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Message from the Board Chair
and Chief Executive Officer
Community Living British Columbia (CLBC) was created on
July 1, 2005, after extensive collaboration with adults with
developmental disabilities, family members, advocacy groups,
service providers, academics and government representatives.
The result was a bold vision of how we could work together to
support individuals with developmental disabilities to achieve
full citizenship in their communities.
This Strategic Plan was originally developed in 2012 to advance
that vision, with valuable input from numerous stakeholders,
many of whom we re-engaged to assist us in identifying
priorities and directions for this refreshed plan.
We are pleased with our progress. The Community Action
Employment Plan establishes our commitment to collaborating
with all stakeholders and to making real progress on
employment. We are inspired by the stories people are telling
us about what happens when they get a job; it is clear work is
life changing for people and provides a gateway to identity,
confidence, friendship, financial security, and indeed to full
citizenship.

Denise Turner,
Board Chair

The Include Me! Quality of Life Initiative provides a means to
measure progress in achieving our vision, “good lives in
welcoming communities”. Service providers that have
participated now have a measure of the quality of lives of
individuals they support and are implementing changes to
increase the effectiveness of their services. Initiatives focused
on home share services, the Personal Supports Initiative and
improving our ability to provide people with the planning
supports they need demonstrate our commitment to
continuous quality improvement.
Implementation of
MyWorkSpace, IT improvements to our contract management
capabilities, will increase both productivity and accountability.
While our Strategic Plan is a three year plan, we are committed
to refreshing the plan annually to ensure we stay on the right
track. As part of this refresh process, we reconnected with
individuals, families, service providers, staff and employers.
This resulted in our changing the title of the key direction,
Align with the One-Government Approach, to Increase
Sustainability. This reflects the challenge of meeting the support
requirements of the many new individuals who ask for

Seonag Macrae,
Chief Executive Officer
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assistance each year while remaining fiscally responsible. At the same time, we remain
committed to working with other government ministries and programs to improve the
experiences of individuals and families.
Achieving our vision of “good lives in welcoming communities” will require our sustained
commitment to work collaboratively with many stakeholders over many years. For this
reason, we added a section entitled “Enablers” to acknowledge that a successful strategic
plan is founded on a strong organization. The demands of growth and change must be
balanced with the need to support our staff and service providers.
We would like to recognize the tremendous contributions made daily by the dedicated
individuals, family members, volunteers, community partners, and service providers
throughout the province. We are particularly grateful to the individuals and family members
who volunteer on Community Councils and the Provincial Advisory Committee to the CLBC
Board of Directors.
Finally, on behalf of CLBC’s Board of Directors and senior management team, we express
our sincere appreciation to everyone who gave their valuable time and energy to assist us in
setting our direction.

Denise Turner,
Board Chair,
Community Living British Columbia

Seonag Macrae,
Chief Executive Officer,
Community Living British Columbia
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Executive Summary
This refreshed Strategic Plan outlines the key directions and activities Community Living
British Columbia will take to support individuals and families to achieve “good lives in
welcoming communities.”
The plan has six sections that can be summarized as follows:
Section 1 - provides an overview of CLBC as an organization that plans, funds and monitors
person-centred supports and services to address the disability-related needs of eligible
individuals. Our aim is to work with our stakeholders and community to provide assistance
to individuals and families to help them become contributing participants in all aspects of
community life. The section also outlines the two groups of individuals and their families
CLBC is mandated to serve: adults who have a diagnosis of developmental disability; and
adults with fetal alcohol spectrum disorder or autism spectrum disorder combined with
significant limitations in adaptive functioning.
Section 2 - discusses the context within which this Strategic Plan was originally developed
and subsequently refreshed. The plan is founded on the shift underway in community living
across North America: the shift from a system-centered model to a person-centred model.
Quality of life data provide us with a measuring stick against which we can measure the
outcomes of services and initiatives.
Section 3 - outlines the Strategic Plan framework, including our Vision, Mission and Values,
our Key Strategic Directions and a newly added section, Enablers.
Section 4 - outlines the three key strategic directions that will focus our efforts over the
remainder of this Strategic Plan. These are:
•
•
•

Enhance participation and citizenship
Increase sustainability
Promote innovation and resilience.

Section 5 - outlines three key Enablers, which strengthen CLBC and increase its ability to
fulfill its strategic objectives. The Enablers are:
•
•
•

Quality Framework
Human Resources Strategy
Information Technology Strategy.

Section 6 - addresses how this Strategic Plan will be implemented during the remainder of
its term.
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A group of Self Advocates, planning how to support others in their
communities to make friends
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Introduction
A strategic plan provides the high-level direction
to guide an organization in successfully
pursuing its vision and mission. Our aspiration
is that this Strategic Plan resonates with people
throughout the organization.
This group
extends beyond CLBC’s staff; it is equally
important the plan be relevant to individuals,
families, service providers and community
partners.
CLBC’s Strategic Plan is a living document that
will evolve over time to consider changes in
CLBC’s operating environment. A thorough
review of CLBC’s Strategic Plan occurs every
three to five years. During the years between,
CLBC reviews the plan to refresh it.

Cory, speaking with the assistance of
a communication device

The current plan was launched in April 1, 2012 and
this version will be in effect through March 31, 2016.
A key worldwide trend that bears highlighting is the shift towards a person-centred model
for delivering supports and services. This includes a focus on strengths and capabilities, a
meaningful presence in the community and participation in roles valued by most citizens.
Indeed, these shifts require us to use different language to talk about concepts like capacity,
contribution and citizenship.
At the heart of this change is a move away from traditional models of support, which are
based on group services with limited choices, towards giving people greater choice and
control over the supports and services they require. This is based on the growing
understanding that funded services are only part of what is required to help a person to lead
a truly inclusive life. We also note the United Nations Convention on the Rights of Persons
with Disabilities powerfully reinforces the shift that is underway.
We believe our refreshed Strategic Plan reflects these important developments in the
international disability community, as well as the imperatives in our current provincial
context.
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Community Living British Columbia Summary
Organizational Overview
CLBC is a crown corporation, the mandate of which is set out in the Community Living
Authority Act. CLBC is governed by its Board of Directors and is accountable to the
legislature through the Ministry of Social Development and Social Innovation. This is the
ministry responsible for funding CLBC, setting and communicating government’s mandate,
establishing key policy and priority direction, and overseeing our performance.
CLBC is responsible for supports and services that address the current disability-related
needs of two groups of eligible individuals in British Columbia:
Adults with a diagnosis of developmental
disability;
the criteria for which includes age of onset,
Throughout this
intellectual functioning and adaptive behaviour as
Strategic Plan the
defined in the Diagnostic and Statistical Manual Version
term “developmental
IV
disabilities” is
•
Adults who have a diagnosis of fetal alcohol
understood to include
spectrum disorder or autism spectrum disorder (also
individuals in both
known as pervasive developmental disorder) and
groups.
significant limitations in adaptive functioning; this
relatively new program area known as the Personalized
Supports Initiative (PSI) began February 1, 2010.
•

Most supports and services are delivered by
service providers: non-profit agencies, private
companies or partnerships. Added to this group,
however, are person centred societies, directly
contracted
home
share
providers,
and
individuals and families managing their own
services through individualized funding. These
services enhance and support the work done by
individuals, families, CLBC staff, volunteers and
others who also work to ensure the individuals
we serve can participate fully in their
community.

SERVICES - QUICK FACTS
Not-for-profit societies

153

Corporations

172

Person-centred societies

309

Individualized funding

1787

Direct contracted home
share

797

CLBC draws upon several groups for assistance and advice. Thirteen Community Councils
work collaboratively with many different partners to support community inclusion,
citizenship and full participation of people with developmental disabilities. The Provincial
Advisory Committee, made up of a self-advocate or family member representing each
Community Council fulfills the following roles:
•
•

Two-way communication between Community Councils and the Board
Recommends improvements to policy and practice for Board consideration.
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CLBC operates across the province and has
offices in over 40 communities, supported
by a head office in Vancouver. CLBC has
regional teams of analysts and facilitators
who work together to deliver supports and
services to individuals and their families.
Facilitators are a key point of contact for
individuals and their families. Facilitators
are responsible for confirming eligibility,
developing support plans and assisting
individuals and families by providing
information and helping to address issues
that arise.
Quality Service analysts are responsible for
allocating resources, managing contracts,
procuring and monitoring services and
developing resources. Analysts are the
main point of contact for service providers.

2012 – 2016

KEY CONCEPTS GUIDING CLBC’S
APPROACH
Being included in, and contributing to,
the community enhances quality of life
Inclusion and contribution are
enhanced by using services that are
accessed by citizens without
disabilities
Informal supports provided by
families, friends, and neighbours can
help people access the wider
community
Person-centred planning helps people
identify opportunities in their
community and access a range of
funded services that may not be
available within the general
community.

The safety of those we serve is of primary
importance to CLBC. As a designated
agency under the Adult Guardianship Act,
CLBC responds to allegations of abuse and
neglect. Other formal CLBC safeguards include setting standards that must be met by service
providers, monitoring services, receiving and responding to critical incident reports
submitted by service providers, conducting external reviews and maintaining a complaints
resolution process.

Profile of Individuals Served by CLBC
As of March 31, 2014, CLBC had open files for 15,872 adults with a developmental disability
and 690 adults with fetal alcohol spectrum disorder or autism spectrum disorder. Most
adults who are registered with CLBC are part of one of the following groups:
The largest group consists of adults who have accessed services for many years, some since
they left institutions in the 1980s and 1990s. Individuals in this group, face a variety of issues.
For example, many experience age-related health issues up to 20 years earlier than the
general population; some will require additional support to continue to live in the
community. Some individuals and families in this group
experience anxiety about continued access to familiar
“How do we meet the
people and services as providers and their programs and
changing needs and
service models evolve. CLBC is committed to working
expectations of
collaboratively with these individuals, and their families,
individuals and
to minimize any disruptions such change can cause, and to
families?”
ensure their wishes and aspirations are central to decisionmaking that impacts their lives.
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Those in the second group face a different set of challenges. They include older adults who
live with parents or other family members and have had little or no involvement with CLBCfunded services. As parents grow older and experience increasing health care needs, they
worry about who will provide support when they can no longer fill this role. They are
requesting support when the system is already stretched to capacity. An increasing number
of adults, many of whom have never had prior contact with CLBC, are now seeking support.
Youth, who have transitioned or are
in the process of transitioning to
adulthood, represent the third and
fastest
growing
group.
Approximately 700 CLBC eligible
youth turn 19 each year. This group
is most responsible for shifting
expectations. These individuals and
their
families
have
greater
expectations around employment
and full participation in all
community
activities
than
individuals who began accessing
the adult service system as recently
as 10 years ago.

Rasika and her mother, speaking about her passion for
Bharata Natyam, Indian classical dance

Individuals with complex support needs, in particular those who may have behavioural
challenges or issues with alcohol or drug abuse, are identified as an emergent group. Often
these individuals are known to police, have been charged or incarcerated. Appropriate
services and housing are difficult to find and individuals may require supports from nonCLBC services such as mental health services.
Finally, individuals in the Personalized Supports Initiative are a group of adults still
relatively new to CLBC and its traditional service provider network that may require some
type of support during their lifetime. As of March 31, 2014, CLBC has open files for 690
adults who are served through this initiative.
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The Planning Context
Changes in the Community Living Sector
Historically, government addressed the needs of adults with developmental disabilities
using institutional settings with services based on a medical approach to care. Those living at
home with parents during this time generally received few government-funded services. In
response to limited choices, families mobilized and began to develop community options for
their sons and daughters in the 1950s.
Government
committed
to
deinstitutionalization as a result of efforts by
advocates in the community living sector and
by
government
representatives
who
recognized that cost-effective community
options could better meet the needs of
individuals. This 20-year process led to the
closure of the province’s three large
institutions. As a result, an extensive network
of community supports and services –
primarily group homes and day programs was established. Funding to create these
community-based services increased rapidly
during this period, which lasted until the late
1990s.

Greg, just another workday at Famous
Player’s Theatre in Prince George

However, supporting people to move from institutions was only a first step; by the end of
the 1990s, it was being recognized that while many individuals were living successfully in
the community, some were still not fully or meaningfully participating in community life.
We are now in the midst of the next wave of change in our sector. Over the past decade,
adults with developmental disabilities have begun to be recognized as valuable contributors
within their communities. The emphasis is shifting from providing programs and services to
a person-centred approach in which individuals are supported to build on their unique
strengths and capacities and to realize their aspirations within community.
Supports and services are increasingly seen as a means to an end. Collectively, we are
starting to understand the true value of services lies in their ability to support adults to live
as full citizens who engage in a variety of valued community roles such as friend, neighbour
and employee. However, this transformation is not yet complete. The system-centred
perspective continues to influence both the service delivery system and how individuals are
perceived by various groups and members in society. The differences in how these two
approaches characterize and respond to individuals’ needs must be considered as CLBC
moves forward. Key differences between the traditional system-centred view of disability
and the emerging person-centred support model are summarized in the following table.
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System-Centred

Person-Centred

Focuses on a person’s perceived
physical, biological or psychological
problems and deficits

Focuses on an individual’s strengths and capacities

Stresses diagnosis, labelling and the
use of services based on group
characteristics

Stresses the importance of relationships, having a
meaningful presence in the community, and
engaging in roles most citizens value in their lives

Driven by experts and professionals

Driven by the individual with support from family
members, friends and trusted advisors

Focuses on "fixing" or "changing" the
person

Increases the capacity of communities to respond to
the needs of all citizens while raising disability
awareness within and across different systems

The Include Me! quality of life initiative has begun to provide a profile of the quality of life of
individuals who are served by CLBC. Uniformly, individuals indicate greater quality of life
in the three domains associated with well-being (emotional, physical and material) and
lower quality of life in the domains associated with independence and social participation
(social inclusion, self-determination and interpersonal relations) as the figure shows. In
perspective, the average social inclusion score is about 20% lower than the average emotional
well-being score.
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Changes in Government Policy
Governments around the world are
increasingly expecting service structures,
including
those
for
adults
with
developmental disabilities, to be more
sustainable. This is especially true in light
of public concerns about funding services
with deficit budgets, particularly given
economic uncertainties. Sustainability is
founded on public support, which is based
on cost effective service delivery, equitable
access to services and accountability for
use of public funds. The challenge is to
provide more cost effective services
without compromising the quality of
services or service outcomes, and without
creating inequity within the system.

Chris, with a colleague, at work in the
garden department at The Home Depot

There is also a growing recognition that the way services have been developed and delivered
has created barriers to community inclusion and citizenship. Traditional services have
unintentionally resulted in people being seen as “different” and in need of professional care
and support. This has reduced, rather than encouraged, full participation of adults with
developmental disabilities in society. The evolving approach in western jurisdictions reflects
a greater focus on self-determination and self-direction. This is supported by policy and
practice shifts that recognize and build on individual and family capacity, and by providing
supports and services when they are needed.
More adults with developmental disabilities are seeking access to the services the majority of
citizens use every day. These include education programs, health services, public
transportation, recreation centers, local clubs and associations, and community groups. Such
services can often better meet the needs of adults with developmental disabilities than
formal disability services do, and can help to decrease reliance on services developed
specifically for people with disabilities. Greater inclusion in the community has a range of
benefits. For example, there is compelling evidence that inclusive employment is a pathway
to enhanced quality of life.
World-wide there is a trend for governments to seek ways to integrate access to these types
of services as part of their approach to the provision of disability services. At the same time,
there is a growing awareness that different parts of government must work together more
collaboratively to deliver needed services in a more efficient and streamlined manner.
Linked to this is a developing awareness by government and the public that efforts are also
needed to better leverage taxpayer dollars to more effectively involve other potential
partners, such as local governments, business and the philanthropic sector.
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Changes in the Operating Environment
In refreshing this plan, we reviewed the current operating
environment. The factors below are those we believe will
most directly influence the direction CLBC takes.
Demographic and Population Trends
•
•

•

•

The BC population as a whole is aging – stress on adult
caregivers is growing
Diversity in immigrant populations is increasing – CLBC
needs to ensure services are responsive and accessible to
people from different cultures
Individuals with developmental disabilities have an
increasing life expectancy, but many experience an earlier
onset of health issues than the general population
CLBC forecasts an annual growth rate of approximately
4-5% over the next three to five years in adults requesting
support – this is consistent with forecasts from similar
jurisdictions that range from 4-6%

Economic Trends
•

•

•
•

Matthew, working at
RONA, 2012 WOW!
Award nominee

There is increased competition for scarce economic
resources. Even the most optimistic projections suggest
funding increases are unlikely to match projected increases in service demand over the
next three to five years
World-wide there is an increased emphasis on demonstrating “value for money” in
terms of cost and outcomes; government and communities expect a “return on
investment”
No new major sources of public funding are anticipated at either the provincial or federal
levels
CLBC, like all government-created bodies, needs to operate in a way that is consistent
with government’s overall expectations, including the emphasis on supporting families
and securing employment for individuals served

Societal and Technological Trends
•
•

•

Changes in technology provide opportunities to decrease costs in meeting certain
assistive, mobility, safeguarding, and communication needs of individuals
Rapid expansion of social networking creates greater opportunities for community and
professional collaboration. For example, over 17 million Canadians use Facebook and
visit YouTube each month and more than 3.5 million Canadians regularly access Twitter
accounts. These are valuable tools that increase community participation and
involvement but must be balanced with risks in terms of privacy and appropriate use
Treaty negotiations and Supreme Court of Canada decisions are redefining relationships
between Aboriginal people and both levels of governments.
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Framework for Our Strategic Plan
VISION
CLBC is a recognized leader in supporting adults with developmental disabilities to live
good lives in welcoming communities

MISSION
In partnership with our stakeholders, CLBC facilitates and manages a responsive and
sustainable network of supports and services that assists adults with developmental
disabilities to be full participants in their communities

VALUES
Respect

Results
Matter

Excellence through
Innovation

Open
Minds

Value
for Money

KEY STRATEGIC DIRECTIONS
ENHANCE

PARTICIPATION AND
CITIZENSHIP

INCREASE
SUSTAINABILITY

PROMOTE

INNOVATION
AND RESILIENCE

ENABLERS
QUALITY FRAMEWORK
HUMAN RESOURCES STRATEGY
INFORMATION TECHNOLOGY STRATEGY
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Vision
What are we trying to achieve?
CLBC is a recognized leader in supporting adults with developmental disabilities to live
good lives in welcoming communities.

Mission
How do we achieve our vision?
In partnership with our stakeholders, CLBC facilitates and manages a responsive and
sustainable network of supports and services that assists adults with developmental
disabilities to be full participants in their communities.

Values
What will guide our actions?
Respect for individuals, families, partners, and staff
•
•
•

We recognize and build on each individual’s abilities and believe disability should not
define how a person is viewed or treated
We work with our partners in a spirit of cooperation and open dialogue
We continue to build and support an engaged workforce by recognizing the contribution
and commitment of each of our
employees

Results matter
•
•

•

We use research to support
evidence-based decision making
We measure outcomes for those
we serve and in accordance with
our mandate and agreements
with government
We
are
accountable
-professionally,
financially,
environmentally, and socially

Musical group “Inclusion”, honoured with a
WOW! Award in 2011
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Excellence through innovation and knowledge creation
•
•
•

We work with our partners and adopt examples of progressive practice from our own
and other jurisdictions to create innovative, person-centered solutions at the local level
We ensure new knowledge is incorporated into practice within our service delivery
structure by networking with sector leaders
We challenge conventional wisdom and incorporate evaluation into everything we do

Open minds
•
•
•

We approach each task with fairness and flexibility
We believe no one has a monopoly on good ideas or the best way to get a job done; we
are open to learning from others to support our commitment to innovation
We have candid conversations with stakeholders to ensure we act in the best interests of
the individuals we support and in ways that are sustainable

Value for money
•
•
•

We balance effectiveness with cost in the delivery of any support, service, business
process or activity
We provide equitable access to services that meet each individual’s current disabilityrelated needs
We ensure services are flexible and responsive, and delivered within our available
resources.

Matthew, rafting with colleagues from RONA in Chilliwack,
2014 WOW! Award Winner
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Key Strategic Directions
Enhance Participation and Citizenship
A fundamental change is occurring in community living. Individuals and families
increasingly want personalized supports and services that promote relationships and
participation in valued community roles. At the heart of this change is a growing emphasis
on the importance of citizenship and the associated obligation of being a contributing
member of society.
Community is more than where we live. It includes who we meet, who we talk to, who our
friends, associates, and co-workers are, and where we go for exercise, fun or worship.
Although the community living sector has supported a growing number of individuals to be
“in” the community over the last 25 years, many remain “apart” without a genuine sense of
belonging or contribution.
Employment enhances community inclusion,
promotes independence and self-determination,
and leads to full citizenship.
In short,
employment is a key pathway to quality of life.
As well, it results in individual and community
prosperity. These benefits increase financial
security and create a balance between the use of
CLBC-funded services, informal supports and
community services used by most citizens.
A key pillar of our Strategic Plan, The
Community Action Employment Plan was
launched in March 2013 following a
collaborative planning process, drawing on the
wisdom of over 600 stakeholders, including
individuals, families, service providers, CLBC
staff, employers and others.

Kayleigh, working in the Seasonal
Department (her favourite) at
Walmart

The Community Action Employment Plan, a
comprehensive
plan
to
deliver
better
employment outcomes, is comprised of several key elements designed to embed system
change and shift attitudes:
•

•

•

We will shift to an employment first approach. Employment first is about aligning
systems to increase the number of individuals who pursue work and improving our
effectiveness in helping people to find and keep work.
We will eliminate barriers facing job seekers with developmental disabilities by shifting
beliefs and attitudes among employers, staff, service providers, families, and in some
cases individuals themselves.
We will engage employers. Successful, long term jobs are dependent on placements that
consider the interests of the employer, as well as the job seeker.
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We will engage local communities. By developing local employment plans, we can consider
regional differences as we implement the Community Action Employment Plan.
Transforming Day Services – Some individuals and families have told us that they need
more than employment services. They are looking for opportunities to find employment,
but also to learn skills, participate in community, find new friends and enjoy a sense of
belonging. We will develop and launch a demonstration project that will test a new
“employment first service” that not only assists people in finding work but also helps them
to meet their other goals.
include Me! – CLBC is committed to measuring the impact that services have on the lives of
adults with developmental disabilities. To this end, CLBC has chosen an internationally
validated Quality of Life outcome measurement framework developed by Dr. Robert
Schalock to measure personal outcomes. This framework provides an indication of quality of
life in the areas of independence, social participation, and well-being.
Survey data tells us what areas of their life people are doing well in and where service
improvements are indicated. Data informs continuous quality improvement strategies
developed by service providers. An increased emphasis on reliable outcome metrics will
also inform CLBC’s policy direction and help us demonstrate the impact of our work.
Individualized Funding - As we look for options for shifting
from a system-centered approach to a person-centered
approach, individualized funding is one of our most promising
levers. Research indicates people using individualized funding
are more likely to report better outcomes and greater quality of
life. Individualized funding is linked to personalization of
supports and participants appear to more readily build natural
supports into their support structures. We will develop a plan
to increase the use of individualized funding.
Individualized Funding
is when money goes
directly to an
individual or their
family to hire their own
support staff.
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Enhance Participation and Citizenship
Goal

Action
Develop and implement plans for sustaining
employment initiatives in pilot areas
Expand Community Action Employment Plan to
additional CLBC areas

Employment
rate for individuals
is increased

Implement measurement framework to increase
accountability and provide data for decision making
Build competencies among service providers
Increase collaboration and leverage employment services
provided through Work BC
Implement initiatives that promote inclusive hiring
among employers

Individuals make greater use
of natural supports

Develop and launch a demonstration project to evaluate
and scale “employment first” day services
Create a multi-year plan which identifies include Me!’s
long term objectives and outlines future activities

CLBC is more effective at
measuring quality of life
outcomes of individuals
receiving services

People have increased access
to person-centred services

Expand the number of service providers that have
completed a second quality of life survey, document
successful practices, and create a Quality of Life
knowledge network
Develop and implement a plan to permit the comparison
of quality of life indicators of individuals in shared living
and group homes
Create implementation plan for improved access to
individualized funding
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Increase Sustainability
There has been a rapid growth in
government-funded supports and
services since deinstitutionalization
began in the late 1970s. BC now has
an extensive network of private and
not-for-profit
agencies
and
contractors that provide a wide array
of supports and services.
Stakeholders
have
encouraged
government to adopt a new approach
to providing supports and services.
This process began in an organized
way in 2001 and led to CLBC’s
Stanley, working at Denbow Transport, 2014
creation in 2005. However, the move
WOW! Award Winner
toward self-direction that was at the
heart of the vision for CLBC has not
eliminated certain problems experienced in the old system. At the top of this list is
responding to needs and expectations of individuals and families who come to CLBC each
year, particularly transitioning youth and their families who want more personalized
supports and a smooth transition from high school to adult life.
CLBC will increase its sustainability by advancing solutions in three arenas: increasing the
cost effectiveness of service delivery; increasing alignment between CLBC and programs
delivered by other key ministries; and improving our application of existing tools.
Over the past five years, CLBC has implemented a number of initiatives to increase cost
effectiveness in service delivery, while maintaining the quality of services and increasing
access to resources. The most significant shift has been that of moving from group homes to
shared living as the dominant model of residential services.
Increasing participation in employment, increasing
Shared living is when
community inclusion and the use of informal supports and
an individual lives
services all citizens use will also further increase service
with another
efficiency and improve individuals’ outcomes.
individual or a family,
who are responsible
Greater alignment between CLBC and other government
for meeting their
programs serving individuals with developmental
support
requirements.
disabilities has been flagged as a goal by numerous
This may be in the
stakeholders, including the Deputy Ministers’ in their 2011
home
of the caregiver
review.
or in the home of the
CLBC will continue to engage programs in other ministries to
individual.
improve service experiences for individuals and their
families. For example, CLBC will work with the Ministry of
Health to better serve older adults and their families as they age. CLBC will also support
Services to Adults with Developmental Disabilities (STADD) in advancing initiatives such as
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the early implementation sites, which are exploring the use of a
navigator role as a key element of developing seamless
transitions for young people and aging individuals.
Individuals, families and service providers are entitled to know
and understand the basis on which individual and
organizational funding decisions are made. Developing a
common understanding and increasing transparency in the use
of criteria for decision-making will contribute to positive
relations among our staff, those requesting support and service
providers. CLBC uses a range of tools in determining access to
supports and services. We will continue to refine our tools and
processes to improve our ability to make fair and equitable
decisions.

Sheenagh, WOW Award
winner in 2013

Increase Sustainability
Goal
Greater cost effectiveness in
service delivery leads to
expanded access to services

Action
Community Action Employment Plan promotes an
employment first approach
Evaluate “employment first” day services as a means for
increasing the use of natural supports
Increase collaboration and leverage the Employment
Program of BC for CLBC eligible job seekers

Individuals and families
experience seamless services
as a result of improved crossministry collaboration

Implement the Aging Project in collaboration with the
Ministry of Health and Services to Adults with
Developmental Disabilities (STADD)
Participate in the Cross Ministry Roundtable initiatives to
increase sustainability
Support the implementation of the Services to Adults with
Developmental Disabilities (STADD)

Service access is more
equitable within and across
CLBC areas

Review the use of the priority ranking tool and related
processes to increase efficiency, consistency and equitable
access to services
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Promote Innovation and Resilience
British Columbia, CLBC, self-advocates, families, and our service providers have a
reputation for innovation that extends across national and international borders. Excellence
through innovation and knowledge creation is a core value at CLBC. We believe our
innovative spirit can continue to be a source of investment, creativity, and growth. We aspire
to bring an innovative mindset to all of the challenges that we meet, whether large or small.
CLBC has made a commitment to continuous quality improvement (CQI). Include Me!
provides data to service providers against which to measure their CQI efforts. The Quality
Framework, one of our organization enablers, outlines our priority areas for improving
quality. CLBC has also made commitments to progressive shifts in community living. As
noted above, home share is now the predominant model in our residential services, having
replaced staffed residential. The Community Action Employment Plan provides the
blueprint for a shift towards an employment first approach, which advances our efforts to
position individuals with developmental disabilities as contributing citizens.
We will utilize the innovative potential of CLBC staff to assist us in finding efficiencies and
improving customer experiences. For example, CLBC staff in South Central Okanagan are
using Lean, a method of making business processes more efficient, to improve the
experiences of individuals and families who are requesting services.
We will also support innovation among service providers who are developing new service
options. A partnership among service providers in Simon Fraser area is developing Kudoz,
a service to support individuals in expanding their
knowledge, experience and skills. In Kudoz,
individuals will develop a portfolio of interests,
skills and experiences and be connected with staff
and community members who have been screened
to provide a range experiences individuals might
be interested in exploring.
Kudoz will be
developed in situ with individuals and staff, in a
process that constantly improves the service as it is
being created.
We will undertake and support initiatives such as
these to:
•
•

•

Invest in people’s capacity and harness the
talents of CLBC staff and service providers
Reduce systemic barriers and increase
incentives to promote innovation
Document and disseminate lessons from
initiatives.

Angela, with her employer at
Rocky Mountain Pizza and
Bakery, 2012 WOW! Award
winner
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The research for the refresh of this Strategic Plan highlighted a number of issues to which we
need to bring the innovative capacity of CLBC staff, service providers, families and
individuals.
CLBC recently announced a decision to provide services to Aboriginal people living in First
Nations communities. This provides an opportunity for us to deepen our understanding of
the Aboriginal context as we strive to better serve Aboriginal people who live both within
and outside of First Nations communities.
Better serving people with multiple, complex support requirements and people who want to
live more independently are also priorities to which CLBC will bring its innovative capacity.

Promote Innovation and Resiliency
Goal

Action
Develop options for reducing systemic barriers and
providing incentives for innovation among staff and
service providers

The innovative capacity of the
sector is more fully utilized

Evaluate the potential of Lean by CLBC staff to increase
the efficiency of work processes
Document early-stage innovations that have the potential
to improve systems or service quality
Develop a plan for improving services to Aboriginal
people living in First Nations communities

CLBC is responsive to
changing contexts and issues

Explore options for better serving people with multiple,
complex support requirements
Develop a plan to increase supported living options
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Organization Enablers
Quality Framework
Individuals, families, government and the public expect quality from CLBC staff and the
services delivered by CLBC’s service providers. Quality has a number of strands, all of
which are important, including:
•
•
•

Assuring quality services
Demonstrating effectiveness and efficiency
Managing risk.

Numerous policies, practices and initiatives create a framework to monitor the delivery of
quality services. These include periodic and critical incident reporting, monitoring by CLBC
staff, reporting on the delivery of service, accreditation, standards compliance for
unaccredited service providers, include Me! quality of life measurement and the service
satisfaction survey.
We will review CLBC’s Monitoring Framework to identify gaps, overlaps and assess risks
and we will complete implementation of Standards for Unaccredited Service Providers.
As stated previously, CLBC is committed to developing a culture of continuous quality
improvement. Where we can improve, it is our aspiration to do so. We will implement plans
to improve home share, the personal supports initiative, planning and critical incident
reporting.

Quality Framework
Goal

Action
Strengthen quality framework

Assure quality of services
delivered

Review Monitoring Framework
Implement standards compliance for unaccredited service
providers
Implement the recommendations from the Home Share
Review

CLBC demonstrates
continuous quality
improvement

Put into practice improvements arising from the review of
Personal Supports Initiatives
Complete the planning review and implement changes to
improve planning services provided to individuals and
families
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Human Resources Strategy
CLBC’s Human Resources Strategy defines a set of key people initiatives to support the
organization’s strategic and operational objectives. More specifically, the strategy provides a
roadmap for creating value through the organization’s workforce by determining the most
effective ways for the organization to attract, motivate, develop and retain new and existing
talent.
Our Human Resources Strategy is aligned with CLBC’s mandate and strategic priorities to
enhance organizational capacity. The strategy is comprised of three pillars: building service
excellence, developing leadership capability and creating a talent management framework.

Human Resources Strategy
Goal

Action
•

Define the human resources service offering and
communicate to the organization to maximize
responsiveness and accessibility

•

Re-develop manager and employee tools to
maximize their effectiveness and support
engagement

•

Define human resources service standards in
alignment with the commitment document

•

Enhance program development through consistent
engagement with stakeholder groups to maximize
effectiveness and uptake in programs

•

Create and execute a leadership development
framework

•

Support SMT to further refine identity and
organizational structure recommendations

•

Build an excluded base compensation system

•

Continue to support front-line capability to provide
responsive service through role based training

•

Begin implementation of the Diversity Strategy

Build Service Excellence

Develop Leadership Capability

Develop a Talent Management
Framework
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Information Technology Strategy
Our information technology systems are essential tools for CLBC’s operation, supporting
and enabling our core functions, in particular our interface with each other and our service
providers.
More efficient systems enable us to increase productivity, have more time to spend face-toface with individuals and families, provide staff with better training and orientation, make
better decisions, be more accountable and transparent and use resources more effectively.
We have improved our ability to track individuals’ service requirements and make better,
faster decisions about resource allocation. Nonetheless, there is more that we can do.
Refining and enhancing our processes to improve individuals’ experiences remains a
priority.
Completing the deployment of My Workspace to increase the efficiency with which we are
able to prepare and track contracts, remains a priority. Implementation of My Workspace
will not only save time, it will also increase accountability within the system.
We will begin the next element of the current IT Strategy, which is the automation of
program negotiation. The work will be undertaken in two phases. The first will be to
develop and implement tools to automate funding guide templates. The result will be
increased efficiency and accuracy in defining and costing programs. The second is the
development of a vendor portal. Use of a vendor portal will increase the efficiency with
which we can exchange information with our service providers, while at the same time
assuring the privacy of the information of the individuals and families we serve.

Information Technology Strategy
Goal
Increase operational efficiency
to increase effectiveness of
staff and service providers

Action
•

Complete implementation of My Workspace

•

Develop and implement tools to automate funding
guide templates
Develop vendor portal.

•
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Moving Forward – Next Steps
The future presents significant opportunities and challenges for CLBC, the individuals we
serve, families and our service providers. This Strategic Plan outlines an ambitious blueprint
for how CLBC intends to leverage the opportunities and meet the challenges.
With our many partners, CLBC is committed to supporting individuals with developmental
disabilities to participate as full citizens and have opportunities to make valuable
contributions in all aspects of community life.
CLBC is committed to the following steps to achieve the goals and actions contained in this
Strategic Plan.
CLBC needs to be both collaborative and innovative to be successful. We need to bring
others, including community organizations, local governments, business, the philanthropic
sector and thought leaders, into the process.
Specifically, we will:
1. Review our Strategic Plan annually and make any necessary changes to ensure its
continued relevance.
2. Align allocation of resources and organizational activities to support successful
implementation of this Strategic Plan.
3. Continue to enlist stakeholders and work with our partners to ensure this Strategic
Plan is pursued in a meaningful and productive manner.
4. Communicate our strategic directions and key initiatives widely, including issuing
annual progress reports.
CLBC recognizes there will be challenges; however, British Columbia’s history of innovation,
collaboration and leadership in community living provides excitement about future
possibilities and gives us confidence we can continue to meet future challenges.
The CLBC Board of Directors, management and staff are committed to achieving our
collective vision of supporting
individuals and their families to live
“good lives in welcoming communities.”

Chris, volunteering at the Salt Spring Island
fire department
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Phone: 604-664-0101
Toll free: 1-877-660-2522
Fax: 604-664-0765
E-mail: info@communitylivingbc.ca
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