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CHAPTER ONE: STUOY BACKGROUND 

1.1 BACKGROUND 

The Minisûy for Children and Families (MCF or the Minisûy) is currently implementing 

a Contract Reform Project across the province of British Columbia. This initiative is part 

of a multi-year, cross Ministry plan to work jointly with the community health and social 

services sector to develop a more efficient and effective approach to wntract 

management. Other ministries invoived are Women's Equality, Human Resources, 

HeaI th, Attorney General, Advanced Education, Training and Tec hnology (MCF 1 999c, 

p. 1). It will involve contracts with 380 service providers, which account for 

approximately $56 1 million or 70% of contracted services expenditures (p.2). 

Contract Reform has the following main objectives: to establish long-tem relationships 

with eligible contractors, to improve consistency and coordination of contracting 

practices, to strearnline administration and to increase accountability (MCF, 1999c, p. 1). 

The Minisûy, consumers of s e ~ c e s ,  and taxpayers in general are increasingly interested 

in whether or not the dollars k i n g  spent on programs produce plannec! results, or benefits 

for people. This is an issue of accountability. The Ministry is therefore moving toward an 

outcornes, or results-based focus that is concemed with answers to the following 

questions: 

What difference have programs made in the lives of children, adults and 

families who receive services? 

What can participants do that they could not do before? 

Have their attitudes, knowledge, skills, and/or behaM0u.n changed in desired 

directions? 

What is their health status or Me situation when they leave the program? 

In order to more effectively report on the questions above, contracts with service 

providers will include outcome objectives for the people receiving services. The inclusion 



of outcornes represents only a portion of the planned changes as a result of Contract 

Reform. "The Contract Refom Project Plan consolidates Accreditation, Contract 

Macagement System, Training, Continuing Agreements, and Outcornes-Based 

Performance Management into one strategy" (MCF, 1999c, p.3). Changes to the 

contracting process are planned to take place incrementally; the Contract Refom Project 

Plan identifies six phases of implernentation over a five-year period (shown in Figure 1). 

The target date for completion is March 2003 (MCF, 19994 pp. 1-3). 

The move to accountability for performance with a focus on results is a major shif? for 

organizations and governrnent. It means focusing on intentions and results rather than 

process and activities (Auditor General, 1996). "The Ministry for Children and Families 

is one of the first provincial governent ministries in Cana& to use measurable, results- 

based indicators to explicitly guide and monitor progress in achieving its goals" (MCF, 

1997, p. 3). 

Figure 1 : Phases of Contract Reform 
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1.2 PURPOSE AND OWECTIVES 

The purpose of this project is to assist the Community Living division of the Ministry for 

Children and Families and Contractai Agencies to move fomard in developing an 

outcomes framework for Training and Support Services (Adult Day Services) in 

Bumaby. It is an opportunity to listen to the different perspectives of Ministry staff, 

people who access Day Services, family members, service providers and professionai 

support staff. 

Presented to the community as an Outcornes Pilot Project, this research has the following 

speci fic objectives: 

To develop a u n i m g  vision arnongst stakeholders; 

To identify the common objectives of Adult Day Services; 

To develop an initial set of outcomes and measurement cnteria for Adult Day 

Services; 

To identifL additional issues that cannot be addressed within the scope of the 

pilot project; and 

To share results with other regions. 

The process of implementing an outcornes-based performance measurement system will 

be a challenging and long-term task for the Ministry, service providers, individuals and 

advocates. This project, situated at the "front e n d  of such a large change initiative, has 

the potential to set a positive and progressive tone for hiture relationships arnong 

stakeholden as they work through the stages of Contract Reform. Ensuring that the 

process is inclusive, engaging and positive for participants takes precedence over the 

actual task of developing outcome statements. Any significant process findings that corne 

out of the research will also be shared. 



1.3 MCF SERVICES FOR COMMUNITY LIVING BRANCH 

This branch of the Ministry for Children and Families provides seMces to assist adults 

with developmental disabilities "to Iive as fully and independently as possible in the 

community" (MCF, 1999b, p.2). The Ministry uses the following definition of 

developmental disability: "measured intellectual functioning of 70 IQ or lower, with 

onset before age 1 8, and rneasured si@ ficant disabilities in two or more adaptive ski11 

areas" (p.2). The three main areas of senice are residential programs, professional 

support and training and support, as show in Figure 2. 

Figure 2: MCF Adul Services for Community Living 
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two programs: 
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Self-belp skiîh prognms pmvide training in personal care, social integration, and job 

readiness; iridividuals may receive one-to-one or group assistance and are encouraged to 

progress toward more challenging activities as they are able. 

Supported work prognms provide a combination of work experience, training and 

support to help individuals find and maintain work experience placements and 

ernployment. 

Al1 services for adults with developmental disabilities are based on the following 

principles of senice (Mrnistry of Social Services, 1 Section 2.1, pp. 1-3): 

1. Respect for the Individual 

2. Self Determination 

3. Persona1 Service Planning 

4. Farnily Involvement 

5 .  Maximizing Independence and Growth 

6. Maximizing Environmental Choices 

7. Cornmunity Inclusion 

8. Quality of Life 

9. Generic Services 

1 O. Cornmunity Partnerships 

1 1. Conflict Resolution 

The above service principles, &y senice programs and the philosophy of seMng people 

wiîh developmentd disabilities in their communities al1 represent a shift in focus for 

government and seMce providers. Twenty to thirty years ago, the idea of placing people 

with a mental handicap in large institutions became unacceptable and the era of 

"deinstitutionalization" began. People were moved out of institutions and placed in a 

variety of residential settings in the community. Sheltered workshops were developed 

that provided &y activities, "often with minimal expectations of individuals who 

attendes' (Mmisîry of Social SeMces, 1992a, p. 1 1). Over time, these expectations 

increased, with the view that people with developmental disabilities could learn more and 



contribute more to the cornmunity. Terms such as "norrnalization" and "least restrictive 

environment" became part of the Ministry's policy (Min ist ry  of Social Services, 1992b, 

Part 2, Section 2.1, p. 1-3). 

The sheltered workshop, or "achievement center7' mode1 was coasidered an important 

fint step after deinstitutionalization, however, a strong movement toward individualizing 

seMces and integration resulted in a shift away these large center models. In 1992 the 

Ministry (then called the Ministry of Social SeMces) initiated a review of Training and 

Support SeMces for adults in British Columbia. This review, called Common Themes 

and Future Directions, strongly indicated that the Ministry needed to "re-evaluate the 

role of segregated senices and achievement centers" and work toward individualized and 

integrated service options (Ministry of Social SeMces, p. 80). The Mi~stry and service 

providers have made many changes since then, with many more individualized, smaller- 

group programs available. Large group centers still exist, however, and no new funding is 

expected to corne into the community living sector. One of the Ministry's current goals is 

to "renew and sustain adult cornmunity living services" and to do this "within current 

alIocations" (MCF, 1999f, p. 1). 

1.3.1 Bumaby Branch - Services for Community Living 

The project focused on day seMces delivered primarily in Bwnaby, which is part of the 

Simon Fraser Region located in the southwestern part of British Columbia. The 

opportunity to undertake a research project with the Simon Fraser Region was made 

possible by Bnan McCaughey, Manager of Community Living for the Simon Fraser 

Region; Brian Som, Team Supewisor - Bumaby Adult Services and Nina Magee, Team 

Supervisor - Buniaby Ctiildren's Team. M e r  discussing a number of project options, the 

theme of developing an outwmes framework was selected, as it would assist the region 

(Mmistry and agencies) in k ing  more prepared for using an outcornes approach in the 

new schedules of service contracts. 



To keep the scope of the project manageable, the focus of the project was on day seMces 

pnmarily in Bumaby. Brim McCaughey was the formal sponsor for the project, with 

Brian Soon and Nha  Magee acting as cnticd supports and a+spoox>n. The Bumaby 

Ministry team provided essential information to launch the study, such as a list of 

agencies providing &y services in Bumby; contacts for people who use services; 

parents and advocates; professional supports and access to the team of eight adult 

seMces social workers and resource workers. The Ministry office also served as a base 

of communications, some administrative support and boardrom use for focus groups. 

At the time of the study, there were 291 individuals k ing  served in South Fraser West 

(Burnaby and New Westminster) day programs. In addition, sixty to seventy peopie 

attend group life skills/social clubs that are part of non-residential services, but are not 

considered &y programs, as they are outside of typical day program hours, i-e., after 

three pm. These areas were al1 included as part of the study, as differentiation was 

difficult to achieve. 

Although the Burnaby Ministry offices sponsored and supported the project, it was 

presented as a process k ing  conducted independently of the Ministry. This was done to 

encourage fiank and honest responses from al1 participants with the idea that the 

researcher was "neutral", i. e., non partisan and non-Ministry directed. 

1.4 PERFORMANCE MANAGEMENT AND OUTCOMES 

The Minisiq supports the work of the Auditor General in the govenunent-wide 

performance accountability fnimework. Figure 1 illustrates the steps in the performance 

management system. Developing an outcome based measwement fiamework is one 

component of performance management (Auditor General, 1996). 



Figure 3: Performance Management System 

Effective 
Conseq wnces O Strategier to Meet 

Objectives 

l Metasurement Aiignea 
- / a . , - , A A , , 

$ and Reporting 

o e m o . . o m * m  

Most human services organizations have not yet shified to an outcornes based mode1 of 

seMce delivery. Figure 4 illustrates the traditional seMce program mode1 used by most 

organizations where the focus is on inputs, activities and outputs (United Way of 

Arnerica, 1 996). Inputs include resources (e-g. : money, staffing, facilities, and 

equipment); activities are what the organization does with the inputs, and outputs are the 

direct products of program activities (number of clients served, nurnber of seMce hours). 

Figure 4: Traditional Service Program Model 

Wi th the tradi tional approach (see Figure 4) most organiations cannot answer the 

question, "What happens afier clientdparhcipants receive services?". According to the 



United Way of America, "the traditional mode1 lacks one important focus: the benefits 

participants denve fiom the pro&ram" ( 1996, p. 1 8. ) These benefits are referred to as 

outcomes. As shown in Figure 3, the addition of outcomes represents an additional step, 

or expansion of, the traditional service model. 

Figure. 5: Outcome Program Model 

The literahire varies in terni of outcornes-based messurement language. For the purposes 

of this project, the following definitions will be use4 taken fiom the Ministry for 

Chi ldren and Familles' Measuring our Success document (1 997, p. 6). 

Output: An output is a direct product of a program or a rneasure of seMce delivery 

(stated as "the nurnber of service hours, clients served, etc.). 

Outcomes: An outcome is a resuit and may be desirable or undesirable, intentional or 

unintentional. Outcomes can be characterized as initial, intermediate or 

longer term. Outcomes for individuals, or people, fwus on changes to 

health, well-king or sbtus. As they relate to organizations, services or 

programs, outcomes encompass the chain of events that occur between the 

outputs and the ultimate effects on society, and tend to focus on changes to 

structure, processes, resource utilization or prducts. 

Indicaton: An indicator is a specific measure of an outcome. It is usually expressed as 

a nurnber, rate or percentage. 



As noted above, there are outcomes for individuais, and outcomes for organizations. The 

focus for MCF is outcomes for individuals, as "human service-providing organizations 

have historicdly had difficulty identifying and measuring outcomes related to 

individuals.. . . Such outcomes, after dl, provide the rationaie and focus for the Ministry's 

work" (MCF, 1999e, p. 1 ). 

The Ministry recognizes that there are many challenges and considerations in moving 

toward an outcomes focus (Ministry for Children and Families, 1999d). Some of these 

challenges and considerations on the part of al1 stakeholders are: 

Establishing a cornmon language; 

Developing technical skills; 

Supporting information systems; 

Changing current behaviours and practices that focus on inputs and outputs; 

Using outcomes information for management purposes; and 

Maintaining commitment and momenturn. 

The move to implementing some fom of performance measurement system has grown 

rapidly in the p s t  decade in both the public and private sectors across North Amerka, 

Australia, Europe and the United Kingdorn (Brandt, T., Godwin, B., Hadd, H., & Rollins, 

B., 1996; Productivity Commission 2000; Oregon Progress Board 1999; United Way of 

Arnenca, 1996). Most human s e ~ c e s  organizations, in cornpetition for scarce resources, 

will have an advantage if they are willing to be accountable for agreed-upon outcomes 

(Citizens for Missouri's Children, 1995). This may be a difficult, but necessary shift for 

many organizations. As Michael Hammer States in The Drucker Foundation's The 

Organïzution of the Future. "Imagination, flexibility and cornmitment to results are 

needed. If the results aren't achieveâ, you can no longer claim, 'But I did what I was told 

and 1 worked very hard." It doesn't matter. You are accountable for results, not for 

effort." (1 997, p. 28). 



CHAPTER TWO: LlTERATURE REVIEW 

2.1 REVlEW OF ORGANIZATIONAL DOCUMENTS 

It was essential to gain an understanding of the current policies, pracu'ces and plans as 

well as pst initiatives and studies relevant to the community living sector and adult &y 

setvices. The followhg Ministry for Children and Families' documents provided 

foundationai information for the study. 

The Cornrnuniîy Support Services Polis) Manual, Vol. 7, (Ministry of Social Services, 

1992) provided a detailed account of current policies and procedures for seMces for 

adults with developmental disabilities. It gave detailed descriptions of the service 

objectives, principles of service (noted in Chapter l), role of the Ministry and 

descriptions of the &y services (Self Help Skills, Supported Work and Achievernent 

Centers). This information was necessaxy in order for the researcher to constnict a 

comprehensive picture of what were considered "day services" and what the expectations 

for service were fiom a policy viewpoint. 

The Contract Refom Bufiefins (MCF, 1999c & d) accessed online through the Ministry 

website were key documents for understanding this large province-wide initiative. These 

bulletins outline the project, giving the strategic approach and rationale, outcome 

objectives of the project, a project plan with phases and timelines, accreditation 

information and development sites, training notices, outcomes information and more. The 

bulletins provided the researcher with a clear understanding of where the outcomes- 

approach fit into the Ministry's plans and helped to shape the research objectives for the 

siudy. It aiso gave the researcher an idea of what information was accessible to the 

pub1 ic, and thus some idea of where to start the discussion with stakeholders in the 

prelirninary stages of the research. Bulletin No. 4 (MCF, 1999d) was disseminated to 

many stakeholden prior to the focus groups as it provided a short introduction and a 

senes of questions and answers related to outcomes. 



An Outcomes and Accreditation Standards Reference Guide- Drap I (MCF, J a n w  

2000) has just k e n  developed by the MCF Contract R e h  Team as a tool to assist 

contractors and contract managers in developing outcomes for component seMces (and 

to identiQ accreditation standards when they apply). It is intended to be a guide and a 

reference only "and is not al1 inclusive nor is it intended to become a nom" (p. 1). 

Specific to this project is the SeMces for Adults - Training and support section (pp. 4 1- 

42). The researcher obtained this guide afler the majority of interviews had been 

conducted, but it allowed for a look at what general information has been collected by the 

contract refonn tearn to date. The guide will be included as a recommended resource for 

stakeholders (Chapter 5). 

Measuring Our Success: A Framework for Evuiuating Outcomes (MCF, t 997) and the 

subsequent update, AppendUr B: Changes Since the First Edirion of Measuring our 

Success (MCF, 1999a) described the broad organizational goals and population outcornes 

for the province. Of particular interest were the goals and outcomes related to the adult 

comrnunity living sector. The update indicated that fwe indicators had ken  dropped due 

to a lack of data available (p. 1): a) percentage of adults with developmental disabilities 

who experience community placement breakdowns; b) percentage of adults with 

developmental disabilities satisfies with cornmunity living arrangements; c) percentage of 

adults with developmental disabilities who are employed; d) percentage of adults wit h 

developmental disabilities who participate in volunteer activities; and e) percentage of 

aduIts with developmental disabilities satisfied with social relationships. 

As a result of these outcome indicators being dropped, the following new outcome 

objective was developed: "to increase the participation of adults with developmental 

disabilities in the community" (p. 1). This outcome objective used only one indicator for 

the 1999 reporting period: "average length of stay of adults with developmental 

disabilities in the tertiary care facilities" (p. 2). There is one tertiary care facility 

available for people with developmental disabilities, Willow Clinic, and it is intended to 

be a short-term placement option. "When tertiary care evolves into the long-terni 

residence of individuals, it is a measure of the inadequacy of community-based supports" 



(p. 2). The Mïnistry identified that 'me lack of data on adults with developmental 

disabilities are significant weaknesses which needs to be adâressed" (p. 2). 

This information was significant to the project, in that it illustrated the vast opportunity 

that existed for commwiities to be key developers of outcome objectives. It meant that 

the people in the cotnmunity living sector in Bwnaby could potentidly work fiom the 

ground up in deciding what was important to them. If littie existed in the way of a 

framework, then why not create one? This was a very exciting and rnotivating aspect of 

this project, and wss used as a key piece of information to share with stakeholden during 

the preamble and introduction phase of focus groups, and during the information session 

delivered to the adult social work team. 

This "looking at the bigger picture" is part of what is referred to as systems thinking. 

According to Peter Senge (1994), "systems thinking is a discipline for seeing wholes. It 

is a fiamework for seeing interrelationships rather than things, for seeing patterns of 

change rather than static "snapshots." (p. 68). Senge also talks about how people cm use 

systems thinking to cope in a complex world: "complexity can easily undermine 

confidence and responsibility - as in the fiequent refiain, "It's al1 too complex for me," 

or "There's nothing 1 cari do. It's the system." (p. 69). With a systern as large and 

cornplex as the Ministry for Children and Families, it is not uncornmon for people to 

express a sense of helplessness and lack of control over what happens. Systems thinking 

can be the "antidote to this sense of helplessness" (p. 69). By having a better 

understanding of what is happening Ministry-wide, and looking beyond the imrnediate 

scope of local concems, stakeholders may find that there is certainly :mm for them to 

effect change. 

In the community living sector, the term quality of life is frequently used both formally 

and informally as a guiding principle in seMce delivery and yet "an accepted, explicit, 

and cornplete quality of life definition" (Ministry of Social Services, 1993, p. i)  does not 

exist. In Adulrs wirh a Mental Handicap: Their Quaf ity of L ijie (Ministry of Social 

SeMces, 1993) the following definition was proposed: "individual quality of life can be 



measured as the discrepancy between a person's achieved and unmet needs and 

aspirations as well as the congruence between a person's assumptions about her or his 

extemal environment and reality.. . " (p.45). It is anticipated that the terni "quality of life" 

will arise as part of the discussions people have as they focus on identifjmg the benefits 

of &y services for addts, and the above definition may be helpfid. 

Profesional Services for Adulrs with a Menrol Handicap ( 1 994b), provided an increased 

understanding of role of professional support services for adults with developmental 

disabilities living in the community. A wide range of professionais are contracted to 

provide assessment/diagnosis, individual program planning, communication services, 

support to families, training (client specific and general), monitoring and evaluation and 

prograrn planning (p.7). This group will generally be famil iar with data collection 

methods and measuring progress (e.g., via baseline, pre and post testing ) and therefore 

wi11 likely be knowledgeable contributors in the process of developing outcornes. 

The Cornmon Themes and Future Directions document (1992) refened to in chapter one 

(p. 5) reported on the opinions of people province-wide with regard to Training and 

Support Services programs - Supported Work, Self Help Skils and Achievement 

Centers. Recommendations for change were also included. As a community consultation 

report it was "intended to serve as a reference point for comrnunity building in the area of 

day services". (Ministry of Social Services, 1994% p. 3 1). Five future directions were 

identified in this report (Ministry of Social Services, 1994% p. iv-v): 

lndividualized services 

Value-based services (power and choice, wmmunity inclusion, support for 

transitions, support for relationships) 

Information and education about Training and Support Services (&y services) 

Supports in accessing &y services (transportatioa, staff training, funding) 

Co-ordination and cooperation across ministries and agencies 

The report also emphasized the need to develop standards and monitor programs (pp. 20- 

22). 



The Common Themes report was used to guide an initiative called the Training and 

Support Refocus Project that started in July 1995 with the formation of a Provincial 

Refocus Comrni ttee. The Refmus Project had three main objectives (Ministry of Social 

S e ~ c e s ,  1996a): 

1. To change MSS wnistry for Social Services] achievement center subsidies to 

training and support contractual agreements; 

2. To develop standards for training and support programs; 

3. To develop closer cooperation and coordination with governent and others in 

the provision of services to people with devel opmental disabi lities. 

Standards for Self Help Skills and Supported Work Programs were developed and 

finalized in August 1997 by the Refocus Steering Committee. Adherence to these 

standards is now monitored by the Provincial Monitoring Group or PMG (a division of 

HMH Services Ltd), an independent body contraçted by MCF. PMG has added indicators 

of good practice in relation to compliance with the Employment Standards Act @SA) to 

the supported work and self help skills tools (Provincial Monitoring Group service 

information matenal, December 1999). The ESA is significant in the delivery of day 

services as it requires agencies to clearly identiw what programs are work and what 

programs are not. As of October 1996 "people with disabilities who work will receive no 

less than minimum wage" (Minisûy of Social Services, 1996b, p. 2). People with 

speci fic, time limited training plans are exempt fiom the minimum wage requirement. 

As stakeholders develop outcomes it will be important to take into account the day 

prograrn standards, service principles and ESA regdations. 

A review of the Ministry's new prograrn services contracts was undertaken including the 

Client Services Agreement, Continuing Agreement and Component Services Schedule. A 

sample of the component seMces schedule is attached as Appendix A. B y  the fa11 of 

2000 al1 contracts with agencies in the community living sector will be required to 

contain a description of desired outcomes (section 3.04 of the component schedule) for 

each service area. The inclusion of indicators is targeted for the next phase of Contract 

Reform in 200 1. 



For the purposes of this project, the following areas of literature are significant in relation 

to establishing an outcomes framework for Community Living programs. 

2.2.1 Leadership and Change 

Using an outcornes-based approach to measuring results represents a shifi for community 

living agencies, clients and Ministry personnel. It requires that individuals and 

organizations change how they are currentiy doing things fkom the client program level to 

the organizaîional level. There is a whole new skill set needed that inctudes outcomes 

language (e-g.: inputs, outputs, outcomes, indicators) and the requisite understanding of 

how programs will need to be sûucîured using an outcomes framework. 

Change of this magnitude is generally met with at least some degree of resistance. 

According to Yulcl(1998, pp. 439-440), there are many reasons why both individuals and 

organizations resist change: 

lack oftrust; 

belief that change is unnecessary; 

belief that change is not feasible; 

economic threats; 

relative high cost; 

fear of persona1 fail ure; 

ioss of statu and power; 

threat to values and ideals; and 

resentment of interference. 

Increasing the chances of positive, successN change will require those in leadership 

roles to understand the reasons for resistance to change, and also to recognize that the 

initiation of change is difficult. Kaiser (1995) quotes Machiavelli to illustrate this point: 

"It rnust be considered that there is nothing more difficult to carry out, nor more doubtfui 



of success, nor more dangerous to handie than to initiate a new order of things" (p. ix). 

Bolman and Deal (1997, p. 325) note * h t  successful change requires the ability to f k n e  

issues, build on relationships, and establish environments where diverse interests c m  be 

addressed and forged into workable pacts. 

Collaboration is d s o  a critical success factor. Kouzes and Posner (1 995) stress tbat 

leaders must master 'Wee essentiats of foatering collaborationyy (p. 154): develop 

cooperative goals; seek integrative solutions; and build tnisting relationships. They 

ernphasize the importance of mist as a key value: 'Trust is at the h a r t  of fostenng 

collaboration. It's the central issue in human relationships within and outside the 

organization" (p. 163). People promote trust by making themselves wlnerable. "Letting 

others know what we stand for, what we value, what we want, what we hope for ... means 

disclosing information about ourselves .... By dernonstrating willingness to take such tisks, 

leaders encourage others to reciprocate" (Kouzes & Posner, 1995, p. 167). Other 

important trust-building behaviours are listening attentively to othen and utilizing 

di fferent perspectives (p. 2 68). 

Covey ( 1996) also supports the need for establishing trust in order for organizations to 

deal effectively with any change initiatives. He States: "the fundamental reason most 

quality initiatives do not work is because of a lack of tnist in the culture - in the 

relationships between people" (p. 150). This element will be a cntical factor in 

mobilizing the comrnunity living sector to "buy into" the outcornes-based approacb Prior 

initiatives undertaken by the Ministry have afEected stakeholder's willingness to involve 

themselves in new initiatives - if p s t  experiences have been negative it is likely that the 

degree of trust would be Iow at this point for some people. 

Change oriented leadership must certainly include the development of a vision (Bolman 

& Deal, 1997; Covey, 1996; Kouzes & Posner, 1995; YukJ, 1998). According to Yukl, a 

vision should be a simple and idealistic picture of the future; it should appeal to the 

values, hopes and ideals of stakeholders and should depict "an attainable future grounded 

in the present reality" (p. 443). Kouzes & Posner describe a vision as "inclusive of the 



constituents' aspirations; it's an ideal and unique image of the future for the common 

good (p. 124). The Contract Reform process includes the development of a unifjmg 

vision as one of its objectives in the first phases of the project This research project 

supports that objective by helping to identify a vision at the local comrnunity level with a 

focus on adult &y services. 

Major change initiatives may seem overwhelming in the initial stages. Although a vision 

cm help stakeholders keep the ideal future in mind, a plan of action is necessary to 

articulate how the organization is going to reach the envisioned state. "The most effective 

change processes are incremental; they break down big problerns into small, doable 

steps ..." (Kowes & Posner, 1995, p. 243). Each step of the way, mistakes will be made as 

part of the process. Leaders mut learn from mistakes and "encourage others to do the 

same" (p. 68) .  

2.2.2 Performance Measurement 

Using an outcornes-based approach to contracting is part of the Ministry's performance 

measurement system, which in turn is an element of the overall performance framework, 

as discussed in chapter one. There is an extremely large body of work related to how 

organizations can plan, implement and monitor its activities with the aim of improvement 

over time. Within the literature difEerent terms are used to describe performance 

improvement processes such as continuous improvement (Deming, 1993, Juran, 1988), 

best practice (Almaraz, 1994), TQM or total quality management (De~tsiotis, 1998), 

baIanced scorecard (Kaplan, 1992) and benchmarking - rneasuring your own practices 

against those of recognized leaders in the field (Canadian Public Sector Quality 

Association, 2000). The scope of this project does not allow for a comprehensive account 

of these rnethods; the objective here is to simply illustrate the wide-spread acceptance 

and growing implementation of some form of performance measurement system within 

organizations. 

The benefits are many, however, organizations need to be aware of the pitfialls of 



measuring performance. Jim Clemmer, a leading organizational improvemeut expert, 

describes what he calls measurement traps: CIMeasuring performance can cut both ways. 

It can play a valuable role in iniproving organizations - or it c m  stand in the way of 

necessary change" (in City of Grand Prairie, 2000, p. 8) Effective measurement can 

provide important fcedback to show if strategies king used assist organizations in 

moving toward their goals and whether or not they produce results. Ineffective 

measurement can "cut into organimtion morale, slash team effectiveness and wound 

qua1 ity im provement efforts" (p.9). Clemmer' s four measurement traps are describe 

below (pp. 9-10): 

1. Managing results: looking at results shows toâay's consequences of 

yesterday's management decisions, but is an unreliable predictor of how 

today's decisions will affect tomorrow's results. Clemrner's point is that 

"results can't be rnanaged any more than you can tuni back time" (p. 9), and 

that effort needs to be focused strategically on the key areas that have the most 

impact on results. Organizations can't al ways be "driving through the rear- 

view mirror" (p. 9). 

2. Inside-out measurement: too many measures are designed to meet intemal 

needs. What's missing is measuring what's important to the customer - an 

outside in approach. 

3. Confishg knowing and doing: no matter how often you rneasure activities, 

outputs, etc, measures are still only indicators. "What the indicators say are 

much less important than what's king done with the information. 

Improvement happew by pulling people together throughout the organization 

to analyze and improve key processes. Measurements that don? lead to 

meanin- action aren't just useless - they're wastefiil" (p. 10). 

4. The measurement stick: just as important as what's measured is how the 

idonnation is used. 

A m e r  concem of using performance measures and indicators is known as "goal- 

shifting" or "goal displacement". Roth (2000) describes this phenornenon: "as people 

become a w e  of being judged and measured, they seek to satisfy the evaluation criteria 

instead of improving their capabilities" (p. 2). Winston (2000) sees it as staff behaviour 



changing as a result of the performance indicaton. Rogers (2000) provides an example of 

how simple accountability in terms of performance indicators is likely to lead to goal 

displacement: 

'This occurs when staff and managers attempt to meet performance targets, even 

though this has a negative effect on the achievement of the program purpose. For 

example, in an organization which deals with a range of clients, it is easier to 

achieve through-put or placement targets if the more dificult clients are 

discouraged, referred elsewhere, excluded or in some way removed from the data, 

aithough the program may also have the aim of seMng the most needy. The 

program achieves cost-efficiency but decreases its target efficiency by reducing 

seMce to its intended clients. Without other information to show these impacts, 

and other processes to reward staff for continuing to work towards program aims 

rather than program indicators, staff and managers are encouraged to make these 

sorts of changes to the program" (p. 1). 

It is important that the comrnunity living sector and the individuai agencies are aware of 

these "measurement pitfalls" - awareness allows people to take corrective action. 

2.2.3 Outcome Measures in the Human Services 

In looking at developing an outcornes framework, it was important to take into account 

what has been developed in other areas within sociat or human services. Four key 

initiatives, or bodies of work, were used to inform the project: Minnesota Department of 

Human S e M  ce's Focus on Client Outcornes; Oregon State' s Benchmarrks initiative; 

United Way of Arnerica's Meamring Outcornes; and CARF - The Rehabilitation 

Accreditation Commission's Managzng Ouicornes.. 

The first document, Foctrs on Client Outcornes: A Guidebookjor Results-oriented Human 

Services ( 1  996) was written by Minnesota's Department of Human Services. It outlined 

the key processes and strategies that were used to facilitate their three-year shift toward 

an outcornes-based approach to human services management. The document was written 

to assist othen as they implement outcornes-based changes. The Department of Hurnan 



SeMces Commissioner Maria Gomez voiced the rationale for this shift as a policy 

statement in 1995: 

"For too long in human seMces we have been preoccupied with rigid prograrn 

requirements. We must shift our focus to the people we serve and make sure our 

actions improve lives, rather than only meeting some bureaucratie regulation. 

Outcorne-based approaches are an important tool to accornplish that goal" 

(Minnesota, 1 996p 2). 

A framework for client-focused outcomes was developed wïth five specific elements: 

IdentiQ specific client target groups or subgroups; 

SpeciQ desired outcomes: include a clear statement of desired changes in 

circumstances, statu, level of functioning, behaviour, attitude, knowledge or 

skills; 

Select one or more indicators (reasonable and meaningfùl) for each desired 

outcome; 

Determine methods of da& collection (e.g.: pre and p s t  tests); 

Set performance target (what percentage of the target group is exptxted to 

attain the desired outcome). 

The Mi~esota group emphasized the need for a collaborative approach in undertaking 

the steps above. The document provided exarnples of goal statements that reflected 

traditional service-focused goals and contrasted them with more client-focused goals. It 

also reinforced the concept of incremental change in moving an outcomes approach, with 

the acknowledgement that "completing the tiamework often takes several tries" (p. 20). 

The guidebook was used as advance information for many of the research participants in 

this study. 

A second body of work that had specific relevance was The United Way of Amenca's 

Measuring Program Success: A P~actical Approach (1996) document. This work 

provided and in-depth, stepby-step look at how non-profit human services organizations 

could implement a system for measuring prograrn outcomes. The United Way sought 



input from 'Y3 national health, hurnan service, and youth and farnily-serving 

organizations.. . .and more than 40 local human service program managers in 18 states" 

(p. iii). The manual e m p h a ~ ~ e s  "pfactical approac hes and incl usive processes" (p. iii). 

Eight broad steps are recommended: 

1. Get ready; 

2. Choose the outcomes you want to masure; 

3. SpeciQ indicators for your outwmes; 

4. Prepare to collect daîa on your indicators; 

5. Try out your outcome measurement system; 

6. Analyze and report your findings; 

7. Lmprove your system; 

8. Use your fidings. 

Aspects of the manual were s h e d  with study mcipants  to illustrate some aspects of 

the outcornes-based approach such the "Summary of Program Outcome Model" and 

"Inputs Through Outcornes: The Conceptual Chain". 

The Oregon Benchmarks provided a third oppomuiity to examine information related to 

implementing a performance measurement system. The Oregon Progress Board, founded 

in 1989 as an independent body to oversee strategic planning for the state, created the 

Oregon Benchmark The benchmarks "articulated the state's goals as a set of measurable 

indicators in one coherent plan, identified short term and long term priorities and 

established targets for improvements over time" (Oregon State, 1999, p. 1). The 

benchmarks, considered to be a pioneering set of objectives, were "intended to enhance 

the quality of life for al1 Oregonians" and "seek to unite Oregon around a vision of 

quàlity jobs, safe, caring cornmunities and a healthy, sustainable environment" (Oregon 

State, 2000% p. 1 ). 

As part of the Iarger initiative, The Oregon Department of Human Services Office of 

Developmental Disabilities developed a longrange plan that included routine 

measurement and reporting of service outcomes (Oregon State, 2000b). Specific 



outcomes for services for adults wi th developmental di sabii i ties were based on prïnci ples 

of self-determination and are as follows (p. 4): 

increased independence 

Increased productivity 

Increased community integration 

The Oregon Department of Human Services is a large, complex organization that has 

many sirnilarities to the Ministry for Children and Families. Their mission, vision, goals 

and outcomes were al1 developed through a consultative process with "their many 

partners " (Oregon State, 2000% p. 1). The MCF Contract Reform Project seeks to build a 

unimng vision and supports a collaborative approach to developing and outcomes-based 

approach. The Oregon Benchmarks should continue to be a valuable source of 

information in the long process of implementing an outcornes-based approach to 

contracting. 

A final body of work that is helpful in understanding outcornes-based approaches used in 

human senices cornes fiom CARF, The Rehabilitation Accreditation Commission. 

C m  is one of two accreditation bodies selected for the contract reform process; the 

other is COA - The Council on Accreditation of Services to Families and Children (MCF 

1 999a). CARF's Manngng Outcornes: Consumer-Driven Outcornes Meusuremeni and 

Management Systents - Empioyment and Comrnunity Services (1998) provides 

information on how to develop an organizational outcomes measurement and 

management system using the following nine-step process (pp. 8- 1 8): 

1. Conduct a SWOT analysis (intemal and external strengths, weaknesses, 

opportunities and threats; 

2. Select a service or service design and identifi customers [people who use the 

service]; 

3. Define quality and outcomes expectations; 

4. Design the outcomes system - must provide for measurement of effectiveness, 

efficiency, aggregated individual seMce satisfaction and aggregated 

stakeholder satisfaction; 



5. Obtain individual consumer satisfaction; 

6. Obtain satisfaction information fiom other stakeholders; 

7. Obtain follow-up information fiom customers and those who have exited the 

service; 

8. Share outwmes information with intemal and extemal customers; 

9. Use results to continuously irnprove services. 

The nine-step process provides an organization with a system to continuously use the 

outcornes results to imprrove individuai services and overall organizational service. 

According to CARF, "continuous improvement consists of responding to the changing 

needs of the people served in a changing environment and constantly making senices 

better within the mission and resources of the organization" (p.6) The CARF steps should 

be relevant for agencies not going through the accreditation process as well as for those 

who are seeking accreditation. The Exarnples section provided the researcher with 

questions in the design of the mixed-format questionnairdinterview (described in chapter 

3). The CARF approach emphasizes three steps (p. 1 ): Men, take action, and measure 

reaction (Iisten again). This approach is congruent with Stringer's mode1 of community- 

based action research used as this study - look, think and act. 

2.3 SUMMARY 

It is critical that effective leadership practices are used to make any large-scale change a 

success. In the community living sector, the move to an outcomes-based approach to 

service delivery is yet another large change initiated by the Ministry in the span of just a 

few years. As discussed in the leadership and change literature, effective leadership must 

include an understanding of why people resist change and an acknowledgment of their 

fears and perceived threats. It is critical that the Ministry reduces any fears related to "the 

unknown" by taking time to building tnisting relationships with stakeholden, openly 

sharing information, and by working together with people to create the change. As a local 

effort at the community level, this action research study has the opportunity to bring 

stakeholden together to create a shared vision and foster future collaboration and "buy- 



in" as a result of a truîy inclusive approach. The literature advises of the need to continue 

this inclusive and collaborative approach once the study is over, and to provide support 

and planning for incremental change. It is also important for leaders in govemment and 

organizations to understand that mistakes will be made and to provide encouragement to 

learn fiom those mistakes. 

As organizations prepare for the use of an outcomes-biised approach to coatracting, they 

will need to consider the interna1 structures or processes necessary for such a change. The 

work describecl in this chapter fiom CAM, Mi~esota ,  Oregon and the United Way 

provide examples of processes that have k e n  successfiil, however, the point is to use a 

process that is systematic, yet flexible - there is "no one right way". Any process should 

include a focus on the individual (person-centered planning and person-referenced 

outcornes) and the use of continuous feedback loops (listen, act, measure and listen 

again) as mechanisms for improvement. Organktions should also be prepared to openly 

share their results and then compare them to what is achieved by other organizations 

(benchrnarking). Overall, an organization m u t  have a desire to improve services and 

increase accountability. 

Dee Hock, the visionary and creator of Visa, adds this to the list of understanding how 

people change: 

"The problem is never how to get new, innovative thoughts into your minci, 

but how to get old ones out." (in Peters, 1997, p.67). 



CHAPTER THREE: RESEARCH APPROACH & METHODOLOGY 

3.1 RESEARCH APPROACH 

This project was conducted using qualitative action research methodology. nie  

qualitative approach was chosen as it is humancentered, and takes into account the 

participant's perceptions, values, and attitudes (Palys, 1997, pp. 16- 17). The approach to 

this project typifies that of qualitative uiquiry in that its purpose is to explore, interpret 

and understand "the meaning, for participants in the study, of the events, situations, and 

actions they are involved with and of the accounts that they give of their lives and 

experiences" (Maxwell, 1996, p. 17). For example, what do different stakeholders think 

about rnoving to an outcornes-based approach to contracting? How do they make sense of 

it? How might their understanding influence their actions? The qualitative approach is 

also concemed with process rather than simply the end resuit or outcome (Bogdan & 

Biklen, 1998). Of interest to the researcher is how people fom opinions and ideas, and 

what history is attached to the events as people recall them. Another key element of 

qualitative research is that it is inductive and open ended. The researcher "does not search 

out data or evidence to prove or disprove hypotheses they hold before entering the study" 

(Bogdan & Biklen, 1998, p. 6) as is done in quantitative research. Rather, theory is 

developed as the research evolves and the researcher "does not assume that enougb is 

known to recognize important concems before undertaking the research" (p.7). 

Qualitative research assumes that reality is partly subjective and dependent upon people's 

perceptions at any given time. This phenomenological approach to research makes 

understanding human perceptions it's major focus (Palys, 1997, p. 17) and assumes that 

"the important reality is what people perceive it to be" (Kvale, 1996, p. 52). From this 

perspective, it is accepted that participants will have their own unique realities, and that 

in order to understand their actions in the world, it is first necessary to understand how 

they think about issues (Palys, 1997, p.35). With this approach, the researcher does not 

tty to remain aloof and socially distant, but becomes involved as part of the process. 



Getting to know participants and trying to understand their concems is necessary for 

validity in qualitative research (p 19). 

Community-based action research was the type of qualitative approach used to conduct 

this project. In fact, this project topic was chosen in part because it was particularly 

suitable for the community-ôased action research approach. There were many 

stakeholders within the community of Burnaby who would be affected by this change 

initiated by the governrnent. The new outcornes-based approach would have 

repercussions at al1 leveis of community living organizations - the people who use the 

services, their families, staff, management and Minisûy personnel. The action research 

approach offered these stakeholders the opportunity to work together for the collective 

benefit to the community. According to Stringer (1996) "comrnunity-based action 

research seeks to chaiige the social and personai dynamics of the research situation so 

that it is noncompetitive and nonexploitive and enhances the lives of al1 those who 

participate. This collaborative approach to inquiry seeks to build positive working 

relationships . . . " (p. 19). Stringer dso notes, "Active participation is the key to feelings 

of ownership that motivate people to invest their time and energy to help shape the nature 

and quality of their community lives" (p.35). In the world of community living and 

government, people have been faced with many new initiatives resulting in tremendous 

change, and often these changes have been implemented without stakeholders tnily 

having a say in the change process. The fact that the action-based research is a 

col laborative and inclusive approach to inquiry was highiy appealing to the researc her. 

The action research approach is also highly congruent with the Ministry's intent for the 

Contract Reform process to "build tmst and understanding to establish joint objectives, 

outcornes and a common purpose or unimg vision" (The Ministry for Children and 

Families, 1999c, p. 3). 

Action research is a dynamic process - it continually changes in response to new 

information (Kirby and McKema, 1989, p. 72). The project follows what Springer (1996) 

describes as the three basic elements of action research: look, think and act. According to 



Stringer, the look, think and act routine "should be read as a continually recycling set of 

actiI;,tiesW (p. 17). Figure 6 illustrates the ongoing process. 

Figure 6: Continuous Action Research Routine 

LOOK THINK ACT LOOK 

The process allows the researcher to modifjr actions at any step in response to new 

information. "Action research in not a neat, orderly activity that atlows participants to 

proceed step by step to the end of the process. People will find themselves working 

backward through the routines, repeating processes, revisiting procedures, rethinking 

interpretations, leapfiogging steps or stages, and sometimes making radical changes in 

direction" (Stringer, 1996, p. 16). While the process has many intermediate steps or 

cycles, the study has three basic steps that fit into the "look, think act" routine, and are 

described below in Figure 7. 

Figure 7: Simplified Project Action Model 
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ln the first stage of the project (Look), relevant data was gathered. This was a lengthy and 

involved stage. First, background information was gathered to gain an understanding of 

the bigger picture of contract reform, performance management and outcomes, &y 

services and the community living sector. Next was the formal data gathering methods of 

interviews and a mixed format questionnaire. The process of data gathering allowed the 

researcher and participants to build a picture, to define and describe key issues. Tbe 

second stage (Thinlc) involved analyzing the data, which included multiple readings of 

notes and transcripts, categorizing key words and phrases, seeking themes, reflection and 

then re-categorizing (Fenwick & Schaeffer, 1999). In the third stage (Act) a report was 

wrîtten based on the findings frorn the data analysis, and recommendations were made. 

The hope is that stakeholders will continue the process of participatory action research 

and use the study information to build a more defined and agreed upon vision, and work 

collaboratively to move through some aspects of the contract refom process (creating 

more specific outcomes, devefoping indicators, and so on). 

A fundamental principle of community based action research is the well king of 

participants (Stringer, 1996, pp. 19,35). The researcher brings experience of past 

practices related to change in the social services sector, and is sensitive to the feelings of 

powerlessness, frustration and stress associated with hierarchical and authontarian modes 

of operation. The action research approach seeks to actively engage people in the process 

of change, and as such, seems particularly well suited to helping the community living 

sector to develop its own outcomes for adult day services. The focus is not simply to "ger 

the job done", but to ensure the well being of participants at al1 times. Ethical dimensions 

are discussed in the Ethical Considerations section of this chapter. 

3.2 METHODOLOGY 

Interactive, person-to-person methods of inquiry were chosen for this project, 

specifically, focus groups interviews, face-to-face interviews, and a mixed format 

questionnaire (researcher present combined with elements of inteniew techniques). 



Both interviews and questionnaires share the advantages of king versatile and gaining 

information directly fiom participants. As Palys notes, "this is the one set of techniques 

where people can tell us their thoughts (instead of our guessing about hem) and where 

they can explain themselves (instead of our speculating about what their motives might 

be)" (1997, p. 145). This is atso a disadvantage, since the choice of what to ask is 

completely the decision of the researcher. The choice of questions is linked to the type of 

responses given, with the intended result being the collection of meanin- data- It is 

therefore critical to give carefûl consideration to the development of questions for 

in te~ews and questionnaires. 

The interactive, person-to-person methods were chosen for two reawns: "higher 

response rates; and the chance to dari@ ambiguities and rnisunderstandings, and to 

monitor the conditions of completion" (Palys, 1997, p. 146). A mail-out questionnaire was 

planned for early on in the project, but an exceptionally low response rate was anticipated 

based on prior experience of the Ministry for this sector. A h ,  there was a concen that 

much of the data retumed for the &y service user group would be unreliable and invalid 

due to questions king  rnisunderstood or the fact that many people would require some 

"coaching" to respond (thus responses would reflect the parlicular biases of the coach). 

As is permissible in community based action research, the researcher is fiee to adjust the 

process in response to new information, therefore, the mail-out questionnaire was 

dropped in favour of the face-to-face mixed format questiomaire/inteMew. Funher 

information on the selection of each interactive rnethod is found later in the chapter. 

3.2.1 Participant Recruitment 

An estimated 450 people's lives could potentially be affected by changes made to adult 

day programs in Burnaby taking into account the 29 1 people who use day senices, their 

parents, agency staf f  and Ministry staff. Within the scope of this research project, it was 

not possible for al1 stakeholders to be directly involved in the process, so it was important 

that "al1 stakeholder groups feel that someone is speaking for their interests and is in a 

position to infom them of what is going on" (Stringer, 1996, p. 49). 



An analysis of the &y services prograrns was conducted to identify groups of people with 

similar roles, resulting in the formation of six stakeholder groups. These groups became 

the selection pools for the focus groups and interviews. The Burnaby MCF Community 

Living office provided a list of Contracted Service Providers who were c o ~ e c t e d  to &y 

services in Bumaby. Social Workers and some Agencies provided names of people who 

used day senices and a list of parents. Adult &y services-related document searches 

produced links to individuals who had indepth knowledge of historical issues etc. This 

selection technique is described as a non-probabilistic sampling technique, or purposive 

sampling (Palys, 1997, p. 137). The people and locations were intentionally sought 

because they met the criterion for inclusion in the study - in this case, a person having a 

stake in, or influence over future goals and outcomes of addt day seMces in Burnaby. in 

al1 cases, selection was based on availability, interest in participating, knowledge of day 

senices, and ability to communicate ideas, thoughts and feelings. Establishing the 

majority of the stakeholder focus groups was far more challenging than anticipated by the 

researcher. 

The following five stakeholder categories were developed based on the relative 

relationships and roles that people had with respect to adult day services: 

People who use adult &y services (contracted through the Bumaby ofice) 

ParentdAdvocates of people who use adult &y services in Burnaby 

Contracted agencies (delivering day s e ~ c e s  in Buniaby) 

Ministry staff: social workers (Bmaby adult team) and managers (one at local 

level, one at regional level, and one at provincial level) 

Professional support (psychologist, communication and behavioural specialists, 

community health nurse, family care home provider, volunteer organktion 

representative). 

More detail regarding the above stakeholder groups is provided in the focus group, 

interview, and mixed format sections. 



3.2.2 Data Collection 

Data was collected fiom five stakeholder groups (individuals who use day services, 

Ministry staff, contracted agencies, parents and advocattes, and professional support) via 

focus group interviews, face-to-face interviews and a mixed format questionnaire/ 

interview. Minisûy and Community Living documents were examineci to gain an 

understanding of the pst and curent issues related to the community living sector, with a 

focus on adult &y services. Preliminary informal interviews took place with a cross 

section of Ministry staff and people within the wmmunity living sector. Ushg a variety 

of data collection methods with a diverse range of individuals and settings is known as 

triangulation (Denizen, as cited in Maxwell, 1996, p. 75). This is done to "reduce the risk 

that your conclusions will reflect only the systematic biases or limitations of a specific 

method, and it allows you to gain a better assessrnent of the validity and generality of the 

explanations that you develop" @p. 75-76). 

Three informal interviews were conducted as part of the development or "fact-finding" 

stage of the project. One twk place with a Ministry employee involved in the outcomes- 

based aspect of contract refom, another with a former staff person involved in the 

Refocus Project (described in Chapter 2), and the third was with three Ministry social 

workers attached to an office outside of the Bumaby area. In al1 cases, the intent was to 

explore the topics of "moving to an outcornes-based approach to contracting" and "&y 

services?'. The questions were open ended and of a vev general nature. Probes such as 

"Tell me how you feel about the new outcomes initiative" were also used. information 

from these informal interviews was used together with information fiom the document 

review to help shape the next steps of the research - to design more specific questions to 

use in the interviews and mixed format questionnaire. As this was part of the preliminary 

fact-finding stage, information obtained is not presented in the results as fornial data. 



3.2.4 Face-to-Face Interviews 

Six in-depth in te~ews  were conducted with individuals in the following stakeholder 

groups : 

Minisûy for Children and Families - 3 one-on-one interviews, each with a staff 

member at different levels of management within the organization 

Professional Support - one interview with twi, senior members of an organization 

(this was arranged at their request, due to their roles of shared-responsilbility) 

Senior Agency Manager - selected due to breadth of knowledge regarding the 

topic area 

O Parent of an adult accessing Day Services - selected due to breadth of knowledge 

fiom a parent's perspective, the education system, and the Ministry 

These individuals were selected for face-to-face interviews because they were seen as 

very knowledgeable with respect to the Ministry, performance management methods 

(e-g., outcornes, accreditation, standards and continuous hprovement) and the 

cornmunity living sector, including &y services. Given the partrcipants' experience, it 

was hoped that they could offer perspectives based on understanding the "bigger picture" 

arid many of the systemic issues that would impact the contract refonn change initiative. 

The Ministry staff selected al1 had responsibilities relateà to the implementation of 

outcornes-based contracting formats, however, their specific roles varied, as did their 

amount of control over decision making. 

The face-to-face interview fonnat was chosen to get a greater depth of response fiom 

these individuals than would be possible in a large group interview or Ma a questionnaire 

(Kvale, 1996, Palys, 1997). This format is time-consuming; in te~ews  conducted in the 

study took on average 2.25 hours, with transcribing taking approximately 3 hours for 

every 60-minute tape. The same person (the researcher) tninscribed the tapes with 

attention to the consistency of style. A verbatim approach was used with some 

condensing of repetition; pauses, intonation and emotional responses were not included. 



InteMew questions (copy attached in Appendix B) were developed based on the 

document review and informal interviews. The questions were used as a guide, with some 

spontaneous, exploratory questions king  introduced periodically. Participants were given 

advance notice of the major themes king covered, rather than the whole set of interview 

questions. This was in an attempt to gain more spontaneous responses regarding 

thoughts, feelings and ideas versus potentially more researched or rehearsed information 

while still giving participants some oppo-ty to prepare for the interview. The themes 

given to participants were: 

Perceived benefits of outcorne-based measurement 

Concem related to outcome-based measurement 

Their vision of the frrture for Day Programs/Services 

The collaborative process - impediments and positive factors 

Hoped-for benefits of SeKHelp Skills Prograrns & Supported Work Programs 

The same structured interview guide was used with each participant, with some minor 

changes made after the first interview (conducted as a pilot). In developing the questions 

and generating the themes it was important to keep in mind the kind of information 

needed to build an outcornes framework for the community of Burnaby. A picture was 

sought related to what people thought about the following: a) the pros and cons of 

outcornes-based approaches, which would provide insight into the degree of "buy in"; b) 

the future of &y services and the identification of common ground to translate into a 

collective vision; c) collaboration with Ministry and other agencies to tap into the "will" 

to work together toward a common goal; and finally d) the important benefits of day 

services that were translated into general outcome statements. 

Five focus group meetings were held with participants representing the following 

stakeholder groups: 

People who use adult &y services (6) 

Parents/Advocates of people who use adult &y services (5) 



Contracted agencies ( l 1 ): executive directors, senior managers and program heads 

that had a direct working knowledge of &y services within their agencies 

Social workers (6): adult services team 

Professional support (7): psychologist, communication and behavioural specialists, 

community health nurse, farnily care home provider, volunteer organization 

director 

This approach was chosen in order to maximize the type and quality of information 

obtained from stakehotders. According to O'D0~ell(1988), %e discussions ofien bring 

out information from participants that may not corne to light using other evaluation 

techniques" (p. 71). The group setting "encourages spontaneity and candor, fewer 

inhibitions, and greater anonymity and security than individuals might feel one on one" 

(p. 7 1 ). This process gives insight into the experience patterns of -@cipants - their 

attitudes, opinions and key issues (p. 73). 

Participants were consulted regarding cornfortable locations and convenient times. Sites 

selected included a room at Douglas College, a Ministry boardroom and an Agency 

boardroom. The researcher acted as a facilitator for al1 of the focus group sessions, which 

were scheduled to be two hours in length. Some time adjustments were made depending 

on the desire of the group. Al1 focus groups were tape-recorded. 

The questions and activities for the focus groups were developed based on the same 

therne areas developed for the i n t e~ews .  The researcher opened the sessions by 

introducing the Outcornes Pilot Project in a fairly general fashion, discussed ground rules 

and participant consent, and had everyone give a bief  self-introduction. The following 

four activities or questions guided the sessions: 

1. Discussion starter topic: "Drawing upon your lived experiences, think for a 

minute about the MOST positive situation you have been involved in related to 

Day Services". The participants were given lined paper with "Positive 

Experience: Day Services" across the top, and asked to write down whaî came to 



mind in point form. The participants then shared their experiences, and gave their 

notes to the researcher. This question facilitated discussion about what 

participants felt positive about in relation to Day SeMces 

2. The group was divided into two. One group was askeà, "What positive 

differences cm a Supported Employment Program make in the life of a 

cl ient/individual?" The other group was asked, " What positive di fferences can a 

Self Help Skills Program make in the life of a client/individual? Further 

questions, such as "Why are people in these programs?, and "What are the hoped- 

for changes a person experiences as a results of the program?" were asked to 

m e r  clarify the intent of the first questions. The groups separately brainstonned 

ideas, then did a quick rating of most important to least and then shared their 

results back as a large group. The questions served to shifi discussion toward 

expected results or outcornes for individuals accessing these programs. 

3. Questions: "1 have heard some peopte say this about the outcornes-based 

approach: 'Just ignore it, and it will go away7. What do you think? What would 

you tell this person? Do you agree or disagree, and why?" These questions were 

intended, in part, to encourage participants to explore the multiple views that 

could be held on the topic. 

4. Group exercise: "In three years, imagine that Bmaby Day ProgramdSe~ces are 

featwed on the cover of a magazine, journal or newspaper. 1) Identie the 

headline on the cover and the photo images that go with it. 2) List the key 

components that would be discussed or highlighted in the article". This was a 

visioning exercise. 

Although the researcher had specific activities to present during the sessions, the will of 

the group was a strong consideration in whether to move on, or to continue to discuss the 

topic at hand. 



3.2.6 Mixed Format Quemtionnai~ntewiew 

In order to gather more data fiom people who use &y services, a mixed format 

questiomaire/interview fonn was developed (attached as Appendix C). Literacy and 

comprehension limitations precluded the use of a self-administered questionnaire with the 

majority of people in these programs, so a combined questionnaire and interview 

technique was used to allow for a range of abilities among participants. The researcher 

visited two &y program sites run by two different organizations in order to administer 

the questionnaire/interview. 

Advance discussion took place with program managers around the best times to Msit and 

permission to do so. Managers also gave notice to the individuals in the progrms 

regarding the scheduied visits and the purpose behind them. CareN consideration was 

taken to avoid pressuring people to volunteer; people were asked if they would like to 

talk to the researcher about their day service, and that "it was okay not to". The 

researcher answered any questions that came up in the recruitment of volunteers. The 

words "interview" and "questionnaire" were not readily understood by some people, and 

altemate words such at "meeting", W k  with me about your &y program" and "answer 

some questions about your &y program" were used. 

A quiet room was selected at each location, as the main rooms were noisy and fiil1 of 

people. Some participants decided to have a staff member present for the interview. 

Consent was obtained verbally, and participants were assured that their words would be 

confidential or "private" - no one would see their name in the report. The researcher 

fiequently checked with the participants to see if they wished to continue. It took 

approximately fifteen to twenty minutes to go through the questions with each volunteer. 

Ten people volunteered in total corn the two sites. One person filled out the 

questionnaire herself, with the researcher ciariwng questions. The researcher fil Ied out 

the remaining nine foms and used a wide variety of methods to help people respond, 

including fil1 in the blank statements, re-phrasing questions, and using example scenarios. 



The questionnaire/inteMew used openended and stnictured questions, however, since 

the rzsearcher was present to ask seek clarification on al1 items, the design of the form 

was not as important as in a mail-out questionnaire where no clarification can occur 

(Paiys, 1997, pp. 146- 147). Check boxes and predetennined choices for circling were 

developed in effort to speed up the interview process. Ten questions in total were asked 

in a effort to obtain opinions and facts about day program likes and dislikes, desired 

changes (if any), and types of activities and goals. Four of the questions were consumer 

satisfaction type questions, modified fiom the CARF document Managing Ouicornes: 

Coavumer-Driven Outcornes Memurement and Management Systems- Employmeni and 

Community Services (1998, pp. 28,37,53): 

Would you rather go to you &y program or stay at home? 

What is important to you about how people treat you? 

If you didn't work with staff, what would happen - how would you help yourself? 

If you could do anythmg during the day, what would you do? 

Throughout the entire project, participants were assured of anonymity and confidentiality 

and that al1 notes and tapes were to be destroyed at the end of the project. Al1 project 

materials were kept in a Iocked, safk environment throughout the study pnor to being 

destroyed. The approach taken to conduct the project adhered to Ministry policies on 

confidentiality, the Freedom of Wonnation and Protection of Pnvacy Act and the Ethical 

Obligations in Research including, ensuring a positive experience, providing 

confidentiality and privacy, avoiding exploitation and ensuring free and inforrned consent 

(see Appendix D: Royal Roads University Participant Consent Forrn). 

It waç important for al1 participants to feel cornfortable in speaking honestly and openly, 

and confidentiality was critical for this. Funire relationships, credibility and job and 

contract security were possible areas of concem for people expressing any views that 

may have been considered non-favourable. For people with developmental disabilities, it 

was important to take extreme care in the process of obtaining informed consent and to 



ensure that continued participation was desired The researcher made every effort to 

explain the reason for asking questions in ways that participants could understand. 

3. PROJECT LIMITATIONS 

A limitation of the study is that it looked at only one community (Burnaby) with a very 

defined scope (adult day services). It was undertaken in an urban center that is part of a 

metroplis. This setting generally provides more services for participants, including 

public transportation and Handi-Dart Services. The inherent participant diversity, ethnic 

and othenvise, is also a consideration of this &ng. Therefore, the ability to generalize 

the resuits in Chapter 4 to more nual settings and to the community living sector as a 

whole is limited. 

A challenge in this study was obtaining the opinions and ideas of individuals who use day 

semices. It was unclear at times if people understood the questions king asked. Also, in 

cases where a staff member was present with an individual (this was a choice for the 

individual), it may have influenced the type of responses given. Another limitation is that 

some individuals have had very Iittle or no exposure to different kinds of &y services. In 

that case, king asked, "What would yau change about your day prograrn?may be 

meaningless to that penon. Participant selection was also an issue. Due to the wide range 

of abilities and varying degrees of understanding arnong people with developmental 

disabili ties, selection of partw ipants was biased toward the following: 

People who were verbal 

People who were prepared to engage in a conversation with an unknown 

person 

People who were fairly "social" or who liked to talk 

People selected by agency staff or social workers 



CHAPT ER FOUR: RESULTS & ANALYSIS 

This chapter presents the results of the focus group, face-to-face and mixed-format 

inteMevis that occurred over a four-month period. The focus groups and interviews were 

interspersed so that ongoing analysis, feedback and resuiting ideas could be acted upon in 

the next interview. In undertaking the interviews, the researcher was interested in finding 

common themcs about &y services (self help and supported work programs) and the 

perceived advantages and disadvantages of changing to an outcomes mode1 of 

conaïicting. The following questions helped to keep the researcher focused during the 

process: Were stakeholders in agreement about the hoped-for benefits of &y senices and 

the benefits of using an outcomes modei? Was there strong disagreement in any area? 

What concerns did people have? What would help prepare people to move to an 

outcornes-based approach? The following results are categorized by themes. 

4.1 FOCUS GROUPS 

Five focus groups were conducted over a three-month period. The same introductory 

format was used with al1 five groups: introductions, discussion of ground d e s  (e-g., 

confidentiality, respect as described in Appendix D, Participant Consent form) and a 

review of the meeting format. Each session was just over hvo houn in length on average, 

with one planned break Specific topics were targeted for discussion, and the four 

activities noted in Chapter Three were presented somewhat consistently (with the order 

being changed in some cases) for four of the stakeholder groups. The format and 

questions changed for the people who use &y services stakeholder group in an attempt to 

make it easier for people to undentand and respond In al1 cases it was important to make 

participants feel as comfortabIe as possible. 

Overall, the results of the focus groups were positive and the information swght was 

obtained. Written participant feedback at the end of each session indicated that people 

enjoyed the sessions and found the experience to be positive. One group (people who use 

day services) provided verbal feedback, beause, as one person stated, "it's much easier". 



This group also reported positively on the experience. This was an important g d  for the 

researcher in conducting the study. The consistent suggestion for change was to make 

the sessions longer, preferably an entire rnorning. 

The major areas of discussion are noted below. It was at times very clear that the topic 

was important to people, while at others it was difficult to tell whether it was simply 

interesting, but not important. In such cases the researcher asked participants directly 

rather than leaving it to speculation- 

4.1.1 Self Help Skilb 

Participants were asked to decide what the hoped-for benefits of self help skills programs 

were. In three of the five focus group interviews, the large group was divided into two 

smaller working groups. To save time, one group was given the self-help skills program 

to discuss, and the other n s  given the supported work program as the topic (reported on 

below). Sorne groups were able to rank order their lists, while others did not have time. 

At the end of the exercise, each small group presented their lis& to the other group. In the 

cases where the large group remained together, both programs were discussed. In al1 

cases, everyone had an oppominity to give input into both the self-help and the supported 

work lists. 

Figure 8: Benefits of Se# Help Skills Program 

SELF HELP SKltLS 

increased participation in the community 
Increased independence & autonomy 

Increased social opportunities 
hcreased safety 

Increased sel f-esteem 
Decreased behaviour that inhibits the above 

increased choices 



The benefits of self-help skills shown in Figure 8 are the general categories created by the 

researcher after analyzing the lists fiom each of the five stakeholder groups. The top three 

benefits Iisted were by far the most fiequently mentioned items and accounted for over 

50% of the total responses. For the groups who did rank order their lists, these items were 

in the top three. The groups rnentioned al1 seven areas, but items may have been 

described differently. For example, the category "increased self-esteem" also represents 

references to self-worth, feeling valueâ, dignity and pride. Some participants made a 

distinction between independence and autonomy, with the rationale that "in some cultures 

the goal is not to be completely independent of othen", but to feei a sense of king able 

to direct one's own life (autonomy). 

Although the self-help and supported work categories were presented to the groups 

separately, and are reported here separately, the lines between the two often became 

blurred during the flow of conversation. In the presentation of this exercise, the 

researcher explained that the categories were based on the Ministry's definition of day 

services. The point was made a nurnber of times by participants that there was a lot of 

overlap between the two prograrns and that people "should not be boxed into just one or 

the other - there needs to be some flexibility to move between the two". Many 

participants did not have a clear understanding of the self help skills program (ofien in 

the field "self help skills" refers to areas of personal care). 

4.1.2 Supported Work 

The groups strongly indicated that it was not the most important thing to have a paid job; 

rather, it was important that people should be engaged in doing something meaningful. 

The word "rneaningful" was discussed fiequently and was seen to be a very strong 

philosophical view of most participants. The task of organizing, planning and securing 

job opportunities for people with developmental disabiiities was seen as very difficult. 

The key to success in finding good matches for people was attributed to a high level of 

staff creativity, innovation and persistence. 



Figure 9 identifies the common supported work themes. The list is not ranked in order of 

importance. The researcher hesitated in condensing the list any fbrther for fear of losing 

participants' intended rneanings. 

Figure 9: Benefits of Supported Work Programs 

SUPPORTED WORK 

hcreased relationships/~~~iaV~~mmunication 
Increased sel f-esteem 

Increased fi nancial independence 
Increased jobs 

hcreased volunteer work 
Increased acceptance by community 

increased sense of purpose/contribution to society 
Increased choices of work or volunteer jobs 

hcreased awareness of job options 

4.1.3 Positive Experiences 

One of the key objectives for the research in general was to pay close attention to what 

was important to people. For this exercise, participants were asked simply to talk about 

the most positive experience they have had related to day seNices. This relates to the 

question, "What were the factors that made a positive diflerence in a person's life?" This 

data was combined with d l  data in general to make the inférence that the following 

themes are important: 

Patience, understanding and respect of differences 

Skilted staff who are effective teachers 

A client focus - a focus on individual needs, not the agency's 

Accountability 

Professionalism: open communication, confiict resolution, open to change, 

working together, no blaming 

Range of options and choices 



Creativity, innovation, flexibiiity in meeting peoples needs, wishes, strengths 

Acceptance in the community 

There were many positive experiences that centered on king accepted in the community. 

Education is seen as a very important goal in order for increased acceptance to occur. 

One participant described an informai education opportunity : 

"One of the best expenences was opeuing a coffee house &op in and having 

musicians who hadn7t been in the field play at the coffee house and see them 

change fiom the 'feu of the unknown' to feeling more than cornfortable" 

4.1.4 Outcornes-based Approach 

In the very early stages of the project, the researcher heard this comment fiom a person in 

a supervisory position: "Just ignore this outcornes stuff - it will go away". This comment 

became a catalyst for exploration into the likelihood of stakeholder "buy-in". It also 

provided the researcher with more of a realistic sense of the many differences in opinion 

that were likely to occur. Ail stakeholder groups (except the group of people who use day 

services) were told about this statement, and then were asked, "What do you think. Will it 

go away? What would you say about this comment? Some very Iively discussion 

occurred and as anticipated, there was a range of responses. The statement and questions 

were not asked in the focus group for people who use &y services due to the degree of 

compiexity of the topic. 

There was strong agreement that the outcomes-based approach was a good thing. People 

were supportive of the intent to improve senices for people with developmental 

disabilities and for people to be held accountable. Many people were skeptical, though, of 

a) whether or not the Ministry will follow through on the initiative, and b) the Ministry's 

intent to focus on the person versus a financial focus. This skepticism was more 

pronounced for the people who had been in the field for a long time (either in govemment 

or with agencies), as seen by the following comment: 



"We've been down this road before, and we put al1 this energy into a new thing 

and then a new govenunent came in and 'pf, it went away." 

Another concem was related to monitoring the process, of actually checkiog to see if the 

process really benefits the individual. n i e  following comment dernonstrates a concem 

about monitoring and goal shifting (as described in Chapter Two): 

"Who's going to evaluate the meaning of goals that have k e n  accomplished? 

Sure the goal was met, but was it valuable for the person? 1 don? see where in this 

goal-oriented ptocess m m  is k ing  made to mate that mechanimi". 

The general view is summarized by the following stakeholder comment (as well as 

conceptually in Figure 10) and alludes to the issue of shared responsibility: 

There's a real àrive for accountability, respoasibi lity, integrity, and that 's one way 

this hurnan indust~~  has a way of saying, 'this is how we're spending you. tax 

dollars'. These people are of value, and without this people think people belong in 

institutions and don't belong in society - al1 of that old stuff could start to 

resurface. Without us our clients don't really have a voice and this is one way to 

give it to them. Government has to have something to say about how the money is 

spent. No, it won't go away, it's probably a good thing. 

Figure 10: Conceptual Opinion View of Outcornes hplementation 

Not a good thing 

good thing 

A A 
Perception 
that Likdy to Here to stay 
govemment go away 
will not 
follow 
thrwgh 



4.i.5 Vision of the Future 

One of the goals of the project was to develop a unifjmg vision amongst stakeholders via 

the identification of wmmon ground related to people's vision of the fùture. A vision is 

described as "an ideal and unique image of the future'' (Kouzes & Posner, 1995, p.95). 

Visions are about possibilities, not probabilities; they're about ideals of the desired future 

and "as such, they're about optiwisrn and hope" (p. 97). To facilitate a fiiture oriented 

discussion, participants were asked this: "Imagine it's three years €rom now. You see a 

feature article in the Bumaby newspaper about &y services. What do you wish it would 

say?" 

Increased comniunity integration was a ver-  strong and consistent theme across the 

stakeholder groups. During one of the focus groups, people were describing what they 

saw - increased integration and great involvement in the community, a headline saying, 

"300 clients integrated into the community successfÙlly" and so on. One person was 

noticeably quiet, and did not respond. He then said, 

"1 don7t' think it should say anything. What an ultimate goal for it not to be 

newsworthy that mentally handicapped people participate in the community." 

This vision of the fiiture, fiom the researcher's perspective, twk the discussion to a 

higher level, more toward hope and possibility than probability. Other themes were about 

people with developmental disabilities having more choices, more options within 

community-based settings, having friends - 'Veal tnends, unpaid people in their lives" 

and jobs. In direct response to discussion around integration, people commented about 

the rights of people with developmental disabilities to make their own choices about 

where they go and who they socialize with, and that total integration may not be the 

choice. One participant's comment was this: 



"I see a range of choices for people. If they want to go to a center-based place with their 

mentally handicapped peers, then they have that choice, and we don? say 'you don't 

want to belong to that group'. We say, 'that's okay if you want to be part of your own 

group" 

It should be noted that the responses in this vision section did not represent the entire 

agency stakeholder group, since half the participants had to leave at the scheduled time 

and the topic had not been covered. The remaining six people volunteered to stay longer 

and complete the visioning exercise. 

It should also be noted that some people moved away from stating positive views of the 

future to voicing concems. The social worker stakeholder group was particularly 

concerned about the future in relation to the availability of programs for people just 

leaving the school system. The following comments convey this concem: 

"You have 17 or 18 kids coming out of school and we have no ability to guarantee 

a spot in a program - part of our role and responsibility is to do transitional 

planning - and we can't be guarantee any funds, what do you do? " 

'Tm absolutely sick about what7s going to happen to a few of the people when 

they leave school, some will be fine at home, but those few, I'm just sick." 

The issue was acknowledged to be important, but not directly within the scope of the 

project, and was placed under the category of "other issues" later in the chapter. 

During the focus group with people who use &y services, the researcher asked 

participants to ta1 k about their hopes and drearns for the future, specifically during the 

times when they were not at home. n i e  responses fell into roughiy three categories: the 

first was a desire to get a paying job ta make more money, which would increase 

independence, which was the second category. The third area involved having friends and 

being with people. John [narne changed] shared his dream of the future: 



"1 want to help othea with cornputers. 1 want to be a resource to other people. 1 

wouldn't do it just for work I'd do it for leisure. 1 would find myself a betîer 

paying job, steady job, not once or twice a month. I'm talking one steady &y a 

week More of a schedule." 

The desire to rnake basic choices in life was also a very strong theme, which falls into the 

independence category. As Jane [name changed] said: 

"The coflee house is good, I like the people there, but 1 want to get a paying job. 

Live on my own and be independent. Then you can go out when you want, corne 

home when you want, do laundry and eat when you want." 

4.2 MIXED-FORMAT QUCSTIONNAIRESJINTERVIONS 

The researcher conducted on-site interviews with participants in iwo separate &y 

prograrns. The people inteniewed varied widely in their apparent ability to understand 

and answer the questions. Nine of the ten interviews were completed in their entirety; one 

person answered the first three questions, and at that point, the researcher felt that the 

respondent did not understand the process, so she ended the interview. The in t e~ews  

took approximately twenty minutes each to complete. The information obtained fiom the 

nine participants should in no way be given the sarne weight as in the indepth inte~ews. 

Gaining Rch, accurate opinions and ideas tiom people with developmental disabilities 

would require a different kind of format, which was beyond the scope of this project. 

During the interviews, some participants did not seem completely at ease at first, 

however, they declined to end the interview and within a few minutes seemed to relax. 

The researcher was aware of the impact that a complete stranger can have in the 

interview process and therefore tried to be as informal as possible. A staff member at one 

point explained that it was the first interview experience for some of the participants. 

Participants descnbed doing a wide range of activities as part of their &y programs. The 

researcher was first interested in finding out what activities seemed to be the most 



important to people, or wbat they liked the most. There were four main themes in this 

category: social interaction, work experience, volunteering and educational activities 

(including cornputer use). Of the four themes, the social interaction seemed to be by far 

the most important. Seven out of nine respondents indicated that they did go into the 

comunity for some activities. Al1 garticipants answered, "yes" when asked if they like 

their &y program. Eight out of nine people said that they would rather go to their &y 

program rather than staying at home. Reasons given for this were related to the social 

opportunities available through the day program, the opportunity to make money through 

incentives, and the ability to help others (volunteering). Wben asked about things they 

didn't like or would like to change, the responses fell into two categones, either no 

change or a desire to increase activities (jobs, volunteering, recreation). As one person 

said, "I'm bored sometimes. 1 wish 1 had more contracts to do." 

Another area of discussion centered on what people were learning in their &y programs. 

Figure 1 1 summarizes the responses given. This area may be roughly considered as 

potential outcornes information; however, they were not confirmed by program staff as 

specific objectives. 

Figure 11 : Self-reportecl day program objectives 

What are you learning in youi day program? 

Social skills - community exposure 
Social skills - relationships with pers and staff 

Self care/personal Gare 
House hold management skills 

Volunteering 
Work experience 
Cornputer ski1 1s 

Comrnunity rnobility skills 
Healthifi tness and safety skills 



4.3 INTERVIEWS 

Six indepth, face-to-face interviews were conducted over a four-month period, 

intenpened between the focus group sessions. The first two participants were selected 

early on in the preliminary stages, as they were duecdy involved in the study as Ministry 

managers. The four remaining interviews were set up as a result of gaining more insight 

into the topic area as the project progressed- Two of these people were originally asked to 

participate in the parent and agency focus group sessions, but due to scheduling 

challenges and their particdar individual expertise and experience, in-depth i n t e~ews  

were chosen instead. The researcher felt confident that the people selected would cover a 

broad range of stakeholder views. 

4.3.1 Self Help Skills Prognm 

There was strong agreement arnong the people interviewed regarding the ho ped-for 

benefits of self help skills programs. The summarized list is found below in Figure 12. 

Figure 12: Benefits of Self Help Skills Programs 

SELF HELP SKlLtS 

Increased independence 
lncreased social relationships 

Increased self-esteem 
ingful participation in the community 

Safety and health 
Respite for parents 

Three people objecte4 however, to the name "self help skills program". The objection 

reflected a specific philosophy of people's lives king looked at holistically, and that 



people with developmental disabilities shouidn't have programs at dl .  One participant 

explains this philosophy M e r :  

"Programs are more the creatures of institutional thinking than community 

thinking. They're also an easy way to congregate people so that you can go very 

cheaply. The people who believe the focus should be on an individual and getting 

him or her integrated UIto the community would say the last thing you should do 

is put them in a program. What you should do is design a set of services around 

the individual. The language is imporiaat here, the distinction between programs 

and services." 

Another strong theme was the complete support of individualized planning and the value 

in developing services that meet the needs of the person. It was also mentioned that 

expectations are still increasing for planning, goal setting and developing outcornes while 

at the same time resources and overall funding seems to be decreasing. There was 

agreement that large groups are cheaper, but within those groups it's very difficult to plan 

for, and support individual needs and goals. This concem was reflected throughout the 

interviews. 

One specific benefit that was mentioned by ody one person was that the self help 

program can give parents a break from caring for their adult child who lives at home. 

Although the program is not mandated to provide respite to parents, it is ofien an added 

benefit. 

4.3.2 Supported Work Program 

The summary of supported work benefits is found in Figure 13. 



Figure 13: Benefits of Supported Work Programs 

SUPPORTE0 WORK 

Increased financial independence 
Increased participation in the community 

Increased work-related skills 
uicreased self-esteem 

4.3.3 Positive Aspects of Oay Services 

Participants were asked, "What do you feel positive about in relation to day services?" 

People talked about the closing of Woodlands and the move of people into cornrnunities, 

and then the shutting down of large center-based programs (achievement centers). People 

feel positive about the focus on increasing skills and the overail increase in expectations. 

There are better-trained staff that can make a difference in supporthg people to increase 

their skills. The design of contracts is becoming more flexible so that people are not 

locked into only one kind of program. People have more choices in the kind of activities 

îhey do. 

One parent, whose son is a young adult living at home, felt positive about the flexibility 

of the day service so that both parents could continue to work: 

"There's a lot to feel positive about. What we anticipated for him, and what we 

received, is probably exactly what we wanted.. . .I guess what we like about it is 

the fact that it's within the Mework  and the time of day that we would like and 

there's a certain amount of flexibility that cornes with that." 

Another penon felt positive about the increase in jobs for people. 

"My sense is that there is an increasing shifi toward getting people comected to 

'real jobs', even if it's on a non-paid basis. There has been way more success in 



doing that kind of thing from the comunity based services than anyone could 

have conceived of in institutionai services. I'm not saying we have any reason to 

be relaxed about this - it's very hard work, it's probably the hardest work you'll 

ever do" 

4.3.4 Amas of Concem 

When askeci, "Mat  isn't working too well witb &y services/programs?", the very 

consistent response was related to a lack of meaningfiil activities. This was due to high 

levels of wngregation and lack of staff training. Large group models make it dinicult to 

plan for activities that are meaninghil for each individual - the staff to participant ratio is 

too high in many cases, and there is a lack of fimding to address this. There is a concern 

over the decrease in h d i n g  for staff' training, as this may e rde  the qudity of support. 

Training was considered very important. This is refleçted in the following quote: 

"Training is very important but undervalued in terms of what we're funded to do. 

Aimost al1 training money has been eliminated from budgets.. . A's incredible - 

where does anybody think they're going if they're not going to train? It's 

nonsense, i t 's silly economy." 

Ln direct contrat to the comment about increased jobs in the section above, an opposing 

view was voiced: 

"Employment has not been very successful so far.. . .There are many issues: time 

to look at supervisors and goals; lack of acceptance in the comrnunity and by 

businesses; Employment Standards require that the same standards apply and this 

has thrown people for a bop; union issues; and lack of fùnding." 

Another comment about day senices was related to how the sector hasn't capitalized on 

the information and prior work done in this service delivery area, specifically the 

Common Themes and Future Directions community consultation report. It was 

recommended as a resource for outcornes discussion. 



4.3.5 Standard. for Day Services 

The data from a11 sources (focus groups, interviews) indicated that primarily agency and 

Ministry staff are aware of the day program standards that were developed. The 

professional support stakeholder group and one parent indicated that they had not heard 

about the standards. This topic area was not introduced in the focus groups or interviews 

with people who use &y services. Wbat has happened in terms of operationaiizing the 

standards is described by a Ministry manager 

"It's a bit of a hit and miss with the standards. Restmcturing basicaily took over. 

SeMce providers have them, but there is not pressure to implement them. The 

Provincial Monitoring Group has the role of identifjmg areas where agencies 

have not met a certain standard, or where they have, so standards of service are 

looked at". 

While there is agreement that the standards are a good thing, there is a concern related to 

the lack of resources needed to support their implementation. With no expectation that 

funding for this area will materialize, it is not clear what will happen with the standards 

in the future. This was one person's perspective: 

"Worst scenario? We will have to lower our standards. For example, eight spaces 

go to twelve." 

For the above solution to be prevented, a number of people suggested that the community 

has to take more action and effect change via pressure on the politicians. A common fear 

is that larger groups will be the way to serve people to save money. As one person said, 

"we're stuck - it's a tough situation". 

One penon mentioned that the contract refom process of accreditation will play a 

si gni ficant role is addressing standards of service delivery within agencies. 



" One of the reasons we've gone to these two accrediting bodies [CARF and 

COA] is they will do the work to ensure standards are king met in the agencies. 

They're set by their peers, and I tfiink that's better than having your govemment 

impose them. The CARF standards are very close to the standards that were 

developed anyway." 

4.3.6 Outcornes-based approach 

Participants shared their views and ideas related to the process of moving to an outcornes- 

based approach to contracting. The researcher was padcdarly interested in what people 

identified as keys to collaboration and tools for change. The ideas have been surnrnmized 

in Figure 14. 

Figure 14: Process Recommendations for Outcornes Approach 

PROCESS RECOMMENDATIONS 

Have clarity around objectives 
Focus on building positive reiationships 

Build trust 
Collaborate - stakeholders as real partners 

Understand the big picture 
Share information continuously 

Share decision making 
Include al1 constituents inside and outside of organization 

Provide training 
Create a shared vision 

Negotiate the service holding both MCF & agencies responsible 
Open communication 

Time - change is incremental 
Focus on people's needs - client-focused 

The actual process of developing an outcornes-based approach was seen as very 

important. It was aclcnowledged that while outcome statements could be created quickly 



by a few knowledgeable people in a short time, the value in working together to create 

really meaningful outcomes would be lost. 

"You don't want to loose the process. If you loose the discussion, you've Iost half 

of what you're trying to achieve through outcomes." 

In looking at the benefits of an outcomes-based approach, people were in close agreement 

about the focus on accountability, the focus on improving seMces for clients and the 

value in having clearer expectations to guide effort. The cycle of planning, measmement 

and feedback was seen as essential for improving services over time. Another benefit was 

increased collaboration and involvement of people within and outside organizations. 

People also shared their concerns about moving to an outcomes-based approach. One of 

the sbongest concerns was that people wodd develop general outcomes that look good 

on paper, but have no real benefit to the individual. Lack of funding to support this new 

process was also a concem. 

"There's a clash between pushing to develop positive outcomes and the lack of 

dollars. We could end up badly stalled, no longer have the old system, but not yet 

to the new reality. It would leave everybody off kilter, in limbo and drifiing. I see 

that this could easily happen, and that womes me." 

The quote above also relates to a concem of lack of follow through by the Ministry; the 

fear is that if the process stalled, it could erode progress already made and m e r  affect 

people's morale. Other concems were that proper training would not be available, that 

information gathered would not be used to support decision rnaking at every level of the 

organization, and that adequate time would not be given to the whole process. Further 

concems were related to the idea that expectations would not be realistic. 

"Service expectations need to be realistic. For the most part right now they're not. 

It's mostly down to the dollar. If they 're going to continue the same service 



models, and apply these outcomes to those, it isn't going to work. You've got to 

change the service models.. . .four people looking after forty people?" 

As in the focus group sessions, the following question was asked to gain a seme of how 

people perceived the staying power of the outcomes approach: "1 heard someone say, 

'Just ignore this outcornes shrff- it will go away'. What do you think? What would you 

tell th is  person?" Six of the seven people intewiewed said that outcomes were here to 

stay in the big picture. The following statements reflect this view: 

"They're wrong, it won't go away. Accountability for money is going to increase. 

It's increasing in every other area of society.. . . We need to justie what we're 

doing." 

"We need to demonstrate that we're achieving results and making a difference 

and to be able to compete for scarce dollars". 

''1 would say no, 1 don? think it's going away. Ifs a thing of the future. It's a 

thing we need." 

The seventh person thought the outcomes approach to contracting might disappear, based 

on his experience of initiatives coming and going. He said that it would depend on the 

degree of cornmitment and buy in that was achieved: 

"You have to inspire a cornmitment that it has a good purpose and that it will have 

results. There are a lot of Doubting Thornases out there who have been in the 

system for a long tirne and have seen things corne and go." 

A final theme related to outcomes is the use of tenninology. People requested that more 

easily understood terrns be used in the process, e.g. use "results" rather than "outcomes". 



4.3.7 Vision 

People had some common views of the fuhne of &y services. The fim was related to 

greater acceptance of people in the community, which resulted in an increase in 

meaninghil community participation (jobs, volunteering, recreational activities). The 

emphasis was on less need for specialized &y progruns as the regdar comrnunity 

programs supported people with disabilities, and those without. The second area was 

related to having a range, or continuum of options that gave people expanded choices. 

One person specifically stated that this progress would be made through piitoerships with 

communities and businesses. Another person spoke from a personal perspective in Eanng 

for his son at home in the fiiture - his hope was to have "a little bit of respite and that it's 

flexible". 

4.3.8 Persona! Service Plans 

Personal Service Plans (PSPs) are required as part of the Minisûy's policy on Senices 

for Adults with Mental Handicaps (Mimstq of Social Services, 1992, pari 2.2.1, p. 1). 

Socid workers are responsible for conducting the PSP process for each person on their 

caseloads. The PSP process consists of five stages of intake, assessment, development, 

implementation and review, and is intended to be a collaborative effort. It involves the 

individuals, their farnily/advocate, service providers, Ministry staff and other 

professionals "in designing a comprehensive plan to address the individual's cunent and 

future needs" (part 2.2.1, p. 1). Ministry policy requues a review of PSPs annually (part 

2.2.1, p. 8). In looking at the systems in place that are related to implementing an 

outcornes-based approach, the researcher identified the PSP as a potentially signifiant 

tool to be used in developing outcome goals for individuals. This idea was explored 

during the interviews. 

Al1 people interviewed were familiar with the planning process, however, the parent 

interviewed was not familiar with the specific PSP tem. Everyone agreed that the PSP 



could play a role in the development of outcomes. The following statement by one 

respondent sums up how important they could be: 

'niey are so directly reiated to the outcomes based approach, you can't talk about 

them in isolation. It al1 does filter down and corne back to the individual you're 

serving. It's the process that coordinates al1 of the activities for a persoh through 

both formai and informai supports." 

It was noted that PSPs wuld be wrïtten in person-ïeferenced outcome statements. Two 

people felt that not everyone understood how to use PSPs, and that there was a wide 

range of how and when they were use& as one respondent noted: 

"Right now we do look at if people's activities coincide with PSPs, and what we 

find in some instances is it does match up, in othen staff aren't even aware that 

there's a PSP in place. There's a wide range ... 1 recall that it really differs 

depending on the social worker." 

DurÏng the focus groups, the PSP process was discussed briefly. Al1 stakeholders agreed 

that the process was very important. 

4.4 OTHER ISSUES 

A final area to comment on was discussed throughout the focus groups and interviews, 

and concerns the terms used to describe "people with disabilities who use àay services". 

Some people objected to certain tenns, so the researcher informally sweyed people 

about this issue. The preferred terms were: "individuals", "workers", "contributors", and 

"customerso' (this alludes to a person having nghts). The most preferred terni, however, 

was "participants". 

During the course of the focus groups and in te~ews,  issues were brought up that did not 

directly fit into the scope of the project. These issues are listed below. 



1. There is strong concem about the lack of funding for people with 

developmental disabilities leaving the SC ho01 system and entering the adul t 

world with very limited seMces available. Transition planning is 

extremely limited due to this funding issue. 

2. Individualizeâ hding that ailowed for flexibility and choice was 

extremely important to parents. 

2. Funding cuts are the nurnber one concen and showed up as a consistent 

theme during the study. How can person-centered, quality seMces be 

offered when the level of fiuiding is decreasing, and the level of need is 

increasing? 

4.4 SUMMARY 

Day services for adults with developmental disabilities were presented to participants for 

discussion in two separate programs: self help skills and support work. The hoped-for 

benefits of each program were discussed with al1 stakeholder groups except for the group 

involving people who use &y services. For this goup, the information sought was more 

concrete (e-g. activities they do in their day programs, and what they are leaniing in their 

day programs). The results fiom al1 of the data collection methods were analyzed for 

consistent themes and areas where differences occurred. The goal for identifjnng 

common goals, activities and hoped-for benefits was to then translate them into 

directional outcome statements as a piece of the outcornes framework king developed 

via this research project. These are presented below in Figure 15. Note that the intent was 

to find out where people agreed (or disagreed), rather than to provide a list of "must use" 

outcome statements. In the supported work column in Figure 15, it could be possible to 

condense similar items M e r .  The researcher chose aot to do this as some parhcipants 

felt strongly about particular wording. For example, a distinction was made between 



increased choices and awareness of options. There were no strong disagreements to 

report across groups. 

Figure 15: Common Outcome Themes for Day Services 

- .  . - -- 

SELF HELP SKIUS 

Increased independence & autonomy 
hcreased social relationships 

Increased self-esteem 
Meaningful participation in the community 

Increased safety 
increased health & fitness 

Decreased behavior that inhibits above 

Increased financial independence 
Increased social relationships 

Increased sel f-esteem 
Increased work-related skills 

Increased jobs 
Increased volunteer work 

Increased acceptance by community 
Increased sense of purpose/contribution to 

society 
hcreased choices of work or volunteer jobs 

Increased awareness of job options 

There was cornmon agreement that using an outcomes approach is positive if the fwus is 

on the individual. Key process recornmendztions developed as a result of the i n t e ~ e w  

data is surnmarized in Figure 14, and also reflects accmtely elements that were 

important to focus group participants. ûverall, it is very important to people to be 

included in the process and that a high degree of professionalism is saived for. 

A major concern is that the required funding will not be available to have individualized, 

quality prograrns and services for people. With Iimited fun&, the fear is that a shift 

backward toward large, institutional-like groups will occur. People want to provide 

effective seMces and to be accountable for what they are doing, but the expectations 

need to be realistic and reflect the amount of lùnding available. The day program 

standards are familiar to people but the majonty of agencies are not using them forrnally. 

Planning is very important, and people wouid like to make sure it happens regularly. The 

PSP is seen as an important tool in developing outcomes for people. 
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A collective vision of the future of &y seMces would include the following elements: 

Real community integration where people with disabilities are accepted 

The activities that people are engaged in have meaning 

People have personal and social networks 

There is a range of options for work, volunteering and recreation 

People are contributing to their communities and feel valued because of it 

People are working together to find innovaive, creative and flexible options 



CHAPTER F NE: CONCLUSIONS AND RECOMMENDATIONS 

5.1 CONCLUSION 

The title of the project refea to "building an outcomes framework. The reader may 

wonder what exactiy that framework consists of. From the researcher's perspective the 

intention was to explore the many parts of the whole in relation to implementing an 

outcornes-based approach to contracting in order to help the community living sector in 

Burnaby to strategically respond to a large and complex initiative. This approach was 

based on the belief that if you spend time planning and building a solid foundation the 

next steps will be much easier to accomplish. The foundational pieces were identified 

very early on in the project formation stage, and were translated into the following 

objectives listed below. A brief description of what actually evolved through the process 

of community-based action research is described under each section. 

Objective One: To develop a unifying vision amongst stakebolders 

ïhis is what participants hoped for in their shared vision of the future: 

Real community integration where people with disabilities are accepted 

The activities that people are engaged in have meaning 

People have persona1 and social networks 

There is a range of options for work, volunteering and recreation 

People are contributing to their communities and feel valued because of it 

The researcher has k e n  able to say, "Here's what 1 heard you say about your visions of 

the future". 

Objective Two: To identify the commoa objectives of Adult Day Services 

The following are the Ministry's program objectives. They are congruent with how 

stakeholden view the objectives, as seen in the swnmarized list of outcomes in Figure 16. 



Self-help skilis pmgrams: to provide training in personal care, social integration, and 

job readiness; individuals may receive one-to-one or group assistance and are encouraged 

to progress toward more challenging activities as they are able. 

Supportal work program: to provide a combination of work experience, training and 

support to help individuals find and maintain work experience placements and 

employment. 

Objective Tbree: to develop an initial set of outcomes and measurement criteria for 

Adult Day Services 

Figure 16 summarizes the list of outcomes developed by participants. 

Figure 16: Common Outcome Themes for Day Services 

lncreased independence & autonomy 
Increased social relationships 

Increased self-esteem 
Meaningful participation in the community 

Increased safety 
Increased health & fitness 

Decreased behavior that inhibits above 

SELF HELP SKILLS 

Lncreased financial independence 
lncreased social relationships 

increased self-esteem 
Increased work-related skills 

Increased jobs 
Increased volunteer work 

Increased acceptance by community 
Increased sense of purpose/contribution to 

society 
Increased choices of work or volunteer jobs 

lncreased awareness of job options 

SUPPORTE0 WORK 

The deveiopment of initiai outcome statements was achieved in the study; however no 

measurement criteria were developed. Through the process of doing the research, the 

researcher becarne aware that this piece could not be accomplished within the tirneframe 

and scope of the project The process was much more ciifficuit than anticipated As the 

literahire on outcomes in Chapter Two indicates, it is necessary to have a core set of 

skills and a clear understanding of al1 aspects of the process to develop indicators and 



rneasurement criteria. For many stakeholders, participation at this level would not have 

been possible. 

Process is very important in increasing the likelihood that change initiatives are 

successful. The following list in Figure 17 summarizes the process recommendations 

made by the stakeholders. 

Figure 17: Process Recornrnendations for Outcornes Approach 

PROCESS RECOMMENDATIONS 

Have chri ty around objectives 
Focus on building positive relationships 

Build trust 
Collaborate - stakeholders as real partners 

Understand the big picture 
Share informaion continuously 

Share decision making 
Include al1 constituents inside and outside of organization 

Provide training 
Create a shared vision 

Negotiate the service holding both MCF & agencies responsible 
Open communication 

Time - change is incremental 
Focus on people's needs - client-focused 

Objective Four: To identify additional issues that cannot be addressed witbin the 

scope of the pilot project 

The key issues and concerns are listed below. 

Funding limitations venus expectations for senice quality and 

individualization: 1s there the threat of community living principles 

being eroded due to lack of funding* creating a push bacbard to large 

group models or c'institutioaal'* settings for services? 



+ There is very strong overail agreement that moving to an outcomes- 

baseû appmach is a gwd thing for people with disabilities rfthe fwus is 

cl ient-centered 

People want to develop outcomes in contracts jointly with MUiistry 

staff. It was mentioned many times was that there has been no "sittuig 

down at the table together to really discuss service". 

There was a strong theme of stakeholders wanting to get information on 

outcomes and the bigger picture of Contract Reform. The emphasis was 

on getting the information continuously, and not king Ieft out of the 

iwp. 

+ Many stakeholders were concemed that outcome statements would be 

developed to meet the conaaaing requirements but would have no real 

benefit to the individual. Who would monitor this part? 

5.2 RECOMMENDATIONS 

1 . S hare information with project participants. [The researcher has scheduled a 

presentation session to share a project sumrnary with stakeholders. Some 

participants will be mailed a surnmary.] 

2. Ministry managers shodd share results with other regions (this is an objective 

of the project) 

3. Share information about the details of the accountability aspect of the new 

contract format- This accurate information should address some of the fears 

people have about not meeting outcomes statements. 



4. Develop an Information~Resource Package 

5. Propose that a Burnaby-based working group be formed to lead the process of 

fûrther outcornes development. This c m  perhaps be bWlt on the current 

structure that aIready exists (The Bumaby Interagenc y Working Group) 
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(NAME OF PROGRAM OR SERVICE) hiiPistry Contract No. 00000 

SAMPLE COMPONENT SERVICES SCHEDULE NO. 01 



INTERVIEW QUESTIONS 
Developing an Outcornes Framework 

For Adult Day Rograrns 

Could you please describe your role within your organization, including your 
connection to Day Programs? 

What do you feel positive about in relation to Day Program services in Burnaby? 

in general, what are the hoped-for benefits to people enrolled in Self-Help Skills 
Programs? 

in general, what are the hoped-for benefits to people enrolled in Supported Work 
Programs? 

What isn't working t w  well with Day Programs? 

Are you aware of the Day Program Standards that were developed as part of the 
Refocus Project? What is your understanding of the purpose of these standards? 

[If yes] What bas happened to these standards in terms of operationalizing them? 

What do you feel are the most important aspects of the contracting process? 

Could you describe your understanding of an outcomes, or results-based 
approac h? 

What concem do you have about changing to an outcomes based approach to 
contract management? 

What are the benefits to implementing an outcornes-based approach? 

What role do you see for Personal SeMce Plans in an outcornes-based approach? 

1s there anything that you think would help equip you to move to an outcomes 
fwus in contract management? 

What factors do you think will contribute to this k i n g  a collaborative process 
amongst stakeholders? 

What is your vision of the hiture in relation to adult &y programs? 

1 have heard some people say this about the outcomes-based movement: "Just 
ignore it, and it will go away." What would you tell these people? 

1s there anything I've missed that you think would be important to talk about? 



MIXED INTERVIEW/QLTESTIONNAlRE 
For Day services Putidprab 

BURNABY ADLET DAY SERVICES 
OUTCOMES PLOT PROfECT 

Quedomaire admhistefed by researcher: Barb MacLem 
Explanation of purpose of questionnaire: yes no 

Date: 
Consent: yes no 

1. What kind o f  day progam(s) do you attend? 

2. What do you do at your day program? 
, a * 

Social - community exposure 1 P Voiunteer (lwdinp, to employment) 

3. Mere do you go for your day program? 
Community Work Site Workshop(Agency site) 0uier 

O Social - dationships with others - 

O Social - relaîionships with peers 
13 SeLf care 
O Household management 
O Volunteer (not leading to employmeat) 

4. Do you Iike your day program(s)? 
YES: I f  yes, what do you like about it? 
NO: I f  no, what don't you like about it? 

a Work Experience 
- - 

P Employment 
0 Job readiness 
O Vocational /job training 
O Other 

5 .  Is there anythuig you would iike to change about your day program? 

6. What are you leaniinp, in your day propm(s)? 

employment) I 

O Social - commuaity exposure 
O Social - relationsbips with others 

, O Social - relationships with peers 
O Self care 
0 Household management 
O Volunteer (not leading to paid 

- - - - - 

7. Wouid you rather go ta your day program, or stay at home? Why? 

0 Voiunteer @eading to employment) 
P Work Experi ence 
O Work 
P Job readiness 
O Vocational skills 
O Other 

8. What is important to you about how people treat you? 

9- If you didn't work with stafjCS what would happen - how wodd you help yourself! 

10. I f  you could do anythmg d u ~ g  the day, what would you do? 



ROYAL ROADS UNlVERSlTY PARTICIPANT CONSENT FORM 

Research Project Tide: Developing an Outcornes Framework for Comrnunity 
Living Training and Support SeMces 

Researc her: Barb MacLean 

1 ask you to read this page carefully and sign it if you give your consent to participate in 
the research, which will follow the methods described below. You will be asked to 
participate in any one or al1 of the following processes: 

Personal interview 
Member of a focus group 

Persona1 i n t e~ews  will be approxirnately 90 minutes in duration. 
Focus groups will be approximately 2 hours in duration. 
Depending on your availability, you may be invited to continue in the study with one 
or more focus groups. The interview and group processes will be recorded and 
written notes will be taken. Al1 auâiotapes will be transcribed. 
You will have the right to tum off the tape recorder at any time during the process, or 
to request that the tape not be transcribed. 
Your participation is entirely anonymous. The researcher is the only person who will 
know of your participation. You will not be identified by narne throughout the 
research notes. 
Al1 data will be secured and inaccessible to the public. 
You will be given a copy of the tranxript to review and veri@ (upon request for 
focus groups). Following your approval of the transcript the tape will be erased. 
Following the completion of the study, al1 notes and tapes will be destroyed 
There will be no monetary compensation to you for participating in this study. 
However, a summary of the study results will be made available to you at the 
conclusion of the project. 
Yow participation in this study is voluntary and you may withdraw at anytime. 

Y our signature indicates that you have understood to your satisfaction the information 
regarding participation in the research project and agree to participate. You should feel 
fiee to ask for clarification or new information throughout your participation in this 
study . 

Participant Date 

Researcher Date 




