welcome practicum students into the program to allow them to gaindkperience they need to
succed.

Entering LIFE Services

The provincial government determines if someoneligible toparticipate inLIFEdecides the priority of
service, and provides the fundindndividual needa referral from the responsible govenent minigry
in order to acessLIFEservices Theae is usually a waitlist for this service, and the governhagency
will let you know when space is available in one of the programs.

Once a referral has been made, we arrange to start the intake psoddis includes:
1 Meeting with you and your familynember to explairour philosophy, servicegolicies and
entrance eligibility
f DFGKSNAY3I AYF2NNIGA2Y [ 02dzi GKS AYRAGARMZ £ Q&
1 Discussing what services and resources the individeaeds, and compatibility wlt what
RSCL has tofef;
1 Completing an application/intake form;
1 Completing part®f the care plan; and
1 Completing relevant consent forms.

After this, we determinehow we can provide what thendividual needsand wants, and whether the
support we have to offer is suitable. The individual also decides whether to accept the servises.arhi
joint decisionrmaking process involving the individual and RSCL. As faanitly support network
members, pu are a part bthat decisioamaking process.

30



If the individual decides not to accept our servioes,will provide information and potentiahlternate
resources.We are committed to supporting all eligible individuals; hewer, at times it may not be
possible dueo funding limitations or other circumstances. The individual may also ask to be put on a
waitlist pending the availability of apppoate services and/or fundingMore information is available in

the RSCL intakapplication/assessment policy)

If the individualdoes decide to accept our services, we begin what we call the assessment period. This is
a time for the individual to visthe program, meet the staff and othémndividuals we supportand learn

more abou the services. It is also a time for tes learn more abouttheir individual support needs.
During this time, we also complete the care plan and plan for how and whendhadual will start the
program.

Beginning a new set of daytime activitiesainew place, with new people, can be glzhange. Itan be
an excitingtime but can also cause anxiety and conceriboth for the adult, and for the family and
others who are aboutthem.

There is flexibility in the length of the assessment period,civmay
take up to six months. At the dnof this time, both RSCL and th
individual make a final decision. If service proceeds, then we start
transition phase. This ishen we finalize the planning for the transitiol
to the new program. This may inde agradual start, training for staff,
and plaming for specific health or behavioural supports needed.

.

We work to make sure the transition is comfortable for the indiakl

as well as for the otheindividualsand your family. We are committec
to adgoting and developing our services wittthe piogram to make the
best use of limited resources, and to meet the needs of the individt
we support. S
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Family Involvement

Families and other support network members can play a vital role
the life of an adult with developmental disabilities. Ideally, yor
participate actively in planning related to the person, and in ma
decisions such as beginning a new program. Asmédyfanember you
likely monitortheir services and act as an advocate.

It is equally important that you support the independence of th
individual so that they can expandtheir own capacity to make
decisions andchoices anddevelop seHadvocacy skillsThis can be
difficult sometimes, as it means adjusting to growing independdnc
someone you have always protected. It also means setting so
boundaries in yourrelationship andallowing your adult family
member to take some chances and maybe make soristakes on
their own. It becomes a balance between the love and caring yithu ..
alwaysshow and feel, and the process of letting them become their own person, independent to the
fullest extent possible. We are here to help this process and support tlaade Our Family Resource
Managercan provide resources and put you fouch with other families going through the same
process.

As well as playing an important role in the life of your family member, we encourage you to get involved
in RSCL activitie$t is a great way to find out more about what is happening in commultgg,
advocecy and selfadvocacy, and to meet others sharing your journey. See Part One for ways to be
involved with RSCL.

Health and Safety

The health, safety and webeing of he individuals we supporare always our first considerations.
Supported individuds hawe the right to a safe environment that supports their physical, mental and
emotional weltbeing. We are committed to monitoring and ensuring this through multiple sexfets:

9 Our staffing levels are set according to the support needs of dhehla.

9 All staff are trained in First Aid, CPR, abuse recognition, and responding to emergencies or
critical incidents.

1 There arefully stockedFirst Aid kits in all LIFE Progrémeations and in vehicles used to

transportindividuals

All stdf, practiaum studentsand volunteers have cleared a criminal record search.

All staff follow standard precautions when providing personal care.

All staff, practicum students and volunteaass encouraged to have tip-date vaccinations

for Hepatitis B, Hpatitis Cand Irfluenza.

1 We have policies and procedures and regular staff training in areas such as violence

prevention, accident prevention, emergency response, and workplace health &etg.sa

We have regular fire and earthquake drills.

We document mdication adninistration during program attendance.

Casual staff are available so that staff do not work when they are sick.

= =4 =
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1 Individual care plans for each participant address any safehceros related to their
individual needs, including response toissing perens, and &acting-out behaviour in
vehicles.

Where applicablei G  FF YSYOSNHE KIF @S /ftFraa n RNAGSNDaA
Staffowned vehicles used to transpdrdividualscarry businesslassinsurance.

In the case of an emergency, accident or a 911 call, we respgnd@pately, write a report

for the appropriate government funding agencies and notify the family immediately.

= =4 =

Transportation

Individualsget to our LIFE Programs in a variefyways. Some takpublictransportationor Handyart
if they use a wheelchaor require assistanceOthersmay be driven by aaregiver or a family member.
For program activities, we use public transportation, ataff ownedor RSCL vehicles when nedd&/e
also assist individuals to purchase bus passes.
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Once an individuakreferral for LIFE Servicéas been accepted, we set up both a paper file and an
electronic file, in a system called Sharevision. This is where we keeprallrplated to the participant. It

may also include emergency informatio activiy scedules, gal progress notes, and daily
documentation completed by staff. It is updated on a regular basis. It is available to applicable staff, to
make sure they have thinformation they need to best support your family member.

We do our lest to ersure that the file is complete, accurate and dp-date, and we count on you to
give us any new or updated plans, assessments or reports as you get them.

We are committed tdreating any information regarding the individuals we support as confidkrard

to keep themsecure, even after the person leaves RSCL. The paper files are stored in locked cabinets,
and the electronic Sharevision file is kept private behind electra@curity and permission measures

and only available to applicable stafiYou mayreviewyourF I YAf & YSY0oSNRa FA(S oeé
Manager If you feel that anything in the file is incorrect, ask us to correct it.

Once an individual leaves RS®E store the files according to government regulations (at least syea

in a £cure locationso that they can be accessed if needed, even after an individual leaves our services.
In addition to keeping all the information we gather and any daily resonet comply with any reporting
requirements built into our contracts i our funders Individwals receive copies of the reports and
may share them with their families and support network members.

We also prepare critical incident reports whenever regdi A critical incident is any event thaay be
detrimental to a persornor which constitutes an infringement of their rights. This includes injuries
requiring medical attention, abuse, aggressive or unusual behaviour, medication errors, unusual illness,
unexpected death, missing person or a 911 call. Critical incidents reusiported to the appropiate

A2 PSNYYSYl FdzyRAY3I F38yOe sAGKAY | ALISOATASR (AYS

critical incidents are kept on filend reviewed annally by the Program Director to identify any trends
for follow up
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Fees

LIFE &vices has a small budget for activity expenses. If an activity fee exceeds this budget, the
individualmay be asked to share the cost of participating in that activity.

Keeping in Touch

Good communicationwith family and support netwde members is ery important. It can enrich the

A Y RA @ WeRatirlstippof their increased independence. Some people want a lot of contact, others
not so much, so the frequency and type afnimunicationvaries. Here are some of the ways we
suppot and encourage gabtwo-way @mmunication Please let us know which ones you want to take
advantage of:

We dare important changes with you;

We invite you to partipate in all planning meetings;

We call you in the event of an emezgcy or other critichincident;

We askfor yourfeedback as part obur annual satisfaction survey;

2SS KI @S R¥2NMR21LIF¥E A0 YR SyO2dz2N»y3S @&2dz G2
issue you have;

1 We provide conflictesolution support if issues arise involving the papant, staff, andér

family, that cannot be resolved directly.
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LIFE Continues

Whenindividualsfeel they no longer need the suppe provided by LIFE Servicéisey may choose to
move on. Individuals maychoose to leave for a variety of reasons. They i@ moving onto déege,
have found a job, o are exploring other ways to become involved in and contribute to their community

No matter what the reason, we are here to help plan for and support
the transition to their new environment. We prepare a dided exit
summaryabou your family member, documentingheir experience
and progress. When appropriate, w will share this with the new
service provider(s) and work with you and other agenciesesvices

to plan for the transition if requested.

You may be contacted after yotamily member has left LIFE Services
to complete a very short survey given thaiur family has had some
time to reflect on the services you received from RSCL. We @lsoitl

if you keep in contact with us and/or drop by and let us know how you
and yourfamily is doing.
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