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Message from the Board Chair and CEO
Community Living BC (CLBC) was established as a Crown corporation in 2005 thanks to significant
work by individuals, families, community groups and the government. It’s not surprising, then, that
people care a lot about our work to support individuals with developmental disabilities to have lives
filled with possibilities in welcoming communities. That care was evident in the input we
received for this strategic plan.
CLBC is a relatively young organization. The focus in our early years was establishing infrastructure
and systems. In recent years, we have been working to continuously improve while facing steady
growth (over 22,000 individuals eligible for service by March 2019). Recent highlights of our
accomplishments include improvements to our planning approach, expanding the measurement of
quality of life outcomes with the “Include Me!” initiative to the north and interior, and the advancing
of employment with collaborative activities guided by the Community Action Employment Plan.
What have we learned after 11 years? In short, we know that to move forward we need to focus our
efforts on the important things. So in creating this plan, we devoted time and effort to get wideranging input on the key areas where we want to see progress. We wanted a plan that is realistic.
And one that reflects the needs, perspectives and priorities of those we serve.
In order to ensure this plan remains current in capturing the needs and priorities of its key
stakeholder groups, CLBC customarily conducts a mid-point check-in. Based on the results of the
mid-point check-in, this plan has been updated to include an increased focus on appropriate
housing supports and CLBC’s relationships and responsiveness to Indigenous peoples and
communities. We are grateful to the many stakeholders who provided us with their thoughts on
this plan. Individuals, families, advocacy groups, service providers, staff and government partners
were all included in discussions. This updated plan represents the feedback we received and we are
excited to move forward on the identified priorities.
Sincerely,
Michael Prince and Lynn Davies

Michael Prince
Board Chair

Lynn Davies
Interim Chief Executive Officer
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Our Approach
In the years leading up to the creating of this strategic plan, we received significant feedback from
individuals, families, the Board and Community Councils. We used this input as a starting point to
prepare our draft plan, then we took that draft plan out to 14 communities across the province to
get further input. For each stakeholder group, we identified what is and isn’t working well when
they engage with CLBC, and what their hopes are for our future. Common themes emerged from
this assessment and those themes became the foundation of our goals and our vision. We asked
various groups to vote on our priorities for change and where CLBC should focus its efforts. These
votes not only helped determine our priorities, but helped us articulate what we value in our work.
During the mid-point check-in, conducted between October 2018 and February 2019, we shared the
plan and updates on the work we’re doing towards the key goals to stakeholders across the
province. This included individuals, families, government, community and service agency partners,
and CLBC staff. We asked these stakeholders if they thought our current focuses remain the “right”
focuses. Results from this check-in were then analyzed for key themes with recommended changes
put forward to Senior Leadership and Board. As a result of what was learned in the check-in process,
two key changes were made related to housing supports and our work with Indigenous peoples and
communities.
We are grateful that so many of our stakeholders contributed to shaping our future.

Plan Summary
Our vision, values and goals are shown in the diagram below. This provides a summary of our
direction, which is described further in this document and appendices.
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Mission
Community Living BC serves adults with developmental disabilities as well as those with a
diagnosis of Fetal Alcohol Spectrum Disorder or Autism Spectrum Disorder who meet the eligibility
criteria.
In collaboration with our stakeholders, we facilitate and manage a responsive, sustainable
network of disability-related services that supplement other supports to assist adults with
developmental disabilities to live good lives and be full participants in their communities.
We offer a range of options in the way services and supports are provided to the individuals we
serve. The options provide for choices that allow services and supports to be tailored to the
circumstances and preferences of each individual.
We take a holistic approach that acknowledges the supports and responsibilities of all
stakeholders including individuals, families, service providers and community resources. This
collaboration supports individuals to achieve the best possible outcomes.
The relationship we have with our key stakeholders is summarized below:
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The Need for Change
The following changes and opportunities have influenced our strategic direction:

What research shows…
➢

Benefits of independence: Increasing self-determination leads to improved quality of life.
Individuals fully included in their communities and those that find employment report the
most success.

What we have observed …
➢ Growing number of individuals requiring service: There is a continued increase in the
number of people seeking service and support from CLBC. At the time of writing the last
strategic plan in March 2014, CLBC was working with approximately 15,800 people with
developmental disabilities. This number has increased to over 22,000 individuals eligible
for service by March 2019.
➢ Steady increase in individuals with multiple complex needs: There are increasing
numbers of people who are facing multiple issues that require flexible, responsive,
collaborative service delivery approaches across multiple stakeholders and entities (from
Justice, to Health/Mental Health to Housing, to CLBC). The challenges that these individuals
face may include mental health, a history of trauma, poverty, substance abuse and
interactions with police or corrections.
➢ The population is ageing: More individuals are facing issues associated with ageing.

What individuals and families have asked for…
➢

Strong relationships: Honest, transparent conversations that are realistic about what
supports and services can be anticipated. They have also asked for more consistency in
CLBC processes and decisions, to ensure they are treated fairly and equitably.

➢

More flexible and more personalized services: Services that are tailored to the unique
circumstances of the individual.

➢

Greater say and control: More say in the services and supports they receive and a clear
understanding of what people are receiving/could be receiving when they are in service.

What government as a whole is striving for…
➢

One government approach: Collaboration across government agencies resulting in
streamlined and integrated service for citizens.

➢ Demonstrated results: Measurement of outcomes resulting from CLBC funding, and good
returns on taxpayers’ investments.
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Vision
Lives filled with possibilities in welcoming communities.
Quality of life means different things to different people and typically involves elements of:
•

Independence to make choices about things that are meaningful in their lives and to
determine how they live their lives

•

Social participation to be connected to family and friends and feel included in their
community

•

Well-being for a safe, healthy and satisfying life.

Our aim is to provide disability-related services and supports to help individuals achieve the quality
of life that is meaningful to them. We want every person to have the opportunity to achieve their
fullest potential and participate in, and contribute to, all aspects of life. A healthy community is
one that welcomes and enables the participation of everyone without labels, appreciating the assets
and gifts they have to offer.

Values
The following statements represent the core values we strive to achieve in all that we do.
Our interactions are respectful and transparent: Having open, honest, transparent and
respectful communications that are meaningful and sincere is fundamental to developing strong
relationships.
We use an equitable approach that is person-centred and effective: We build rapport to
understand each individual’s unique circumstances so we can tailor services and support options to
best fit their situation. Our approach is equitable in that it is fair and reasonable based on the
individual’s needs.
We use consistent processes and tools: Consistency across all CLBC offices promotes fairness
and equity in how our services and supports are accessed and delivered. Our effective, streamlined
and repeatable processes allow for flexibility and can accommodate each person’s unique
circumstances.
We adopt proven new methods that align to our goals: We stay current with best practices and
will invest in change where it makes sense to do so. We recognize that we cannot be all things to all
people, nor do we have the capacity to invest heavily in research and innovation.
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Goals
During the 3 year time frame 2017 – 2020,
we will focus on four key Improvement Areas
– achieving Better Outcomes for the adults
we serve, Improved Individual and Family
Experience as they interact with CLBC,
achieving More Efficient Operations internal
to CLBC, and Enhanced Service Provider
Partnerships for better quality of services
and outcomes.
There are three goals for each Improvement
Area as shown below. We recognize that
achieving all of these goals equally is not
realistic. The priority, timing and resource
commitment for each of the goals will vary.
A further description of these goals and our
intended outcomes are described in the Appendix.
Roshni Kashyap has turned her love of cooking
into her own chutney business in Coquitlam.
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Priorities
As identified through stakeholder feedback, the key priorities we will focus on (as of the Strategic
Plan Update concluded in February 2019) are:
Better Serve Individuals with Multiple Complex Needs – We will have expanded our capacity to
meet the needs of individuals facing multiple challenges, such as mental health issues, substance
abuse, and/or other complex issues. We will be better equipped to provide the services and
supports that enhance the life experience and outcomes for individuals in this situation.
Strengthen Relationships – We will strengthen the trust and confidence of individuals and families
by being honest and transparent in our communications about what they can expect from CLBC and
when. We will build relationships with Indigenous Peoples and communities by aligning with the
principles of reconciliation and providing supports and services in a culturally sensitive manner.
Streamline Processes – Within CLBC, we will improve the efficiency, timeliness and consistency of
our internal processes used to plan, deliver and monitor services and supports to individuals. These
processes will be designed to accommodate the unique circumstances of individuals being served
so we remain person-centred.
Increase Access to a Range of Housing Support Options – We will work to increase access to
inclusive, affordable housing options and associated supports; and ensure home sharing options
are appropriate and sustainable.
We will channel our efforts towards the priorities described by this plan. We will ensure our pace for
change is feasible and our workload is manageable to ensure our success.

Moving Forward
We are excited about the possibilities
that are presented by this plan. It will be
supported by a Strategic Implementation
Plan that will define the projects and
schedule to operationalize the plan. Both
the Strategic Plan and the Strategic
Implementation Plan are updated
regularly to ensure we continue to stay
relevant and focused on the changing
needs of our stakeholders.
We welcome your feedback and
suggestions as we move forward on this
journey. Please contact us at
CLBCinfo@gov.bc.ca with your input.

Sheenagh Morrison, Michelle Goos and
Charlene Barns have spoken to
Victoria’s business community.
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APPENDIX A – Glossary of Terms
The following terms are typically used by CLBC in the context provided below.
Families

The families, including parents, brothers, sisters and other family
members related to the individuals we serve.

Individuals

The adults that are eligible for CLBC services and supports, and whom
we serve.

Individuals with
Multiple, Complex
Needs

Individuals who are highly self-determined, at risk of harm to
themselves and/or to others, who have limited or no helpful natural
supports; and who are facing a combination of issues that usually
require attention from various government organizations like mental
health, a history of trauma, substance use, and interactions with the
criminal justice system, poverty, and homelessness

Natural Supports

Informal or unpaid services provided by an individual’s support network
(including family and friends), other branches of government or more
generic community services.

Aaron and Angel of Penticton first met in 2012 and
were soon planning for an exciting life together.
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APPENDIX B – Plan Details
The following pages describe our Goals for the next three years and the desired outcomes we aim
to achieve as a result.
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Better Outcomes for Individuals
BETTER SERVE INDIVIDUALS WITH MULTIPLE COMPLEX NEEDS
CLBC is better able to plan, coordinate and develop services for this population
• We have the knowledge, skills and tools required to effectively plan and monitor services and
supports.
• We have knowledge of existing protocols and agreements and how to apply these.
Our contracted services have the capacity to proactively and effectively assist people
• We can more accurately predict and respond to the demand for services.
• Our procurement, funding and contracting structures and tools enable sufficient and effective
services.
We are working across government agencies/ministries to address people’s needs
• We have clear agreements with other government agencies/ministries that ensure individuals
are not caught in the middle.
• There are cross-government mechanisms in place, such as information-sharing and leadership
tables, for the purpose of problem solving and continuously improving the quality of services
to individuals.

INCREASE ACCESS TO A RANGE OF HOUSING SUPPORT OPTIONS
More inclusive housing options and associated support are available
• Pursue opportunities outlined in the joint CLBC/Inclusion BC plan, “Home is Where Our Story
Begins” to increase access to affordable, inclusive housing.
• We have the tools (e.g. planning materials and staff competencies) to explore a range of
residential options with individuals and families.
Home sharing options are appropriate and sustainable
• Issues and concerns outlined in the “What We Heard” home sharing engagement report, and
prioritized by the Home Sharing Working Group, are addressed.
• Home sharing is a more sustainable and consistently administered service.

INCREASED EMPLOYMENT
Lasting job opportunities are available
• We have shifted the focus of community inclusion resources to more effectively support
people finding employment.
• More individuals have found employment with support from Work BC.
More individuals see the benefit of employment
• CLBC staff and service provider competencies have developed to support Individuals of all
abilities to see the benefits of employment and request support to obtain employment.
• Working with service providers and community partners, we have increased support for
employment among individuals, families and employers.
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Improved Individual and Family Experience
STRENGTHEN RELATIONSHIPS
All Individuals and families, including Indigenous individuals and families, have trust and
confidence in CLBC
•

We are open, honest and transparent with our communications to individuals and families.

•

Individuals and families feel safe to connect with CLBC.

Approaches and services reflect Indigenous cultures and values
•

Our practices and materials are aligned with the principles of reconciliation and are based
on building relationships and trust.

•

Indigenous individuals and families have access to services that are culturally sensitive.

All Individuals and families have clarity on what CLBC can provide
•

•
•

Our written materials and web site present a realistic picture of what CLBC is able to support
and provide clarity related to the balance of responsibilities with families and other natural
supports.
We use consistent language when communicating with families about supports and services
available.
Individuals and families have an understanding of the approximate timing of when they will
receive supports or services.

ENHANCE THE PLANNING EXPERIENCE
Planning begins early and is easy for individuals and families
•

We begin to prepare individuals for their transition into adult life long before they turn 19.

•

Individuals and families have access to planning information and tools over their life span.

•

The process is intuitive and simple (system complexity is hidden). Plain language is used.

•

Service Provider planning is integrated and aligned.

Approaches and services are tailored to the needs of individuals and families
•

Individuals and families have ownership of the plan and the planning process.

•

The pace and approach of the planning process is tailored to the individual and family’s
needs and preferences.

•

Individuals and families are aware of non-CLBC funded service and support options.

STRENGTHEN COLLABORATION ACROSS GOVERNMENT
More Integration of government service
•

We collaborate with other government agencies to provide a more integrated seamless
experience for individuals and families (e.g. across Ministries of Health, Children and
Families, Social Development and Social Innovation, and CLBC).

Government services are used and leveraged
•

There is very little redundancy and duplication of service between CLBC.
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More Efficient Operations
STREAMLINE PROCESSES
Workloads are manageable
• We focus on a few priority change projects at a time to ensure workloads are manageable
and projects are successful.
Improve internal process management
• Established methods for documenting, communicating and continuously improving our
processes.
• We have mechanisms in place to ensure continued improvement of our processes, with input
from staff.
Streamlined and consistent process
Starting with priority areas:
• We have well defined repeatable streamlined processes that are followed by all staff,
allowing flexibility where appropriate.
• Staff have the knowledge, capabilities and tools to deliver our services in an efficient and
consistent manner.

INCREASE STRATEGIC ALIGNMENT AND FOCUS
Consistency in our words and actions
• Our actions are aligned to the commitments made in CLBC’s Strategic Plan, Mandate Letter
and Service Plan.
• We have alignment of our performance measures, priorities, projects, processes, policies,
systems, partnerships and roles/responsibilities.
Organizational alignment
• There is a strong relationship that is built on understanding and trust, between all CLBC
offices.
• Staff feel aware, involved and contributing to the direction of CLBC.
• Staff understand their role and the value they bring to CLBC operations and vision.

IMPROVE PERFORMANCE REPORTING AND FORECASTING
We are measuring the right things
• CLBC’s performance measures are good indicators of past performance and future trends.
Our performance data is reliable
• The performance measures are relied upon to make informed decisions (e.g. by CLBC, the
Ministry of Social Development and Social Innovation, the Board, Service Providers and other
stakeholders).
• Staff are consistently reporting performance data.
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Enhanced Service Provider Partnerships
MORE EFFECTIVE SERVICE PROVIDER REPORTING
Valuable information being reported
•

Information gathered from service providers is used to demonstrate accountability for
government’s investment and to make adjustments to services based on changing needs of
individuals.

•

Best practices and information of benefit to Service Providers is shared with them.

Reliable consistent Service Provider reporting
•

Service Providers consistently report their results.

Effective Service Provider Reporting Process
•

Reporting processes are streamlined.

ENHANCE SERVICE PROVIDER QUALITY
Quality services provided
•

Service Providers are meeting CLBC defined standards and expectations.

•

We actively work with Service Providers to identify and address service issues.

ALIGN SERVICES TO NEEDS
Services are aligned to CLBC’s service needs
•

Service Providers are aware of CLBC goals and are aligned to those goals.

Service Provider planning is integrated and aligned with CLBC’s vision
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