
 

Performance Review 
2019/2020 

 
Each year, as part of NACL’s quality assurance process, we review how well we did in managing the 

Association and providing services and programs. 

 

In the past year, Nanaimo Association for Community Living has achieved success in the following areas: 

✓ The Uplands Housing Project construction is now completed, and apartments are all rented out.  The 
new Uplands Outreach Service will provide support to individuals living in the apartments. 

✓ The Actions Day Program redesign continues, with two new Vocational Counsellor positions hired and 
Life Long Learning back at the Actions site.  The newly redesigned program focuses on skill 
development and job readiness. 

✓ The new south Hammond Bay Road duplex is now serving youth on the Sherwood Home side and 
adults on the Nottingham Home side.  

✓ Youth Services continue to expand, with the new Westwood Lake Home providing full-time residential 
and respite services.  

✓ NACL continued its partnership with COCO Café.  
✓ NACL’s communications strategy is now in full swing, with a new 

website and full social media coverage (Facebook, Twitter, 
Instagram, and LinkedIn).  

✓ NACL’s leadership training program with Eclipse HR Solutions 
provided valuable training for Senior Residence Workers, 
Program Coordinators, and Managers. 

✓ NACL and Eclipse HR Solutions provided a Community Support 
Worker training program that resulted in several people being 
hired by NACL. 

✓ Eclipse HR Solutions has also partnered with NACL to offer a youth services training program. 
✓ The new release of the ComVida scheduling and payroll system was implemented, allowing for 

ongoing improvements in tracking and allocating staffing hours. 
✓ NACL’s Health and Safety Policy and Procedures were reviewed and updated to meet the WorkSafeBC 

Certificate of Recognition (CoR) standards, and the Association successfully passed the audit in 
January 2020 to receive CoR Certification. 

✓ The Joint Occupational Health and Safety Committee had another successful year, with a very positive 
evaluation.  Two longtime worker representatives resigned, and the Committee extended their 
gratitude for their participation over the years.  The committee subsequently welcomed two new 
worker representatives. 
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✓ NACL continues to work on consistency in the Person Centered Planning (PCP) process.  The Person 
Centered Practices/Employment Services Manager has been working with Program Managers and staff 
teams to ensure a meaningful planning process, and reliable documentation of information. 

✓ NACL participated in Community Living BC (CLBC)’s includeMe! project this year.  includeMe! invited 
individuals to participate in a survey that measures quality of life from their perspective.  The 
information gathered from this process will help the Association understand how people served view 
their quality of life. 

✓ The weaving social enterprise had a successful summer in 2019, with participation in the Commercial 
Street Night Market.  

✓ The impact of COVID-19 on NACL has been significant, but the Association has developed a COVID-
19 Response (Exposure and Control) Plan to address risks and ensure implementation of mitigation 
strategies, such as Personal Protective Equipment (PPE) and social distancing. 

Priorities for the coming year include: 

 

✓ Ongoing diligence in managing and administering services 
during the COVID-19 pandemic; and, the development of plans 
for Association management in the post COVID world. 

✓ Implementation of the new Outreach Service at the Uplands 
Housing Project, to support individuals who live there.  

✓ Continued provision of residential services for youth, including 
recruitment and training of staff and Person Centered Planning 
with individual youth, to ensure supports meet their needs.   

✓ NACL will conduct a blended CARF survey to include Child and Youth Services, as well as Employment 
and Community Services in the fall of 2020.  Due to the COVID-19 pandemic, the survey will be 
conducted remotely using CARF’s Digitally Enabled Site Survey. 

✓ The communications strategy will continue with revamping its internal materials to reflect current 
branding, as well as constant social media presence – including the launch of a themed campaign 
leading up to NACL’s 35th anniversary in July 2021. 

✓ Ongoing redesign of Actions Day Program, in the context of COVID-19 and the requirements of social 
distancing.  This includes a new Program Coordinator with specific expertise in change management, 
reorganizing program hours, and community-based services. 

✓ Continued development of the Person Centered Planning process, to determine how we are improving 
the lives of persons served. 

✓ Further refinement of a performance review summary report for the Board, so that it provides 
meaningful and interesting information on the effectiveness of NACL services. 

✓ The results of CLBC’s includeMe! project will be provided by Malatest, the research company who 
conducted the survey. 

✓ NACL will redefine its relationship with COCO Café. 
✓ The Association will undergo its first-year review of WorkSafeBC’s Certificate of Recognition program, 

and ensure that recommendations from the audit have been implemented. 
✓ The new release of ShareVision will be implemented. 
✓ A new scheduling system will be implemented as part of the new ComVida release. 
✓ NACL will continue to engage in community relations and partnership projects. 
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Management Review 2019-2020 

In reviewing the management of the Association, we surveyed the 

members, staff, and stakeholders to get feedback on how we did. 

Our membership gave us the following feedback:  

✓ 94% of members who responded agreed that the various types of 
communication NACL sends out keeps them well informed. 

✓ 89% of respondents indicated they would be interested in 
attending NACL community events. 

✓ Members identified workshops, fundraising, and peer support as 
preferred events. 

✓ 94% have visited the revamped NACL website. 

Comments about NACL included: 

✓ NACL is a great asset to our community.  Please keep up the 
"Great Work.”  

✓ Great services supplied. 
✓ Cheers to all the NACL staff. 

Staff surveys showed most staff like what we do, and have high job satisfaction: 

✓ I am so proud of this organization and the work that we do.  
✓ It's a great place to work.  I feel like family! 
✓ I have never felt more supported by staff and management at a place of 

employment as I have here.  The sense of teamwork is felt.  Great job 
everyone!!! 

 

 

SURVEY ITEM RESULT 

I believe the people I support enjoy a good quality of life. 88% of respondents agreed. 

NACL's COVID-19 Exposure and Control Plan is a good plan to 

ensure people served are kept safe. 
88% of respondents agreed. 

Job Satisfaction Rating (1-10 Scale, with 10 being most satisfied). 
87% rated their job satisfaction as 
7 or higher. 
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NACL’s efforts to improve its health and safety systems has been 
recognized by the staff as well: 

SURVEY ITEM RESULT 

I know and understand the elements of the 
Association's Health and Safety system. 

81% agreed. 

I believe NACL's commitment to Health and 

Safety will help to reduce the rate of injuries in the 

Association. 

85% agreed. 

However, the staff survey results also showed there is some frustration: 

✓ More direct communication and support with daily decision-making challenges.  There is often a 
significant delay between asking questions, going up and back down the chain of command, and 
back to me with an answer.  

 
And, NACL will be consulting with staff on the best way to appreciate them, as there was lukewarm support 
for a party: 

SURVEY ITEM RESULT 

I really want to celebrate NACL staff in a big staff appreciation 
party when the COVID-19 crisis is over. 

66% of staff agreed. 

Our stakeholder survey showed us that they think we’re doing a good job: 

SURVEY ITEM RESULT 

NACL staff are professional and courteous. 
100% of the stakeholders either 
agreed or strongly agreed. 

I would recommend NACL services to others in the community. 
100% of the stakeholders either 
agreed or strongly agreed. 

 

Comments from stakeholders were very positive, too: 

✓ NACL is a strong community leader.  The community of Nanaimo is 

lucky to have them contributing to their social and economic 

wellness. 

✓ NACL is a valued member of CSSEA and always works cooperatively 

in problem solving. 
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Program Review 2019-2020 

In the programs and residences, we looked at four things to help us figure out 

how we’re doing: 

1. How happy people are with our services. 
2. How well we served everyone and met their goals or needs. 
3. How good we are at serving as many people as we can in our programs. 
4. When people were referred, how many of them are we able to serve. 

Actions/Life Long Learning and NACL Employment Services 

2019-2020 was a year of change and challenge at the Actions Day Program.  Based on input from 
participants and their families on what they wanted to see from a redesigned program, the program space 
was renovated with smaller rooms, and a space was created for the Life Long Learning Program, so it could 
be located together with Actions.  Vocational Counsellors were hired to assist with pre-employment skill 
development, enabling participants to hone their job-readiness skills.  Actions’ curriculum was redesigned 
to focus on skill development.  These changes were just underway when the COVID-19 pandemic hit, 
resulting in a major shift on how the program could be delivered.  Moving forward, the Actions Day Program 
will need to be creative and flexible to meet the needs of participants in a COVID world. 
 
The 2019-2020 Actions and Employment Services surveys were conducted via Google, as mailing paper 
surveys wasn’t practical during the pandemic.  Fortunately, with staff supporting participants to respond 
and family/caregivers or employers having easy access to the surveys online, we received an excellent 
number of surveys – and most people got a chance to provide feedback: 
 

 

✓ 88% of people served at Actions responded they were satisfied with 
the program.  Some responses were neutral, and no-one was 
dissatisfied!  The same percentage agreed that they enjoy being at 
the program, and no-one disagreed with this.  100% agreed with “I 
am well supported in the program activities.” 

✓ 89% of family/caregivers of Actions participants responded they 
were satisfied – and while some were neutral, no-one was 
dissatisfied. 

✓ 92% of people served in Employment Services responded that they 
were satisfied with the program.  There was one person who 
responded they were not satisfied.  92% agreed they are well 
supported in their job search, and 100% agreed they are well 
supported once they have a job. 

✓ 91% of family/caregivers of people served by Employment Services 
responded they were satisfied with the program, with one person 
responding they were not satisfied. 

✓ 100% of employers agreed with “I’m happy with the person working 
at my business,” and 100% were satisfied with the work of 
Employment Services staff. 
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NACL Employment Services partners with employers from all over Nanaimo, who run a variety of 

businesses.  We held an employer’s appreciation event in the fall of 2019 at Vancouver Island University, 

which was very successful.   

Staffed Residential Services (Group Homes) and Home Share 
 
✓ 100% of people served in Home Share and Staffed Residential Services 

agreed with the survey statement “I’m well cared for in my home.”  

✓ 93% of people served in Staffed Residential Services and 100% of those 
served in Home Share agreed with the statement “I like living in my home.”  

✓ For both Home Share and Staffed Residential Services, 100% of family 
members agreed with “Are you satisfied that the home is meeting the 
needs of your family member?” 

✓ 100% of Home Share Providers agreed that “The Home Share Manager 
interacts with me in a professional and friendly manner.” 

 
 

 

 

…from the Day Program and Employment Services included: 

✓ “Like cooking, helping out, being in the community.” 

✓ “Working towards getting a job.” 

✓ “Anxious to go to program when the bus comes.” 

✓ “I feel I learn something in every activity I do.” 

✓ “I get help with activities like health and nutrition and hot 
lunch prep.” 

✓ “Everyone at Employment Services is on time to my 
appointments and the Employment Services staff is always 
looking out for me” 

✓ “The program helps me find employment in what I’m 
interested in and use my skills.” 

✓ If I have any questions Employment Services staff are 
available to help me answer my question.  I was supported 
in challenges in my employment and succeeded.” 

✓ I'm really grateful for all the help and support the 
Employment Services staff has given me. They have been 
really there for me.” 
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…and from the Staffed Residential Programs and Home Share included: 

✓ “I am healthy, and staff take good care of me.” 

✓ “Staff always do their best to put a smile on my face.” 

✓ “Everything that I need is provided.” 

✓ My Home Share family cares for me.” 

✓ My Home Share Providers are very helpful when needed.  I come and go when I please.  Still do my 
everyday activities.  Get to see my family when I want.” 

✓ “We are very happy with the support and care that our family member receives.  Thank you!” 

✓ “Very pleased with the exceptional care my brother receives at his home.  Overall, the staff shows 
terrific patience and understanding while providing him with the best possible life.  Thanks very very 
much...” 

 

The Association was able to figure out how well they served people by the progress made on Person 

Centered Planning (PCP) goals.  

Everyone chooses their own personal goals, and the PCP Goals are grouped by Quality of Life Domains to 

help us understand what area of a person’s life their goals focus on.  Goal Progress is reviewed and 

determined to be either no progress, minimal progress, satisfactory progress, or excellent progress.  

Below we show the percentage of everyone’s goals that are in each domain (sorted by most goals in that 

category to least), and how well they did with the percentage of both satisfactory and excellent progress. 

Actions Day Program and Life Long Learning had good success in meeting Person Centered Planning 

Goals in a few Quality of Life areas, but the COVID-19 pandemic limited progress on many goals this year: 

 
 

Quality of Life Domain 
% Goals in 

Domain 

% Goal Progress at 
Excellent and 
Satisfactory 

Personal Development 40% 68% 

Self Determination 16% 44% 

Social Inclusion 14% 79% 

Physical Well Being 13% 62% 

Material Well Being 7% 43% 

Interpersonal Relations 6% 50% 

Emotional Well Being 4% 75% 

Rights 2% 50% 
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Employment Services had very good progress on all goals, with most focused on Material Well Being as 

people get jobs and earn a living. 
 

Quality of Life Domain 
% Goals in 

Domain 

% Goal Progress at 
Excellent and 
Satisfactory 

Material Well Being 63% 90% 

Personal Development 17% 100% 

Self-Determination 8% 80% 

Social Inclusion 3% 100% 

Emotional Well Being 2% 100% 

Physical Well Being 2% 100% 

Interpersonal Relations 2% 100% 

 

 
And for those living in NACL Staffed Residential Services (Group Homes), progress went very well – with 
continued efforts on Material Well Being goals, as that one is harder to achieve: 
 

Quality of Life Domain 
% Goals in 

Domain 

% Goal Progress at 
Excellent and 
Satisfactory 

Interpersonal Relations 18% 75% 

Personal Development 18% 75% 

Social Inclusion 17% 82% 

Self Determination 15% 85% 

Physical Well Being 12% 88% 

Emotional Well Being 11% 86% 

Rights 5% 83% 

Material Well Being 4% 40% 

 
Those living in Home Share are working hard on their goals, with good progress on Material Well Being, 
Self Determination, and Social Inclusion: 
 

Quality of Life Domain 
% Goals in 

Domain 

% Goal Progress at 
Excellent and 
Satisfactory 

Personal Development 24% 69% 

Material Well Being 17% 83% 

Physical Well Being 14% 73% 

Self Determination 13% 71% 

Social Inclusion 13% 71% 

Interpersonal Relations 11% 58% 

Emotional Well Being 7% 57% 

Rights 3% 50% 
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The Association tried to be as efficient as it could by serving as many 
people as it can in each program – in other words, making sure each 
program reached capacity. 

✓ Home Share continues to expand and is one of the most 
efficient ways to provide residential services, serving 116 
individuals in 2019-2020.   

✓ Actions and Life Long Learning were at or near capacity, 
serving 66 people between them – with six (6) people exiting in 
the last year. 

✓ NACL Employment Services increased capacity, serving 27 
people in 2019-2020. 

✓ Including the new children’s services, NACL’s Staffed 
Residential Services (Group Homes) served 41 people in 2019-
2020. 

 
The Association tries to accommodate all those who are referred to 
our programs and services by Community Living BC (CLBC) and the 
Ministry of Children and Family Development (MCFD).  In the past year: 

✓ We’ve continued to accommodate children and youth 
residentially, and have expanded these services in the past year.    
NACL currently has two (2) homes providing residential and 
respite services. 

✓ 100% of individuals referred to the day programs have been 
accommodated. 

✓ Home Share continues to accommodate many new referrals, 
expanding to 116 served in 2019-2020. 

 

 

Conclusion 

 
The above feedback and quantitative outcomes demonstrate our continued commitment to improving our 
services, and the considerable achievements over the past year are indicative of an agency that is a leader 
in innovative service development and is reflective of community needs.   

In the last two weeks of this reporting period the pandemic hit, and one of the greatest accomplishments 
of last year was our ability to immediately pivot to face what may be our greatest challenge ever.  Our rapid 
development and implementation of new safety protocols, including the sourcing of sufficient Personal 
Protective Equipment (PPE), is intended to ensure the safety of persons served and our staff.  

The future will hold many challenges, not the least of which is ensuring our services are effective under 
restrictions that could be in place for years to come.  That said, NACL is stronger than ever – and we are 
confident in our ability to face these challenges. 


