
 

Performance Review 
2018/2019 

 
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 Project experienced significant delays but is now on track, with construction underway 

and completion expected in mid-2020. 

✓ The Actions Program re-design is underway with reorganized service delivery, including moving Life 

Long Learning back with the Actions site.  The newly designed program will focus on skill 

development and job readiness.  A detailed plan outlining progress to date and next steps will be 

presented at the 2019 AGM. 

✓ The new Hammond Bay South duplex has been purchased, 

renovated, and is now accommodating youths served by the 

Association.  

✓ NACL has now established a partnership with COCO Café that 

will benefit all those involved. 

✓ A Communications Audit was conducted by an independent 

contractor and has resulted in a social media campaign, new 

website (soon to be launched), and new logo.  

✓ NACL held a successful Leadership Training Program in the 

fall of 2018, in conjunction with Eclipse HR Solutions. 

✓ NACL partnered with Eclipse HR Solutions to develop a Community Support Worker Training 

Program.  This training resulted in several people being hired by NACL. 

✓ Eclipse HR Solutions has also partnered with NACL to offer a Youth Services Training Program. 

✓ Excellent progress has been made on updating the Association’s Health and Safety system, with 

the expectation that NACL will be ready for WorkSafe BC’s Certificate of Recognition Program in 

2020. 

✓ The Joint Occupational Health and Safety Committee has had a very successful year.  Rules of 

Procedure were documented, and a committee evaluation was completed. 

✓ NACL has made great progress in achieving consistency in the Person Centered Planning process.  

The goal is for the process to generate meaningful, reliable, and valid information.  

✓ A Quality of Life Report was produced that included information on individual goal progress in each 

Quality of Life domain, individual success stories of people served by NACL, and survey responses 
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indicating how NACL has positively impacted people’s lives.  This report helps us quantify that Person 

Centered Planning is making people’s lives better. 

✓ The Competency Training has had two new modules added this year:  Adult Guardianship and 

Privacy of Information. 

✓ The Executive Director and Senior Program Manager attended staff meetings and visited programs 

in order to stay in touch with staff. 

✓ The clothing drop program was cancelled due to liability concerns over the bins, but the Hand 

Weaving social enterprise carries on. 

✓ NACL held a successful Annual Picnic at Maffeo-Sutton Park that was very well attended, and a 

Community Living Month BBQ last fall had many people from the community attending. 

Priorities for the coming year include: 

 

➢ The Uplands Housing Project will be completed, and a new 

Outreach Service will support people living there.  

➢ There will be a site visit to Uplands by the Community Living 

BC CEO and CLBC Board Members. 

➢ Services for youth will be established in the new Hammond 

Bay South home, and NACL will conduct a blended CARF 

survey to include Child and Youth Services as well as 

Employment and Community Services. 

➢ The Communications Strategy will continue with the 

publishing of the new website and continued exposure on all 

social media platforms. 

➢ The completion of Actions re-design, including a report with 

goals and milestones, is to be achieved. 

➢ NACL Employment Services will hold an Employer Recognition Event to celebrate the commitment 

of employers and their support of individuals served by the program. 

➢ The Hand Weaving social enterprise will continue with tables set up at the Commercial Street Night 

Market. 

➢ Maintaining consistency in the Person Centered Planning process will help determine how we are 

improving the lives of persons served. 

➢ The Quality of Life initiative will identify key indicators and gather information that will help us 

determine how well we’re positively impacting people’s lives. 

➢ NACL will participate in CLBC’s Include Me! project – a quality of life survey conducted by Malatest 

in Victoria. 

➢ The Association will achieve WorkSafe BC’s Certificate of Recognition program (meeting standards 

in Health and Safety). 

➢ New releases of ShareVision (information system) and Comvida (payroll and scheduling system) 

will be implemented. 

➢ Ongoing community relations and partnership projects, including: 

o Increased ties with the Nanaimo Child Development Centre (CDC) – sponsorships and 

fundraiser around concerts; 
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o Continued involvement in the Vancouver Island University’s MBA program, including two 

intern placements; and 

o Continued involvement with the Greater Nanaimo Chamber of Commerce. 

 

Management Review 2018-2019 

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:  

✓ Members felt well-informed about what’s happening at 
NACL. 

✓ Most respondents try to attend the Annual General Meeting 
as much as possible. 

✓ Members identified workshops, BBQ’s, and fundraising as 
preferred events. 

Comments about NACL included: 

✓ Keep up the great work! 
✓ I'd like to become more involved overall...NACL seems to really care about the people they serve. 

Our staff surveys showed most staff like what we do: 

✓ I have the best job in the world: respectful work environment, 
excellent pay, amazing benefit package, fantastic leadership and 
growth for the agency at large, creating positive lives for people we 
serve. It's very rewarding to see how our work benefits people – 
thank-you. 

✓ I'm really enjoying my work here, and love the people I serve as 
well as the staff. 

✓ There is much to be thankful for, and I am blessed to be employed 
by NACL.   

SURVEY ITEM RESULT 

The Association staff are committed to ensuring the people we 
serve have a good quality of life. 

89% of respondents agreed with 
this statement. 

I like working for NACL, it’s a good place to work. 88% of respondents agree. 

Percentage of respondents who rated their job satisfaction at 7 
or higher on a scale of 1 to 10. 

88% of respondents. 
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However, the staff survey results also showed there is some 
frustration: 

✓ Our house is always running low on staffing; most of the casuals 
on our list are either not available or non-existent.  Full-time staff 
and some part-time are often called upon to go above and beyond.  
Recognition for a job well done (i.e. staff person of the month). 

And, we could do a better job engaging staff in 

residence/program planning: 

SURVEY ITEM RESULT 

My staff team engages in annual planning to see how we can 
improve our department, program, or residence. 

62% of staff agreed. 

I think it’s important to engage in annual planning and look at 
ways to improve departments, programs, or residences. 

91% of respondents 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. 

NACL communicates necessary information to me in a timely 
and effective manner. 

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. 

NACL meets the diverse needs of persons served. 
100% of the stakeholders either 
agreed or strongly agreed. 

 

A comment from a stakeholder was very positive, too: 

✓ NACL cares a great deal about the individuals that they support, 

and that is evident in all that they do. 
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Program Review 2018-2019 

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 (including Life Long Learning) and NACL Employment Services: 

This year we surveyed people served in Actions to see what they would like from a redesigned program.  
We found that most people like the hours as they are.  Many people find the program noisy at times, and 
prefer smaller groups.  Cooking is a very popular class that people enjoy.  Many people would also like 
help to find paid employment.  We are working to make sure everyone has a say in what we do to improve 
the program. 
 
Our first step to address some of the noise concerns was to make smaller rooms in the Actions space.  
This also allowed us to move Life Long Learning into the Actions space.  We will continue with our Hot 
Lunch program, where people in the program prepare lunch for everyone and learn about cooking.  And, 
we will work to ensure people learn the skills they need for a job. 
 
We also surveyed family/caregivers of people served in Actions, and people served in NACL 
Employment Services (NACLWorks!) and their families, as well as Employers: 
 

 

✓ 86% of the Actions family/caregivers and 100% of the NACLWorks! 
family/caregivers agreed with the survey statement: “Are you 
satisfied that this program is meeting this person's needs?” 

✓ 100% of NACLWorks! family/caregivers expressed overall 
satisfaction with the program. 

✓ 83% of family/caregivers of Actions agree with “The program has 
successfully supported this person in developing their skills.” 

✓ 95% of the people served by NACLWorks! agreed with “I am 
satisfied with the program.” 

✓ 100% of people served in NACLWorks! agreed with “NACLWorks! 
helps me look for a workplace that is right for me.” 

✓ 100% of Employers agreed with “I’m happy with the person working 
at my business.” 

✓ 100% of Employers agreed with “I would recommend NACLWorks! 
to my fellow businesses.” 
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NACL Employment Services (NACLWorks!) has received a lot of praise from participants, family 

members, and employers.  Fortunately, we were able to expand to 23 people served this past year.  With 

the support of many great employers in the community, we hope to serve even more people in the future! 

In our Residential Programs and Home Share: 

✓ 100% of persons served in Home Share and 96% in the Residential 
Programs agreed with the survey statement “I’m well cared for in my 
home?” 

✓ 85% of persons served in the Residential Programs and 93% of persons 
served in Home Share agreed with the statement “I like living in my home.”  

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

✓ 81% of Home Share Providers agreed that “The Home Share Manager 
interacts with me in a professional and friendly manner.” 

 
 

Some of other comments included… 

 

…from the Day Program and NACL Works! surveys: 

➢ In response to “Do you feel safe and secure?” – “They 
protect me, help me feel safe and secure, watch out for 
everyone.” 

➢ “The staff member stays with you until you feel comfortable 
doing the job and interacting with other co-workers and the 
employer.” 

➢ “They are a friendly bunch of people who honour my 
decisions where I like to work.” 

➢ “What I like about it was the way [NACL Works!] works, they 
talk to you and ask a lot of questions about what you like.  
Then they go out to the places and find the right job for the 
people.  Then when you go to the job, they will stay with you 
until you feel like you can go it on your own, but then they 
will come back and see how you are doing.  I will be happy 
to go and spread the word about the NACL Works! program.  
It has changed my life completely.  So much so that it let me 
go to Disneyland for the first time in my life on my 40th 
birthday.  It also makes me feel more freedom.  So, thank 
you so much for this wonderful program and to the staff, they 
are wonderful and kind.  Please let me know if you would 
like me to help you spread the word.  I will be very happy 
to.” 
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…and from the Residential Programs and Home Share surveys: 

➢ “I am very satisfied with everything that has to do with [our son].  He figures that where he's at is 
his home.  That is acknowledged by his happiness and his appearance.  Thank you very much.” 
“[My caregiver] is a very big help living with her, it’s been real appreciated, what she does for me 
all the time, she's really cool.” 

➢ “Very happy with the way my brother is being cared for.  The staff are very attentive to the needs 
of our family member.  I have no constructive criticism to give.  The staff and care is beyond 
expectation.” 

➢ “I love living here, love our animals.” 

 

 

 

 

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

Centered Planning goals. 

Actions Day Program, Life Long Learning, and NACL Employment Services (formerly (NACLWorks!) 

had very good success in meeting Person Centered Planning Goals. 

 

✓ Actions Day Program worked on goals in the following areas:  

o Physical Well-Being 
o Personal Development 
o Self-Determination 
o Emotional Well-Being 
o Interpersonal Relations 
o Social Inclusion 

✓ Life Long Learning worked on: 

o Personal Development 
o Material Well-Being 
o Self Determination 

✓ NACLWorks! focused on: 

o Material Well-Being 
o Social Inclusion 

Most goal areas had excellent or satisfactory progress overall, except for Material Well-Being at Life Long 

Learning.  Goals in this area can be harder to achieve. 
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With our Residential Programs and Home Share: 
 
✓ In our Residential Programs, goals focused on the 

following:  

o Interpersonal Relations 
o Social Inclusion 
o Self-Determination 
o Physical Well-Being 
o Personal Development 
o Emotional Well-Being 
o Material Well-Being 

 
Progress on goals was excellent or satisfactory, except for Material Well-Being.  These goals tend to be 
harder to make progress on. 

 
✓ In Home Share, people focused on the following goals: 

o Personal Development 
o Material Well-Being 
o Self-Determination 
o Physical Well-Being 
o Emotional Well-Being 
o Interpersonal Relations 
o Social Inclusion 

 
Some goals had excellent or satisfactory progress, but others in Self-Determination, Personal 
Development, and Social Inclusion were harder to achieve. 
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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 is one of the most efficient ways to provide 

residential services, serving 107 individuals in 2018-2019.   

✓ Actions, Life Long Learning, and NACL Employment 
Services are at or near capacity, serving 81 people in 2018-
2019. 

✓ Our eight group homes currently serve 35 people. 

 

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 have accommodated two youths residentially in the past year.   

They live in our youth residences, one of which was added this 
summer. 

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

✓ Home Share continues to accommodate many new referrals. 
 

 

Conclusion 

 

Based on these Performance Reviews each year, NACL looks at ways to improve; and these are noted 

in our Quality Improvement Plan.  For 2019/2020, we will continue to improve how we document and 

track Person Centered Planning and progress on individual goals, which helps determine the quality of 

life for the people we support. 

Generally, NACL is very excited about the future, as we have several projects on the go:  The Uplands 

Housing Project is now underway, and the new Outreach service for the individuals living there will begin 

next year.  Services to youth are growing, with additional individuals being served and the new home 

now open.  Our training programs for staff, in collaboration with Eclipse HR Solutions, continue to educate 

NACL leaders as well as new Community Support Workers for both youth and adults.  We will be 

engaging in the Include Me! project, a Quality of Life survey for people served by Community Living BC, 

and we will be hosting an event in gratitude for employers who employ people supported by NACL 

Employment Services.  These are a few examples of our commitment to providing a wide range of 

services and opportunities for the people we support, their families, and staff. 


