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We create extended networks 
of support, invest in individual 
needs, and strive for an 
inclusive and safe community.
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8 PRESIDENT’S MESSAGE

PResIDent’s Message
PRESIDENT | JOHN NEILSON

It seems like it has not been a particularly exciting year 
in the social services sector. After a brief flurry of activity, 
CLBC continues to fly below the radar. There is very little 
clarity around where clients, the media, or families go for 
information about service, delivery and cost, and when  
they complain to CLBC, the answer is too often 
“patience, improvement is just around the corner”.

At DDA, we are not very good at accepting the status quo 
if doing so has adverse effects on our clients. We believe 
it is our responsibility to give a voice to our clients and 
their families and if this means that we are sometimes 
at odds with other service providers or government, we 
are prepared to accept this. We are not a reactionary 
organization that builds its plans as it goes along. We 
construct our initiatives on the framework of our strategic 
plan and we rarely find ourselves surprised by the actions of 
funders, competitors or other stakeholders. Our executive 
director is well known for her independent thinking and our 
board encourages constructive criticism as a mechanism for 
promoting positive change.  

We recognize our relationship with government to be a 
partnership and not one where we are without influence. 
While much of our funding comes from government we 
are working to increase the proportion that comes from 

our social enterprise. We have for many years operated a 
successful recycling business that has pioneered the use of 
collection bins, an approach that is increasingly attractive to 
a growing list of competitors. We are actively considering 
the revenue potential of our new Alchemist software, which 
is undergoing a rigorous trial process and is requiring a 
considerable commitment by our senior management team. 
Our Board has been very supportive of this initiative and 
the expanded use of technology to streamline business 
practices and client independence. 

The expanded use of technology requires access to 
equipment and information that many have thought should 
be limited to senior managers. We have taken a much more 
needs-oriented approach. We have been building staff 
understanding of how to create and access client plans and 
programs with tablets, and we have distributed 100 iPads 
to staff who work directly with clients. We have developed 
training programs on the use of these technologies and 
on apps that work best with people with developmental 
disabilities. As new technologies are tried and tested we 
pass information to families and home-share providers to 
build resilience and client capacity for independence. 
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Tablet technology is also being used to liberalize information 
and communication flow directly between head office and 
employees and between senior staff and the Board. The 
related goal of the paperless office is not likely to be fully 
realized given the diversity of stakeholders in the client 
relationship but significant progress is being made in areas 
such as remote access to records that previously required 
time consuming on site visitations. 

Technology is also helping to measure satisfaction ratings 
in all areas of service delivery. Our objective is to continue 
superior performance as evaluated by CARF in its most 
recent accreditation report. Our pledge is to continue to 
develop new methods, efficiencies and technologies to 
offer best services to the greatest number of people. Our 
influence is no longer contained to Vancouver-Richmond or 
even all of British Columbia. We are working with service 
providers in the state of Ohio to develop and test their 
proficiency in the use of Alchemist and while doing so we are 
defining the processes we need for the commercialization 
of Alchemist. These include user agreements,  multi-media 
training packages, and resource allocation.

So, the past year, has not been as quiet as at first thought. 
To the contrary, it has in many respects been a year of 
exploration and renewal. This will become more obvious as 
you read this report. DDA is recognized as the place to go 
whether it is for IDP, childcare, community living, or social 
enterprise. In all of this, we are blessed with the people 
to whom we entrust our reputation and the welfare of our 
clients every day. To our employees – THANK YOU, we owe 
our success to you!
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Renew, RechaRge  
anD RevItalIze!
STRATEGIC PLANNING
The year began with the Board developing a strategic plan 
for the next two years, 2013 to 2015. Our plan evolved with 
major goals in six areas: 

TECHNOLOGY
At DDA we continue to hold a significant lead in the area 
of technology use so our goal is to maintain DDA as a 
laboratory for promising practices and scaling innovations. 
With our colleagues in Ohio, Colorado, New York, and other 
states, we are sharing information and learning from one 
another’s successes and missteps. The sustainability of all our 
operations is at risk in an environment of fewer funds, so we 
believe we must determine more effective and streamlined 
ways of operating. If we do not change, the systems that 
currently support people with developmental disabilities will 
never have enough money and will soon collapse. The more 
progressive amongst us are trying to develop new ways of 
working to ensure that maximum resources are available for 
directly supporting people in our communities. 

We have spent the year expanding our technological 
capacity as more iPads have been distributed to programs 
and clients. We are learning how to match individual needs 
and strengths to the appropriate technologies available. We 
are still in our infancy stages in terms of understanding the 
potential of technology to compensate for some cognitive 
disabilities and expanding this knowledge to others. In 
addition to our initiatives, we are filming client procedures 
and putting house, program and client orientations online 

EXECUTIVE DIRECTOR | ALANNA HENDREN
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to streamline business 
practices and increase 
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choice in the community living  
+ social service sectors

maintaining our healthy  
financial position



Included in our technology goals are 
Alchemist testing and developing 

more pilot sites to trial the software 
we developed that has helped us 

reduce costs in adult services, specify 
outcomes clearly for the people we 

support, and create an integrated 
case management system.
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for new staff. Policies are being posted online as we aim to 
put technology in the hands of the people we support and 
automating what we can to increase client independence. 
We are also automating files (switching from paper to e-files) 
in HR, payroll and administration departments so we can 
ease the ability for managers and others to access those files 
which they are authorized to view.  

ALCHEMIST
Included in our technology goals are Alchemist testing 
and developing more pilot sites to trial the software we 
developed that has helped us reduce costs in adult services, 
specify outcomes clearly for the people we support, and 
create an integrated case management system. Our partners 
from Ohio, the Ohio Providers’ Resource Association (OPRA), 
visited Vancouver in early April of 2013 to see how Alchemist 
works and promotes outcomes (results) rather than outputs 
(number of staff hours worked). During the meeting, they 
learned that Alchemist also promotes culture change and 
implementation of other technologies. CEOs from our five 
pilot sites attended with OPRA’s President. Shortly thereafter, 
we sent some DDA staff to train service providers in Ohio  
on Alchemist and the culture change required to implement 
the software. 

Ohio has 88 counties that make plans for individuals with 
developmental disabilities and distribute funding from 
federal, state and county sources. These multi-level funding 

sources distinguish the US from Canada in that our federal 
government no longer contributes funding to social services, 
and since we have no counties that can tax citizens the way 
they do in the US, our only source of funding is provincial. 
The benefits of our system are flexibility, simplicity  
(of administration), and the opportunity to build our  
own BC system of supports without having other levels of 
government involved. The benefits of the US system include 
federal funds mandated by law to provide services to those 
who meet criteria (Medicaid, Medicare), state funds that are 
added to improve the quality and/or quantity of services 
available, and counties that provide considerable funding 
at a local level. There are also clear rules that indicate what 
governments pay for and what they don’t pay for — rules 
that are consistently applied so that services are equitable 
within counties and states. Clear roles and responsibilities  
for all players in the system are also used to hold  
people accountable. 

Over the years in Ohio, as in BC and almost every other 
jurisdiction in North America, the focus was placed on 
accountability to the point that client services had become 
secondary to administrative compliance with various 
authorities. The reporting workload was excessive and still 
there was no way to know if the individuals being supported 
were receiving the services that would meaningfully enhance 
their lives. Ohio service providers wanted to change this. 
By adopting Alchemist in their state pilot project, service 
providers and counties also made a commitment to re-think 
the way they were planning for clients. Instead of issuing 
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very similar plans for the people they funded or working 
off templates as they had been, the counties committed 
to change the way they planned for people to one that 
supported self-determination and individualized outcomes. 
Once goals were established for each individual, then the 
service providers took those goals and, using Alchemist, 
determined the annual cost of supporting the individual to 
reach their goals. After an annual review, funders can easily 
determine if the person reached their goals (or produced 
the results they were aiming for) and can see if the cost of 
reaching those goals was more or less than the projected 
amount. In this way, Alchemist measures the success of the 
supports provided to enhance the individual’s potential and 
rewards working toward increased independence rather than 
maintaining the status quo. 

Counties are becoming more educated and are producing 
more meaningful plans for people which, when transferred to 
service providers, can show where resources are best spent 
and where resources may no longer be necessary. 

If there is insufficient funding, then other non-government 
sources can be pursued. 

Anytime bureaucrats are willing to change a system for 
the better, and further commit to learning new things, this 
is great news and that is just what we are seeing in Ohio. 
More counties are interested and the state has delayed the 
deadline for the end of the pilot to June 2015 so that we 
can get a full year of Alchemist data. Other states are also 
interested in demonstrations of the software, which we are 
conducting remotely so we don’t have to travel everywhere. 
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With budget and other pressures, bureaucrats are so far 
quite impressed. Since overcoming inertia is a big part of 
any systems change, the enthusiasm coming from Ohio 
is very positive. Alchemist’s time seems to have come. 
Medicaid Services (which regulate federal funding and 
policy, impacting every state and county) have changed their 
definition of ‘community services’ to stress self-determination 
and client-centered planning – exactly what Alchemist does 
– which is also very helpful to our cause. What we have 
learned is that we have to reorient service delivery systems 
from compliance to a client focus, which is a culture change 
process that takes time but is necessary before Alchemist 
can be implemented. People must have plans for their 
lives or governments have no idea what outcomes they are 
purchasing, which often leads to no valued results at all.

THE DEVELOPMENTAL DISABILITIES TRUST
We continue to have an excellent relationship with Savers 
and the communities where we operate – Fairchild TV 
produced and aired a documentary about DDA, our business 
and how we help the community. We also continued to 
support our Night @ The Nat event, held every July. 

Increasing competition from for-profit bin operators 
throughout North America has seriously impacted our 
business over the past year. These operators pick up used 
clothing, sometimes inferring that proceeds go to charity 
then send the clothes offshore to Europe, Asia, or Africa 
so they can be sold at a profit as vintage or high quality 

thrift. These bin operators have not only decreased our 
donations, but they constantly place their bins next to ours 
resulting to a bin site with six to seven bins, confusing donors 
and encouraging dumping. This is creating an eyesore in 
communities to the point that Toronto banned bins on city 
property altogether and imposed restrictions on private bin 
locations. This has forced us to constantly move our bins to 
avoid clutter. Value Village has also increased the number of 
their on-site donations through various promotions so again 
we are seeing our cartage numbers decrease

BARGAINING
The collective agreement that ended the job action taking 
place last fiscal year was concluded on April 1, 2013, with 
a 1.5% increase for staff in 2013 and another in 2014. 
These increases were granted due in large part to the 
advocacy of the BC Community Living Action Group, which 
encouraged parties to go back to the bargaining table. Since 
this collective agreement expired immediately after it was 
negotiated, we were looking forward to another year or two 
of stalled public sector negotiations. Our bargaining agent, 
the Community Social Services Employers’ Association, 
immediately informed us of their ambitious goal to conclude 
a five year long collective agreement in the social services 
sector, with cooperation from the government and the 
unions, so our poorly paid staff could receive a funded 
increase while other sectors were held in check. We had a 
deal by January, with wages “approaching” comparability 
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with community health workers. Both the government and the 
unions gave up gains elsewhere to support our employees – a 
fantastic outcome! We now have labour stability in the sector 
for five years, with pre-approved increases. This is particularly 
important to DDA because strikes stifle our ability to pick up 
used clothing to turn into profits. 

GOVERNMENT RELATIONS
Although the NDP were 20 points ahead in the polls and all 
indicators pointed to an easy NDP victory, the BC Liberals 
won the election with a majority government. These new 
“Christy Clark” Liberals launched a CORE review “Confirming 
government’s core responsibilities and eliminating programs 
that could provide better service at less cost through 
alternative service delivery models.” As part of his Ministry’s 
review process, the Honourable Don McCrae, Minister of 
Social Development and Social Innovation, toured the province 
with expert facilitators to get input regarding how the lives 
of people with all disabilities could be improved in BC.  The 
consultation will inform a white paper to be presented at a 
summit in June 2014. Generally, all people with disabilities 
need more and better housing, income ($916 per month 
is hard to live on in Vancouver) but in a cash-strapped 
environment, it is difficult to see how increases in funding  
can be made on such a scale.

In a parallel process, a “Sustainability and Innovation” 
leadership group that includes DDA was appointed to plan 
a summit to take place in April 2014 that will bring service 

providers, government and union officials together to 
determine how we can use innovations to create sustainability 
in the social services sector. The new collective agreement 
required the Community Social Services Employers’ Association 
and the unions to work together with government and for 
Deputy Ministers to address the issue of dramatically increasing 
demand and almost paralyzed funding over the next five years. 
There will be challenges in implementing any changes, but 
doing nothing at this point could lead to total systems failure, 
making life even more difficult for the people who we support. 
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Infant DeveloPMent
The Vancouver Infant Development Program (IDP) is a 
home-based early intervention program serving infants 
0-3 years who are at risk for developmental delays or have 
identified delays, and their families. 

CHANgES TO SERVICE DELIVERy
2013 was busy year for the program and a year of positive 
change. Over the last 3-4 years the program has been 
working on developing a new service delivery model 
which would allow for multiple access points for families 
and a more efficient use of resources. The referral process 
remained the same which allows for families to self-refer. 
As in past years the largest source of referrals came from 
community health nurses, pediatricians and then families. 
This past year was spent on implementing this model 
and beginning the evaluation process. We received 367 
referrals. We have a contract with the Ministry of Children 
and Family Development to serve 275 families ongoing.

In the new model, Infant Development Consultants are 
assigned a part of the alphabet and responsible for 
processing the intakes for those families. All new referrals 
are seen within 30 days of referral date. 

Children who have been referred for primarily gross motor 
concerns are offered a physiotherapy screening visit at the 
office with an Infant Development Consultant. The outcome 
may result in short term follow up, referral to the monitoring 
portion of IDP or a recommendation is made for a priority 
home-based service including physiotherapy. This last fiscal 
year we had 71 referrals for primarily gross motor concern. 
Our consultants on the intake visit determine with the family 
what the next steps are. It may be determined that service 
is not needed immediately and they will be rescreened at 
the next appropriate interval while still able to access our 
consultants as a primary contact and participate in any 
group activity being offered. 

FEEDBACk 
Families have said that they particularly like having a 
primary contact in the beginning and also enjoy having 
access to other resources. These children are in the 
pending category until it is determined what level of service 
would be of most benefit. For other children it might be 
determined that the best service pathway would be to 
participate in the developmental monitoring program. 
Children followed in this category of service are over and 
beyond the contracted number we have with the Ministry of 

INFANT DEVELOPEMENT PROGRAM DIRECTOR | BONNIE BARNES
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Children and Family Development. The last category of the 
intake process is a recommendation for priority services in 
the home. One example of an outcome for this new efficient 
process is that consultants have caseloads that (often larger 
then recommended) are truly active. For families, this new 
model means that they can move across service delivery 
pathways as their needs change. The biggest outcome and 
result of this new model is the elimination of the waitlist for 
service. As a team we are very proud of this fact and feel that 
we are truly operating under the early intervention principle 
of offering timely, effect and efficient services.

PROGRAM HIGHLIGHTS
This past year the program hosted 10 pediatricians from 
China who spent the day touring our children’s programs  
and allowed us to share our unique expertise and 
experiences within the field of early intervention

We had a practicum student for 8 months from the Child 
and Youth Program at the University of Victoria and plan on 
hosting another this fall.

We ordered children’s orthotics in bulk so that children could 
be fitted on the spot. Parents can take the product with them 
and a replacement pair would be ordered and paid for by 
the family, thus keeping our inventory intact.
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chIlD & youth seRvIces
As we reflect on the past year, the Child and youth services 
department has been focused on renewing, recharging and 
revitalizing our programs.

RENEWING OUR CENTRES
The past year brought makeovers to many of our centres. 
Through the generous support from our Board of Directors, 
Waterside received funds to complete internal renovations. 
Donated paint from Allied Painting and labour from Remdal 
Painting and Renovations assisted in a renewal of the 
Waterside children’s environment. These renovations were 
much needed as the interior of the site was looking quite 
run down.

Since Playhouse and Champlain Child Development Centres 
(CDC), are city of Vancouver owned facilities, they received 
a welcomed sprucing up from the municipality. Each site 
was given new paint and colour schemes. Playground 
improvements were also on the agenda for these two 
programs. Shared funding and granting oppertunities 
provided the opportunity for Champlain and Playhouse’s 
playgrounds to be redeveloped and renewed.

Working closely with the Vancouver Coastal Health 
Authority, kids in general CDC had many of their counter 
tops replaced as well as improvements to the outdoor infant 
play area. Also, kids at gF Strong CDC was given a major 
upgrade due to flooding that occurred in the infant, toddler 
and gymnasium area of the program. This included flooring, 
painting, lighting and equipment replacement. 

All of the aforementioned programs have truly been 
aesthetically renewed.

RECHARGING STAFF 
Because education, training and professional development 
are a priority in the Child and youth Department, we have 
provided various opportunities for learning to recharge our 
staff teams.

Our focus on leadership for newer managers and future 
prospects was supported in-house through the DDA 
Leadership Development Program. We had four individuals 
successfully complete the training. Another joint Leadership 
Training in conjunction with the Vancouver Supported Child 
Development Program, was completed with five individuals. 
(a 12 month education program)

DIRECTOR OF CHILD & YOUTH SERVICES | ANDREW ROETS
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Our annual department in-service, hosted by Creekside CDC 
staff was held in October. We had more than 120 staff in 
attendance. They had an opportunity to partake in a variety 
of workshops and spend some time renewing relationships 
with their peers and teams.

REVITALIzING OUR FUTURE
This past fiscal year, a few of our teams went through the 
process of rebuilding. Our focus on creating strong and 
efficient work teams within Leisure Services (Brock Junction 
and Leisure Challenge) and kids at gF Strong Child 
Developmental Centre has revitalized their programs.

This process is always ongoing, but at times opportunities 
arise for us to have a close look at the operations of a 
program, teams or even specific areas of a department.  
We are now at a point in this process to reflect on the 
changes that the three programs underwent. All indicators 
look very positive. All staff teams are engaged, and 
supportive of the direction and implemented changes, but as 
we know, change at times can be difficult.

Our department appreciates all of the internal support and 
community partnerships which have allowed us to fully 
embrace the process of Renew, Recharge and Revitalize our 
Child and Youth Services and to provide service excellence.
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ResIDentIal seRvIces
Our residential services department consists of 21 group 
homes located throughout the cities of Vancouver and 
Richmond and operates 24 hours a day, 7 days a week.

In spite of the lack of equitable funding within the system, 
problems and complexities facing the aging individuals 
we support, and countless concerns about future planning 
needs for those living in group homes, we forged ahead to 
fulfill our mission in “enabling people with developmental 
disabilities to achieve their full potential.”

As we recognize the individuality and diversity of the 
individuals we support, ultimately our goal is to ensure that 
they are provided with the opportunities to lead full lives  
in the community and to make decisions and choices  
for themselves. 

INDIVIDUAL PLANNINg AND ALCHEMIST
Our Individual Planning Process clearly demonstrates the 
success of the effectiveness of our teamwork.

We work together with an individual and their planning 
team to develop a person centered plan that identifies 
desired outcomes. Once these plans and goals are 
developed, Alchemist, our costing and planning tool, 

ensures these goals are measureable and concrete by 
translating these plans into action steps that identify 
objectives, determine activities, assign supports and 
calculate associated costs. 

Alchemist helped create opportunities for managers and 
staff to unleash their creativity and maximize their potential 
as well. Staff became more results-oriented. As goals, 
objectives, and measurable outcomes were clearly identified 
there was a renewed focus on results. Momentum amongst 
staff began to build and strengthen, with a strong emphasis 
on collaboration and planning. Turnover remains very low 
compared to the rest of the sector. In fact, the average staff 
stays at DDA for more than 8 years.

The Alchemist reporting functions also help us to identify 
trends, and evaluate the effectiveness of plans from our 
desktop. The data has provided us the opportunity to 
improve both individual and organizational planning. It 
provides information for us to realign services to support 
individual outcomes and amplify the value of resources 
we already have. It creates a framework that assigns 
accountability, allowing for results to be measured, 
demonstrated and audited.  

DIRECTOR OF ADULT RESIDENTIAL SERVICES | DANIELLE WHITE
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Our annual surveys indicate that the overall satisfaction rates 
from the individuals we support have steadily increased. 
Clients feel more empowered with increased decision 
making and choice making. 

PARTICIPATION, LEARNINg AND INCLUSION
Aging and serious illnesses remain at the forefront of our 
daily operations in residential services. As individuals age, 
their support needs change; currently 86% of the individuals 
supported in residential services are over 40 years old. The 
complexities around aging are increasing and there are 
concerns about future residential and healthcare planning 
needs for these individuals and their families. 

As we reshape and redesign our services to meet these 
changing needs, we must continue to strengthen and 
nurture existing relationships and networks to ensure our 
concerns and ideas are heard. Our involvement with various 
committees, hospitals, universities and city councils keep us 
connected and gives us that voice.

Belonging and contributing to our local communities and 
neighborhoods is important for everyone. Volunteering at 
the local food bank, delivering Meals on Wheels to seniors, 
working and walking in local seasonal parades and hosting 
a strawberry tea party are just a few examples of things the 
individuals in our homes have done this year. The highlight 
event was the “Golden Oldie Cabaret” party last October 

at the Wise Hall in Vancouver with 160 people in attendance. 
We believe our participation encourages local communities 
to recognize that we are all valued contributing citizens! 

The success in residential services could not be achieved 
without the hard work from our dedicated and enthusiastic 
staff teams, volunteers and numerous stakeholders! Fulfilling 
our mission takes work and perseverance and the effects of that 
labour impacts many lives in a very positive way — thank you!
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vocatIonal &  
coMMunIty seRvIces
STARWORKS PACKAGING & ASSEMBLY
Starworks Packaging & Assembly had a strong year 
with increased sales and thus, more work for our 45 
employees who continue to thrive there. The Minister of 
Social Development and Social Innovation, Don McRae 
visited Starworks on October 1st and was happy to meet 
some of our workers. He seemed to understand the 
great contribution of social enterprises in maintaining 
employment for vulnerable people and that we need 
various forms of employment to meet the needs of people 
in the community.

As a signatory to the BC Small Business Accord, 
we continued to participate in the Doing Business 
with Government project that culminated with the 
implementation of a two-page Request for Proposals 
process that has been implemented by government for 
contracts under $250,000. Starworks also participated on 
an advisory committee for an 11 month consultation on 
Best Practises in Human Resources for Social Enterprises 
which involves research taken from across Canada and four 
international jurisdictions.

JOBS WEST
Jobs West had another busy year with 20 new referrals.  
We placed 20 jobs seekers into paid employment while  
also placing those individuals in our skill training program  
into 19 work experiences in Vancouver and Richmond.  
We also supported 16 volunteer placements to combine 
with part-time work or for those not ready to pursue paid 
employment but have interest in the voluntary sector. 

DAy PROgRAMS 
Our day programs saw an increase in the number of clients 
declining with dementia and related behavioural challenges, 
and as a result, staff worked hard to find solutions and 
new ways of working with more complex issues. We have 
known many of these clients for decades, so it is a difficult 
process to transition to slower paced activities, while trying 
to maintain quality of life. Nine new young adults joined  
our programs, each requiring unique programs and goals 
amidst groups of other adults. Our day program participants 
continue to volunteer with over 12 local organizations on 
a weekly basis, helping seniors, maintaining gardens and 
recycling, for example. 

DIRECTOR OF COMMUNITY PROGRAMS | DEANNE ZIEBART



Jobs West placed 20 job seekers  
into paid employment.

Our art program continues to thrive 
with 65 artists who participate 

regularly from our day programs. 
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Our art program continues to thrive with 65 artists who 
participate regularly from our day programs. Aside from 
therapeutic value, the three art shows we participated in 
this year, including the kickStart Disability Arts Festival with 
juried entrants, helped our artists sell their works at a profit. 
DDA fundraises for art supplies and costs, so 100% of the 
proceeds from the sale of artwork are returned to the artists.

With the assistance of three kinesiology students, we 
expanded our exercise programming which culminated in 
our first “Walk ‘N Roll” event at Trout Lake, with 80 people 
participating in laps around Trout Lake. Many clients set 
fitness goals and learned new fitness strategies.

FAMILY SUPPORT
Our department supported 147 new families this past year, 
mainly to access information and resources for their child. 
We provided ongoing support to another 30 families. 
In addition to our support, we also provided numerous 
workshops to families and caregivers that reached over 
150 participants, and co-sponsored the annual Leisure Fair 
with 165 attendees. In partnership with local charitable 
groups and churches, Family Support distributed 17 gift and 
wellness baskets to families in need. In addition to work we 
have already done with both the Chinese and South Asian 
communities, we added a new Vietnamese Family Support 
Group that now meets regularly in east Vancouver.

Our work in Family Support would not be 
possible without the financial support of the 
United Way of the Lower Mainland, who also 
contributed to seniors programming at our 
Drop-In. We are very grateful.

RESPITE 
Respite Services had another busy year serving 175 families, 
most with individual caregivers and some in groups, 
to maximize respite and social opportunities for their 
children. We work hard to make quality matches between 
families and caregivers, but then it is our dedicated group 
of caregivers who continue to make this program such a 
success.

YOUTH TRANSITION PROGRAM
Due to the success of the program, the Ministry of 
Children and Family Development was able to baseline our 
temporary funding for our youth transition program for 17 
and 18 year olds. With matching funds from DDA we served 
50 youth, aged 17 & 18, teaching them the practical skills  
needed in adulthood, and providing them with transition 
supports to ease the impact of turning 19. 
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INDIVIDUAL CARE NETWORk 
Our Individual Care Network (ICN) for home share providers 
continues to serve 12 residents while supporting their 
caregivers to provide quality homes and meet goals and 
needs. One resident left the program to move to a staffed 
group home last year, another resident moved in with a 
brother and a new resident moved in after a move from 
Florida and uncertain housing. 

OPERATIONS & TRAINING
We used our skills from vocational training to complete 
detailed assessments on some key administrative functions at 
our head office and this allowed us to reorganize some tasks 
and streamline activities with fewer staff. These changes have 
been well received across the agency and we will continue to 
use technology for efficiency where possible. We continue to 
work on this project with other support departments.

In addition to external courses and compliance for first 
aid and non-violent crisis intervention, 385 of DDA’s staff 
collectively completed over 1,975 hours of online learning 
last year, involving over 100 different courses pertaining to 
their specific domain and clientele. We continue to develop 
DDA specific training using this delivery method.

SEMI-INDEPENDENT PROgRAMS
The Community Apartment Program (CAP) continues to 
serve 25 clients who live independently in Vancouver with 
a few hours of support each week for life skills and trouble-
shooting. Many of our residents use the Drop-In Centre to 
add to their social network and as a base for occasional 
support.  Affordable housing continues to be a struggle for 
those who must rely on market rentals. 

Our Drop-In Centre continues to support 25 people on an 
outreach basis, for those who are not attached to any centre-
based activities and who are often at risk in the community. 
As well, over 125 people continue to access the Drop-In on 
a regular basis, both during the weekday, plus evenings and 
weekends.  It is also home to our self-advocacy group.

Across all of our programs, we continue to receive positive 
feedback on family and client surveys and work hard to make 
improvements to meet individual needs.

We provided tours to three groups from Korea, China 
and England who were aware of DDA’s day services 
and employment programming. It’s humbling to share 
experiences and learn from other cultures.

All of this would not be possible without the creativity, 
passion and skills of our staff at all levels of our organization. 
We remain inspired by the many clients who want to  
learn, try new things and pursue their goals to the best  
of their abilities.
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QualIty assuRance
SATISFACTION WITH SERVICES
The following chart illustrates the satisfaction of our 
stakeholders, including clients, families and caregivers.  
The average overall satisfaction (persons who were satisfied 
or very satisfied) was 95%, with 69% of all stakeholders 
indicating that they were very satisfied with services. 

Satisfaction Ratings for 2013 | 2014

Following are some comment highlights about  
the Association and its services:

Families:
“I love the program! It works very well for me and my family. 
My son is happy, going out to do what he likes to do, and 
I have some time for myself. Thanks a lot!! Awesome 
program!!”

“Respite services give us a break and have  
made a difference in our lives. We highly 
recommend them; especially since the caregivers 
are screened and we feel  
confident leaving our child with them.”

“The staff are great! My daughter is always happy.”

“My son is well served in many ways. A big thank you!”

A Respite Caregiver:
“I love what I do. I feel I’m helping change someone’s life, 
for the better! Thank you for all you do at DDA. “

DIRECTOR OF qUALITY ASSURANCE | PAUL SANkEY
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ACCESSIBILITY
Here are some examples of what we did in the past year  
to enhance accessibility:

1. Created picture boards to support children  
in child care

2. Implemented training for staff members on 
supporting aging adults

3. Increased the number of families receiving  
respite support

4. Began using tablets (iPads) for communication  
and learning with large numbers of adult clients  
in day programs

5. Purchased a new wheelchair van

6. Installed touch screen computers for adult residents

7. Installed a wheelchair ramp at one group home, 
installed lifts in another, modified several washrooms 
and added handrails in hallways in several homes

8. Added lifts in one group home

9. Added new equipment for recreation and fitness  
in many residences

10. Provided family support groups for families for whom 
English as a Second Language, including Punjabi, 
Hindi, Vietnamese, Cantonese and Mandarin

DEMOgRAPHICS
The following chart illustrates the age ranges of adults 
who receive support from the Association. Approximately 
60% of adults are 40 or older, and 43% are 50 or older. 
26% are between 20 and 29. DDA supports almost as 
many individuals between the ages of 60 and 69 (41) as it 
supports between the ages of 30 and 39 (44). The numbers 
of individuals over 60 are expected to increase through the 
next decade.

Adults Supported by Age Range

70+
5%

20-29
26%

50-59
24%

60-69
14%

40-49
16%

30-39
15%



38 qUALITY ASSURANCE

TRENDS IN COMMUNITy LIVINg IN BC
The following chart illustrates funding trends in Community 
Living over the past 7 years. This analysis only includes 
funding provided by Community Living BC (CLBC). 

Percent Increase in CLBC Funding since 2007

For Profit Businesses that provide services to adults are 
on the top, in dark blue. Non-profit Community Service 
Providers, like DDA, are in light blue, on the bottom. 
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Several non-profit service providers lost funding over the 
past decade, these included:

• The greater Vancouver Community Services Society (-5%), 

• The North Shore Disability Resources Association, (-5%),  

• The Powell River Association (-10%)

Interestingly, these non-profit Providers serve the Vancouver-
Coastal Region, which has historically received the lowest 
funding per capita funding in the province. 

It is estimated that CLBC funding increases to some for profit 
businesses were substantially greater than increases to  
non-profit community service providers like DDA.

TECHNOLOGY
Over the past year we have emphasized the increased use 
of assistive technologies. All of our programs now have 
tablets (iPads), which they are using to support the needs of 
individuals with disabilities. Many individuals use iPad Apps 
(software) to communicate more effectively, or to learn new 
skills. Our technology team is currently exploring the use of 
devices such as sensors, and configurable gadgets to better 
support people to be more independent and safer, at home 
and in the community. DDA also hosts an excellent apps 
review website (http://apps.dda604.com/).

ACCREDITATION
DDA has been accredited by CARF since 2003. We have 
achieved outstanding accreditation results in supported 
employment, child and youth services, day program services, 
support for independent living, and residential services.  
We are looking forward to our next accreditation in the 
spring of 2015.
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DeveloPMental DIsabIlItes tRust
DONATION BINS
The Developmental Disabilities Trust’s (DDT) sales numbers 
in the past fiscal year were consistent with the numbers in 
2012-2013 with just a slight decrease in cloth sales and a 
slight increase in housewares. 

The decrease in cloth sales was the result of an influx of 
for-profit donation bins situated next to our bins. The 
placement beside our bins, unfortunately, decreased the 
amount of bin donations. In addition to the existing for-
profit bin operators, green Inspirations, a new operator 
opened up in our region and acted quickly to add new 
bins in our communities, creating a greater competitive 
landscape. 

Our bins remain our greatest source of donations when 
compared to our home pick up service and drop off 
location. Throughout the past fiscal, we have been very 
active in trying to reduce the external threats to our 
donations. It was encouraging to have Fairchild TV and 
BCTV Global News support our stance by releasing a 
segment on for-profit bin operators shipping donations 
overseas.

Our bottle and can recycling program continues to be a 
great compliment to our recycling business; we have had 

success with many of our bin hosts 
extending their support by hosting 
multiple bins.  

Our 100% NON PROFIT message 
(through our seal and various 
marketing pieces) continues to 
be very important as donors are 
starting to learn about the for-
profit bin business operators.

LABOUR & OPERATIONS
From an operations perspective, this past fiscal year was 
very important as we were able to stabilize our driving team 
through a labour market wage adjustment which enabled 
us to offer a competitive wage for our staff. With a stable 
work force we were able to increase staff development by 
offering additional training opportunities.

In the last year we reviewed the type of waste we were 
disposing and sought alternative recycling opportunities. 
Through these efforts we have been able to reduce our 
amount of waste by over 50%! In completing the review, we 
were also able to restructure our Donation Station so the 
work space is more suited to the needs of the business.

DIRECTOR OF TRUST | DEANNA BARLOW
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CASH 4 CLOTHES 
Our community partnership program, Cash 4 Clothes, saw 
great growth in the last year. We increased our partnerships 
from 171 to 268, with commitment from many schools and 
community groups who have been partners for years. This 
program has always been a great avenue to promote our 
mission and support our local communities. 

COMMUNITY INVOLVEMENT
Our Earth Day celebrations with Regional Recycling in 
Vancouver and Richmond have been garnering greater 
attendance and donations. We are fortunate to have 
the Vancouver Canadians’ Bob Brown Bear support our 
Association and our recycling initiative by attending.

Our DDA Night @ the Nat with the Vancouver Canadians 
continues to be a great event for us to connect with the 
community. We recognized that our donation bin hosts are 
critical to our success and invited them to attend our annual 
DDA Night @ the Nat last July. This was a great opportunity 
for us to connect and say thanks.

Both community events have been a great way to thank 
our donors and remind them of the programs and services 
operated by DDA.

Through our connections with the Vancouver Canadians 
we were introduced to BC Challenger Baseball, a baseball 
program that enables youth with cognitive or physical 
disabilities the opportunity to be play baseball, develop 
physical and social skills, and participate on a structured 
team. We are very proud to support this program with an 
annual donation and look forward to their season opening 
celebrations in April and their fundraising golf tournament  
in June.

In addition to the event mentioned above, we have 
also participated in over 20 events last year in diverse 
communities, cultural events, parades and festivals
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fInance
RESPONSIBILITIES
The Developmental Disabilities Association’s Finance 
department is responsible for all the financial activities of the 
Association. This includes accounting functions, asset risk 
management, budget functions, inter-site courier services, 
employee benefits, and payroll.

The Finance department is also responsible for the purchase 
and maintenance of major office equipment, such as the 
telephone system, photocopiers, printers, postage machines, 
and secure computer systems which provide access to the 
internet and e-mail.

PAYROLL SYSTEM
Payroll, while carrying out its primary functions of  
processing the payroll and administering benefits  
for the Association, has:

1. Maintained the benefit packages for the organization, 
including Worksafe BC and Municipal Pension Plan.

2. Reconfigured the entire payroll system for conversion 
to a new web based version on April 1st that is fully 
integrated with Human Resources and Scheduling 
modules.

3. Implemented two sets of collective agreement pay 
rate changes. The first in May 2013, retroactive to 
April 1st, and the second effective January 1st, 2014.

FINANCIAL AUDITS AND REVIEWS
Audits during the 2013/14 fiscal year were limited to the 
regular year end and interim audits. In both cases, the 
resulting management letter from our external auditors 
contained no significant Finance related problems for  
us to address.

DIRECTOR OF FINANCE | kEN MOORE
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The focus for the 2014/15 fiscal year will be on the many 
challenges that will result from:

• Changes in funding and operations from the Ministry 
of Children and Family Development and Community 
Living BC, implementing the terms of new or adjusted 
collective agreements, and other changes in our 
sector; and

• More complex accounting standards relating to 
investments and annual audit requirements as we 
move towards the eventual implementation of the 
International Financial Reporting Standards.

PROJECTS
Accounting has gone paperless with internal monthly 
financial reports and other documents being delivered to 
management and the Board by emails or uploading to our 
intranet, Starnet.

Accounting automated the American Express monthly 
reconciliation process online. The resulting transactions can 
be uploaded directly into our accounting system, eliminating 
duplicate data entry and creating efficiencies in the overall 
Amex reconciliation process.

The Finance Department will continue leading three projects:

• Convert current paper documents into secure, 
searchable electronic documents. We are using 
desktop scanners to convert some incoming 
documents into an electronic format.

• Convert some of our pre-printed forms to be fillable 
forms with formulas. This will save on printing costs as 
well as create efficiencies for staff.

• Continue to explore the expanded use of our 
ComVida Payroll, Human Resource and Scheduling 
modules to produce more meaningful and timely 
information for all levels of management and the 
Board.

The Finance team will adapt to and manage these challenges 
with all the flexibility and efficiency they have demonstrated 
in the past.



44 COMMUNICATIONS

coMMunIcatIons
2013/2014 was a year of growth and development for the 
communications department. We focused on continuing our 
best practices and adopting new strategies to extend our 
reach with our marketing efforts. 

COMMUNICATIONS
Our STAR publication continues to be a strong vehicle to 
reach families. Over the past year, we have received great 
interest in our online STAR publication, adding to our 
emphasis online.

Our online presence continued to grow, particularly in 
expanded social media connections.  In the past fiscal 
year, our Facebook likes grew 39.6% and Twitter followers 
increased by 26.5%. In addition to our healthy growth, our 
twitter account was listed as one of the best twitter accounts 
covering special needs by the PHD in Special Education 
website. The list included accounts from all around the world 
and we are honoured to have our account recognized as a 
handy resource. 

We continued to build and enhance our apps review site by 
regularly adding new app reviews. In addition to new apps, 
we refreshed the look and functionality of the site. 

Currently we have 102 apps relevant to families, adults, 
youths and toddlers with and without developmental 
disabilities. Our goal is to increase independence and 
development through use of iPads and apps that assist 
with speech, mobility, cognitive processing, rapid transit, 
entertainment and other areas of modern life.

In the coming year, we look forward to further enhancing 
our social media presence with the addition of new tools so 
we can continue to inform our followers about issues related 
to people with developmental disabilities and community 
events, as well as promoting our brand and cause to a 
greater local, national and international audience. 

WEBSITE
We also began development of a new, updated website 
and a new mast head template to ensure that all DDA 
communications reflect our brand. Our goal is to have 
excellent internal and external communications as we 
continue to promote DDA in the communities where we 
operate. We will continue to work on the development of the 
website in the next year to ensure user functionality.

COMMUNICATIONS & MARkETING MANAGER | TANYA CHEUNG
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MEDIA
DDA also continued to be featured in positive media stories 
about our clothing collection bins, our advocacy for the 
people we support, and our general contributions to the 
Vancouver and Richmond communities. During our one-
day strike in 2013, the media focussed on the low wages 
of our staff relative to the rest of the public sector while 
filming at our offices and in radio interviews. This advocacy 
work contributed to a 3% increase for our employees 
and a subsequent five year collective agreement that 
acknowledged the discrepancy between community support 
workers and community health workers. This will provide 
labour stability in the sector and at DDA until 2019.
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huMan ResouRces
DDA’s Human Resources department partners with program 
management to support a range of key HR functions 
including:

• attracting and recruiting new employees

• orientation and training in core knowledge and skills

• organizational development in terms of job design  
 and classification

• labour relations

• managing people

• trends analysis and information reporting

• employee health and safety

• pension and benefits administration

• maintaining employee records

OPERATIONS
Our human resources department underwent a 180° 
transformation in mid-2013. The department took on a 
growing role in HR systems, employee learning, health  
& safety, and disability management. We also combined 1.5 
positions into one full-time administration job responsible for 
working with managers on all recruitment and staff changes, 
leave reporting and recording and maintenance of employee 
records in both paper and electronic form. 

This involved some personnel changes in late July and has 
since generated marked improvement through greater 
efficiency and accuracy, much improved record-keeping and 
shorter turnaround in staffing processes. Communication 
with site managers, payroll and scheduling has improved 
significantly. More managers are using email and filing 
complete documentation to HR which allows DDA to get 
new hires on board without delay.

DIRECTOR OF HUMAN RESOURCES | MARSHA GOLDFORD



Developmental Disabilities association  · 2013 - 2014

INITIATIVES 
An HR committee was created in late 2012 which initiated 
action on a range of activities which included rebranding, 
updating, standardizing and creating more welcoming 
and user-friendly HR forms; automating and stream-lining 
processes; creating a system of notifications for managers for 
staff on leave and probation; publication of employee fact 
sheets on benefits and leaves; and designing an automated 
employee records system, to name a few. 

Among the accomplishments were policy development and 
the creation of an e-Learning course for DDA management 
and staff on the new Workplace Bullying and Harassment 
legislation which came into effect in November. Work began 
on an Attendance Management Program in late 2013, 
including new policy, a Manager’s Guide, metrics and tools 
for effectively addressing situations involving non-culpable 
absenteeism.

2013 saw the re-launch of DDA’s Leadership Development 
Program. 14 front line supervisors began their professional 
development in mid-October. The program, which was 
created by DDA for managers, lasts for five months and 
consists of ‘blended learning’ activities including self-
study reading, on-line courses, classroom-style workshops, 
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assignments, coaching and on-the-job application  
of learning. 

In addition to the Leadership Development Program, 
over half of the DDA workforce took advantage of 201 
courses offered through DDA’s e-Learning site – Essential 
Learning. The site offers online learning courses in a range 
of competency-based subject areas. As well, in-house 
classroom training was conducted for First Aid/CPR (72 
staff); Non-Violent Crisis Prevention (201 staff); and gO – our 
general Orientation to 87 new and some veteran employees. 
child & youth services held an in-service day for 120 of its 
front line workers on various topics including Customer 
Service, Empowering Children, Advocacy in Early Childhood 
Education, Sign Language, Having Difficult Conversations 
and Peer Friendships, and Autism. Many of our staff take 
after-hours courses for certification and/or post-secondary 
accreditation, partially funded by DDA, to enhance their 
learning and professional development.

In the latter part of 2013, DDA set the stage for integrating 
and automating its payroll, scheduling, human resources 
management and employee records systems. The change 
is expected to increase efficiency, reduce paper, improve 
access, reduce risk of error and/or omission; and most 

importantly, free up managers’ ability to focus on staff and 
clients. The work will be completed and the new system 
operational by November of 2014.

LABOUR
The Community Social Services Employers’ Association 
(CSSEA) released its annual Turnover Report for 2012 
showing that DDA fared better than both Community 
Living agencies and the broader social services sector in all 
categories except exempt employees where DDA’s result 
is skewed due to its relatively small number of exempt to 
bargaining unit ratio. Regarding employee retention, DDA 
has almost double the rate for CSSEA agencies of staff 
staying 10 years or more. 

On the labour relations front, DDA’s 2012-2014 contract 
with the BCGEU allowed for labour market adjustments for 
historically high turnover positions. This provision allowed 
us to renegotiate DDT truck driver wages to bring them 
in line with our competitors. The increase has resulted in 
unprecedented stability in the DDT complement since 
August 2013. 
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By year end, CSSEA was actively renegotiating a new 
five-year agreement which produced a long-awaited, fully-
funded, five-year tentative agreement for the sector that 
moved wages in key line worker positions closer to those of 
comparable positions in the Community Health sector. 

The organization added its first assistive technology worker 
in December, a role that will further pioneer DDA clients’ 
use of technology to promote independence, enhance 
communication and connection, and advance opportunities 
for learning and personal growth. 

By December 31st, DDA had 558 active employees 
consisting of full-time (50%), part-time (30%), and casual 
relief (20%) staff.  A growing percentage (70%) of our 
workforce is age 50 or younger with the average being  
42.7 and the average service at 7.8 years.
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suPPoRteRs
INDIVIDUAL
Adams, Bill 
Almond, Kim 
Asseltine, Natalia 
Atchison, Gerald 
Atchison, Norman & Maureen 
Baird, Jean 
Banks, Ena 
Blackwood, Diane 
Blue, Diane 
Bonn, Victoria 
Brandon, Jill 
Buckland, Aralee 
Campbell, Margaret 
Candido, Emilia 
Chan, Lina 
Choo, Suk Ying 
Chow, Allan 
Chu, Kin Yip 
Conder, David 
Deol, kanwaljit 
DePaoli, Maurizio 
Dhesi, Charanjit 
Dolynski, Jean 
Doray, Audrey 
Eller, Alison 

Fein, Inge 
Filosof, Miryam 
Franklin, Doug 
French, Patricia 
Fung, Albert 
Gemperle & Grant Tufts, Eric 
Gerdak, Giselle 
Gonzalez, Jorge 
Gunasingham, Grace 
Henderson, Les & Karen 
Hiwot, Ayda 
Hochachka, Kathrine 
Hui, Anita 
Humphries, Florence 
Humphrys, Peter 
Johnson, Denise 
Judd, C 
Ko, Ada 
Koo, Joey 
Kormos, Rene 
Krikau, Herbert & Elsie 
kydd, Donald 
Lam, Patsy 
Lam, Pauline 
Lam, Yvonne 
Laul, Sarah 

LeClair, Anthony 
Leigh, Howden Bronwen 
Lim, Susan 
Lith, Paul 
Lizanne Meloche, Aleksandar Milanovic 
and Loreth, James 
Louis, Randy 
Low, Wendy 
Luey, Robert & Rose 
Macht, Susan 
Mar, Paula 
Marr, Arthur 
Mason, Chris 
Mathur, Ratnam 
McPherson, Jim 
Melville, Joanne 
Moon, Maria 
Parlor, Margaret 
Philp, Ann 
Poon, Christina 
Pope, Roxann 
Pradela, Roman & Mona 
Purkis, Jeffrey 
Putman, Margaret 
Qu, Elisa 
Rabas, Elizabeth 
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Ratih, Ayu 
Reznick, Anthony & Myrna 
Roberts, Caroline 
Rodrigues, Iris 
Roosa, John & Ayu 
Ruppel, Gunther 
Schoeber, Barbara  
Serrano, Juanito 
Seto, Joyce 
She, Yu Young 
Smellie, Gael 
Soika, George 
Spartz, Sharon 
Steele, Joan 
Sterling, Vera 
Storm, David 
Swayne, Peter and Susan 
Tang, Rosalinda 
Turner, Edward 
Turner, Sharon 
Vander Steen, Laura 
Walters, Linda 
Waterman, Charles 
Watling, Maribel 
Weatherby, Joan 
Wei, Li 

Wilcox, Thea 
Wilkinson, Doug 
Wilson, Susan 
Wong, Sheila 
Yuen, Calvin 
ziada, Michael 
zoteck, Mary

CORPORATE AND gROUP
Asean Golf Tournament 
Canadian Mattress Recycling Inc. 
cause we care Foundation 
Dorlite Systems Inc 
FS Financial Strategies Inc. 
Honda Financial Services 
JTB International (Canada) Ltd 
Leola Purdy Foundation 
MacDonald, Dettwiler and Associates 
Ltd. 
NWM Private Giving Foundation 
Pacific Response First Aid Training 
Periscope 
Provincial Employees Community 
Services Fund 
RBC Royal Bank 

TELUS Corporation 
The Hamber Foundation 
United Way - Lower Mainland 
United Way of Peel Region 
United Way of the Alberta Capital 
Region 
Vancouver Fire & Security 
Vancouver Foundation 
Wolrige Foundation
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