Service Quality and
Person-Centred Supports

Staying focused on what matters most

‘ ’ SPeCtrum Ernie Baatz, Executive Director
’ FOR COMMUNITY LIVING Susan Stanfield, Director of Services




“People with developmental disabilities rely on a service
system which is in a crisis of accountability. Efforts to assure
safety and quality have become activity traps which threaten
the developments most necessary to improve the quality of
community life for people with developmental disabilities...”

(O’Brien & Lyle-O’Brien, 1994: Assistance with Integrity: The

search for accountability and the lives of people with develomental
disabilities)

More and more of our time is being spent on
paperwork. It takes away from the time we spend
with people doing things that are important to them.




Spectrum Society for Community
Living
» Started in 1987

» Institutional downsizing projects
- 23 people from Woodlands

- Pearson Hospital, Sunny Hill Hospital, Riverview




Overview of services

» 150 people served
- 32 staffed living

> 65 community inclusion

- 48 homeshare

> 25 outreach

» No licensed homes
» No day programs
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Our services

» Staffed homes
> One or two people per home
- 23 of 32 people live in their own home

» Homeshare

- 15 of 48 people live in their own home
» Community inclusion

> Individualized support

> |Inclusion Plus (LIFE)
» Outreach

> BC Housing partnership

- Remote supports project







Systems-centred support

Person-centred support

Start with a program

Start with the person

Focus on “placements”

Focus on building a good life

Driven by professionals

Driven by the person / family

Funding is tied to the service

Funding is tied to the person

The system’s needs take priority

The person’s needs take priority




What do we mean by service
quality?

»The degree to which a service meets or
exceeds established standards.

»The degree to which a service leads to desired
outcomes for the people served.




How is service quality typically
measured?

» Accreditation

» Licensing

» WorkSafe

» Employment Standards
» Audits

» CLBC monitoring

» Satisfaction surveys

» Policies and procedures




Common indicators of service
quality

» Successful accreditation

» Lack of complaints

» Reduction in critical incidents

» Reduction in staff turnover

» Completion of reporting requirements
» Balanced budget

» Positive survey feedback

» Individual goal completion




What’s the problem?

» Minimum standards - not the same as quality
» Multiple stakeholders and interests served

» Time consuming

» Often simplistic

> Count what’s easy to count

» Standardization is rewarded over innovation

- The “path of least resistance” (Michael Smull)




Service

quality from a person-

centred perspective
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e 1 - John and Connie Lyle O’Brien

e 2 - John Lord
e 3 - Michael Kendrick




A little book about

EDITELD BY

Example 1: John O’Brien and Connie Lyle-O’Brien




Growing in
relationships

Making

! Contributin
choices J

Sharing
ordinary
spaces

Experiencing
respect

Five Valued Experiences (John O’Brien)
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Example 2: John Lord
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Four assumptions:

1. People who are vulnerable because of disability or aging often feel powerless, so
anything that can be done to strengthen and empower families and individuals will
contribute to quality.

2. People with disabilities are often isolated, so anything that can be done to reduce
isolation and increase networks and relationships will contribute to quality.

3. Each person that receives support has his/her own unique strengths and needs, so the
more that supports are individualized and tailored to the person, the greater the
contribution to quality.

4. Enhancing quality is more about the personal values and principles of leaders and
people providing support than it is about external criteria applied to a service or agency.

(John Lord, 2005: An Initial Framework for Quality Assurance: It’s about people and
relationships)




SOCIETY AND DISABILITY

Letting in the Light
#i\
a

Reflections on Leadership, Ethics
and Human Services

Michael Kendrick
CRU PUBLICATIONS

Example 3: Michael Kendrick




Thirty elements of service quality

1. The regard and value the agency extends to
consumers.

2. The loyalty and fidelity held by service
providers to those served.

3. The degree of understanding present by
those served.

4. The extent to which consumers are
understood in terms of their needs.

5. The extent to which the agency
individualizes services.

6. The level of consumer participation and
guidance in regards to what is happening
with and for them.

7. The relevance of service practices to
people's needs and preferences.

8. The extent to which the service respects
and strengthens the person's autonomy and
self determination.

9. The extent to which the person is assisted
in maintaining or strengthening their
community.

10. The extent to which the person is
supported in having and managing personal
relationships.

11. The provision to consumers of just the
right amount and intensity of support

12. The extent to which the agency addresses
the person's development, growth, and
competencies.

13. The presence of appropriate protection and

safeguards for the person's vital needs.

14. The extent to which the agency preserves
and nurtures the person's natural and informal
supports.

15. Respect for the rights of the person and
supports for the person to exercise these
rights.

16. The extent to which the service and
agency processes are understood and
meaningful to the consumer.

17. The service should be affordable.

18. The service should adapt as individual
needs change.

19. The person is not stigmatized through
association with the service.

20. The service should be coordinated with
other aspects of the person's life.

21. The level of appropriate acknowledgment
and support for the existential, emotional and
spiritual struggles of the person served.

22. Adequate levels of structure, consistency
and dependability of service.

23. When supervision is needed, it should be
properly targeted, enhancing, and
empowering for the person.

24. The extent to which consumers' lives are
encouraged to be as normal as possible.

25. That the interests and needs of the person
served are not supplanted by the interests of
the caregiver or the agency.

26. Consumers should not be subjected to
involuntary interruptions in their home and
work life.

27. The person should have effective access
to independent and competent advocacy,
allies and legal advice.

28. The extent to which the agency provides
compensating supports to help consumers
offset practical disadvantages they may face
in community living.

29. The service should be conveniently
located and accessible.

30. The service should have integrity,
honesty, and authenticity.



Safeguards

» Formal safeguards
> Fire drills
- Security features - locks, grab bars
- Health & safety inspections

» Informal safeguards
- Relationships - family, friends, neighbours
- Community presence
- Valued roles




Common indicators of service
quality

» Successful accreditation

» Lack of complaints

» Reduction in critical incidents

» Reduction in staff turnover

» Completion of reporting requirements
» Balanced budget

» Positive survey feedback

» Individual goal completion




Indicators of service quality from a
person-centred perspective

» Key decisions are made by the person and
their network

» Services augment rather than replace natural
supports

» Involvement of family and friends

» Right match of supporters to the person

» Community connections

» Bureaucratic demands are kept to a minimum

» Service adapts to the person’s changing
needs - eg aging in place
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Spectrum Society for Community Living
3231 Kingsway
Vancouver, British Columbia
V5R 5K3
(604) 323-1433
www.spectrumsociety.org




