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CARF Standard 1.L.3. The organization implements a performance measurement and
management plan that:

a. Addresses:
(1) Collection of relevant data on the characteristics of the persons served.

(2) For each program/service seeking accreditation, identification of measures for service delivery objectives,
including, at a minimum:

(a) Results achieved for the persons served (effectiveness).
(b) Experience of services received and other feedback from the persons served.
(c) Experience of services and other feedback from other stakeholders.
(d) Resources used to achieve results for the persons served (efficiency).
(e) Service access.
(3) The collection of data about the persons served at:
(@) The beginning of services.
(b) Appropriate intervals during services.
(c) The end of services.
(d) Point(s) in time following services.

(4) Identification of priority measures determined by the organization for business function objectives.

(5) The extent to which the data collected measure what they are intended to measure (validity).
(6) The process for obtaining data:

(@) In a consistent manner (reliability).
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(b) That will be complete.
(c) That will be accurate.
(7) Extenuating and influencing factors that may impact results.
(8) Timeframes for the:
(@) Analysis of data.
(b) Communication of results.
(9) How:
(a) Data are collected.
(b) Data are analyzed.
(c) Performance improvement plans are developed.
(d) Performance improvement plans are implemented.
(e) Performance information is communicated.
b. Is reviewed at least annually for relevance.

C. Is updated as needed.

Introduction
The IWA values ongoing performance measurement, management, and improvement. This plan aims to consider
Companions, Coworkers, and all stakeholders when identifying and addressing areas of performance improvement.

How is input collected?
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The IWA asks Companions, Coworkers, and stakeholders for their feedback on programs, including strengths and
areas of growth. This feedback helps identify gaps in success and opportunities for improvement. Feedback is
collected via one-on-one conversations, online feedback surveys, in-person feedback surveys, meeting minutes, exit
interviews, budgets, payroll reports, etc.

How is performance measurement and improvement information communicated?

The IWA publishes all Plans and Reports on www.glenorafarm.org. In 2026, the IWA will begin sharing key
performance targets and actual results at orientation and onboarding, our annual AGM and in our annual report. This
will ensure that all Companions, Coworkers, families, friends, and stakeholders have up to date information about
what the IWA is working towards, and how successful we are.

What technology is needed to support the plan?

IWA Coworkers will need access to Google Forms, Google Drive, Microsoft suite, a calculator, and documents held
on the internal server.

What are some of the characteristics of the people supported?

People supported at Glenora Farm have Intellectual/Developmental disabilities or Acquired Brain Injuries. Some
people supported have visual or hearing impairments. At the time of writing, the ages vary between 22 and 59. Due to
the programs offered, a majority of people supported at Glenora Farm tend to enjoy artistic activities, nature and
outdoor activities in a rural setting. Please see Appendix A - Characteristics and Demographics for a list of complete
information.

What are some potential extenuating/influencing factors, and what impact might they have?
Feedback surveys are conducted by the Quality Assurance Coordinator, a member of the administration team.
Attitudes towards this Coworker may influence Companion responses during in-person surveys. The IWA has a lack
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of private spaces for meetings to occur. Surveys take place in the music room, which has an office attached to it. At
times, other Coworkers are in their office during survey administration, which may influence Companion responses.

Some people supported at Glenora Farm tend to be “people pleasers’ which means they may give positive
responses because they think it is what they should do. To try and reduce this, the Quality Assurance Coordinator
tells Companions that there are no right or wrong answers. The Quality Assurance Coordinator remains neutral during
feedback collection meetings.

Performance measurement, management, and improvement efforts could be affected by changes in leadership,
Coworker capacity, reductions in budget, and additional regulations.

The ATF has reviewed the indicators and targets and how the targets will be implemented. One of the tools to gather
feedback is the annual ISP meeting. Annual ISP meetings fall on a specific date for Companions. Going forward, the
ISP will include setting goals relating to skill development or maintenance. It will take time to collect data until all
Companions have had the new ISP.
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PERFORMANCE MEASUREMENT AND MANAGEMENT

Community Integration
Element 1: Results achieved for the persons served (effectiveness) 1.L.4

Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
applied to for collection
collecting
data
Learning a % of people [ Companions | Quality Annual April/May 70% (based | 92.9%
new skill or | who feel in the day Assurance survey 2026 on the
maintaining | they learnt a | program Coordinator [ (Google current
an existing new skill or Forms) and Companion
skill as maintained ISP meeting demographi
determined | an existing (database) cs and the
in the skillin the declining
Companion' | day age and
sannual ISP | program in abilities)
meeting. the last year

Comparative analysis: No comparative analysis available as this is the first year this question has been asked.

Trends: No trend analysis available as this is the first year this question has been asked.
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Causes: Companions in the day program are consistently learning new skills or maintaining existing skills. The actual
percentage is much higher than the target percentage. In the future, it should be asked if one has learnt a new skill or
not. Having both options (learn a new skill or maintain an existing skill) is too broad and does not provide sufficient

data.

Element 2: Experience of services received and other feedback from the

persons served 1.L.5

Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
appliedto | for collection
collecting
data
Feelings of | % of people [Companions | Quality Annual April/May 90% of 57.1% are
happiness who feel in the day Assurance survey 2026 Companions | sometimes
when inthe | sometimes | program Coordinator | (Google express they [ happy in the
day happy when Forms) are day
program in the day sometimes | program
program happy while 42.9%
(the (based on are always
satisfaction 2025 happy in the
survey will satisfaction [ day
be rated on survey program.
the results)
following
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scale: 1 -
never

happy, 2 -
sometimes

happy, 3 -
always
happy)

Comparative analysis: Satisfaction levels remain consistent from year to year.

Trends: Satisfaction levels remain consistent. In 2024, 2025, and 2026, 100% of Companions surveyed were either
sometimes happy or always happy in the day program.

Causes: Glenora Farm works closely with Companions to understand their interests. Companion feedback is regularly
used to adjust program schedules to ensure Companions are satisfied in their program placements.

Element 3: Experience of services and other feedback from other

stakeholders 1.L.6
Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
appliedto | for collection

collecting
data
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Coworker
happiness

% of
Coworkers
who are
sometimes
happy with
their job in
the day
program
(the
satisfaction
survey will
be rated on
the
following
scale: 1 -
never

happy. 2 -
sometimes

happy. 3 -
always

happy)

Coworkers
in the day
program

Quality Annual

Assurance [ survey

Coordinator [ (Google
Forms)

April/May
2026

90% (based
on 2025
satisfaction
survey
results).

33.3% of
direct-supp
ort
Coworkers
are
sometimes
happy while
66.7% are
always
happy with
their job in
the day
program.

Comparative analysis: In 2025, 93% of Coworkers were satisfied or sometimes satisfied with their job in the day

program.

Trends: Coworker satisfaction in the day program has increased every year for the past 3 years.

Causes: Possible causes for increased Coworker satisfaction could include wage increases, flexible schedules,
change in direct supervision leadership staff, additional staff/volunteers, or fun projects and initiatives in the day

program.
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(efficiency) 1.L.7
Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicatoris | responsible for data
applied to for collection
collecting
data
Efficient The % of Direct-supp | Quality Operating April/May Glenora 66.7% (8 out
service months that | ort Assurance budget, 2026 (fiscal [Farm of 12
hours Glenora Coworkers Coordinator, | monthly year-end direct-supp [ months)
Farm wages | on payroll. Executive budget vs. reports) ort
stay within Director, and | actual Coworker
the Bookkeeper | reports wages are
operating (FileShare, within the
budget on QuickBooks) operating
an annual budget 80%
basis. of the time.

Comparative analysis: Based on the wages paid out in the 2026/2027 fiscal year to date, we expect the percentage
of months that Glenora Farm wages stay within the operating budget to be less than 66.7%.

Trends: So far in the 2026/2027 fiscal year, Glenora Farm's wages are trending upwards. In the month of May 2026,
wages were $10,000 over budget.
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Causes: There have been a significant number of wage increases over the last fiscal year to meet the financial needs
of Coworkers as the cost of living continues to rise. Coworker scheduling and efficient use of Coworkers hours are
areas of improvement for Glenora Farm. Glenora Farm is reviewing the scheduling needs for each residential and day
program location and will endeavour to improve this figure in the 2027 Performance Measurement, Management, and
Improvement Plan.

Element 5: Service access 1..8

Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
applied to for collection
collecting
data
All day The % of Companions | Quality Contracts April/May Of the 31 As of May
program spots that in the day Assurance with 20206. available 31st, 2026,
spots are are filled in | program Coordinator | Community spotsinthe |677% (21) of
filled the day Living British day the day
program. Columbia program, program
and private 80% (25) of | spots are
contracts the spots filled.
(FileShare) are filled.

Comparative analysis: In 2025, 91% of the day program spots were filled. Unfortunately, the records do not indicate
the number of spots that the percentage reflected.

Trends: Trends are not able to be reliably reported due to the lack of data in 2025. There may be a reduction in the %
of day program spots that are filled, but it is unclear as we only reported on a percentage and not a number.

Last reviewed: July 2026 IWA Performance Measurement, Management, and Improvement Plan



NN

The Ita Wegman Association

of British Columbia

Causes: Causes are not able to be reliably reported due to the lack of data in 2025.

PERFORMANCE MEASUREMENT AND MANAGEMENT

Community Housing
Element 1: Results achieved for the persons served (effectiveness) 1.L.4

Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
applied to for collection
collecting
data
Feeling of % of people | Companions | Quality Annual April/May 80% (based | 35.7% of
working who feel in the Assurance survey 2026 on residential
together they have residential Coordinator [ (Google Companion | Companions
participated | program Forms) demographi | said they
asateamin cs, 18 sometimes
household residential work
tasks Companions | together as
throughout minus 6 a house
the last year who don't team while
(the do surveys, [42.9% said
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satisfaction 80% of they always
survey will those 12) work

be rated on together.
the
following
scale: 1 -
never work
together, 2 -
sometimes
work
together, 3 -
always work
together)

Comparative analysis: No comparative analysis available as this is the first year this question has been asked.

Trends: Companions living in the Big House have the highest proportion of people who feel they always work in a
house team (4 out of 6 responded always, while 2 responded sometimes).

Causes: Only 1 Companion said they never work together as a house team. The high response rate may be due to the
built-in teamwork within the household routines. The house team works together to make meals, tidy up after meals,
clean the house on the weekends, etc.

Element 2: Experience of services received and other feedback from the
persons served 1.5
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Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
appliedto | for collection
collecting
data

Feelings of | The % of Companions | Quality Annual April/May 90% of 100% of the

happiness people who [inthe Assurance survey 2026 Companions | residential

whenin the | feel residential Coordinator | (Google express they [ Companions

residential sometimes | program Forms) are were

program happy when sometimes | sometimes
in the happy or always
residential (based on happy in the
program 2025 residential
(the satisfaction | program.
satisfaction survey 57.1% of
survey will results) residential
be rated on Companions
the are
following sometimes
scale: 1 - happy when
never in the
happy, 2 - residential
sometimes program
happy, 3 - while 28.6%
always are always
happy) happy. 14.3%

were
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day-progra
m only.

Comparative analysis: In 2024 and 2025, 100% of Companions were happy or sometimes happy when in their home.

Trends: Satisfaction rates in the residential program remain consistent.

Causes: Stable Coworker composition in 3 out of the 4 houses over the last 2 years could result in greater feelings of
happiness in the residential program.

Element 3: Experience of services and other feedback from other

stakeholders 1.L.6
Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
applied to for collection
collecting
data
Coworker % of Coworkers Quality Annual April/May 80% (based |100% of
satisfaction | Coworkers in the Assurance survey 2026 on Coworkers
who enjoy residential Coordinator [ (Google Coworker who work in
their job in program Forms) satisfaction | the
the in the residential
residential residential program are
program program sometimes
from the or always
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2025 plan) happy. 58.3%
of are
Coworkers sometimes
who are happy while
sometimes | 25% are
happy with | always

their job in happy. 16.7%
the of the
residential responses
program were not
(the applicable
satisfaction [ as they only
survey will [ workin the
be rated on | day

the program.
following

scale:1 -

never

happy. 2 -

sometimes

happy, 3 -

always

happy)

Comparative analysis: In 2025, 79% of Coworkers were satisfied with their employment in the residential program.

Trends: From 2024 to 2025, satisfaction in the residential program dropped 8.5%. From 2025 to 2026, satisfaction in
the residential program has jumped back up to 100%.
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Causes: Possible causes could include change in leadership Coworkers, change in direct-support Coworkers,
understanding and becoming comfortable with external regulations, weekends off for Coworkers with children in
school, and on-Farm accommodations.

Element 4: Resources used to achieve results for the persons served

(efficiency) 1.L.7
Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
appliedto | for collection
collecting
data
Full The % of House Quality House April/May 100% 75% of the
residential houses that | Managersin [ Assurance schedules 2026. houses had
Coworker have 2 the Coordinator | (Humanity) 2 full-time
roster full-time residential and House
House program Coworker Managers
Managers employmen for 100% of
for 100% of t contracts the previous
the calendar (FileShare) calendar
year year
(January 1,
2025-Dece
mber 31,
2025).
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Comparative analysis: In 2024, 50% of the houses (Big House and Farmhouse/Deerholme) had 2 full-time House
Managers for 100% of the calendar year. Corwyn House and Helios House had transition times with Coworkers
leaving and did not have 2 full-time House Managers for 100% of the calendar year.

Trends: Stability in House Manager composition has increased from last year. Corwyn House has not had a full House
Manager team for all of 2024 and 2025,

Causes: Challenges retaining live-in House Managers (international workers processes, compensation, lack of follow
through from applicants who expressed interest).

Element 5: Service access 1..8

Objective Indicator Who the Who is Data source | Timeframes | Target Actual
indicator is | responsible for data
applied to for collection
collecting
data
Residential | Maximum % [ Companions | Quality Contracts April/May Of the 19 94.7% of the
spots filled | of in the Assurance with 2026 available available
residential residential Coordinator | Community spots in the [ spotsin the
program program Living British residential residential
spots that Columbia program, program are
are filled at and private 100% (19) of | filled.
any time contracts the spots
throughout (FileShare) are filled.
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the calendar
year

Comparative analysis: This has been the case since May 2025, when a new Companion moved in. There was still 1
space available.

Trends: Available spots remain consistent.

Causes: Potential causes could include a lack of referrals from CLBC and lack of funding available for full-cycle

placements. Glenora Farm is preparing to host a trial visit in June 2026 which, if suitability is determined, could fill up
the residential spots available.

PERFORMANCE MEASUREMENT AND MANAGEMENT

Business Functions
Element 1: Business Functions 1.L..9

Objective Indicator Who the Who is Data Timeframes | Target Actual
indicator is | responsible | source for data
appliedto | for collection
collecting
data
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Operating
budget
expenses
are covered
by contract
income
from
Community
Living British
Columbia
and private
contracts

% of months
in 12 months
that the
operating
budget is
covered by
contract
income
from
Community
Living British
Columbia
and private
contracts

Monthly and
year-to-date
internal
financial
statements.

Executive
Director

2025/202
6 budget
vs. actual
and
associate
d internal
financial
reports
(FileShar
e and
QuickBoo
ks)

April/May
2026

The operating
budget is covered
by contract
income from
Community
Living British
Columbia and
private contracts
for 10 of the 12
months (based on
the previous
year's operating
expenses, taking
into consideration
fluctuations in
monthly
operating costs)

25% (3 out
of 12
months)

Comparative analysis: Considering the increased operational costs due to the rising cost of living, we expect the % of
months in a fiscal year that the operating budget is covered by contact income to remain the same or decrease in the
2026/2027 fiscal year.

Trends: Regardless of contract modifications which resulted in an increase in funding, Glenora Farm's operating
expenses are rarely covered by contract income. As the cost of living continues to rise, we expect this to remain the
same or decrease in the 2026/2027 fiscal year.

Causes: Glenora Farm actively chooses to provide more wrap-around support than we are funded to. The cluster
contract held for the residential program is based on GSA values of Companions supported and does not meet
Glenora Farm's standard of care. As such, the contract income from Community Living British Columbia rarely covers
the operating budget.
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PERFORMANCE IMPROVEMENT

Based on the data above, the areas needing improvement are:

e Glenora Farm must hire 1 live-in House Manager to complete the Coworker roster.
e Indicators in the Plan were too broad
e Efficient scheduling and hours of work and increased funding

Action plans to address the areas needing improvement are:

e Human Resources and Development Coordinator will prioritize hiring a live-in House Manager by August 2026.

e In 2027, indicators will not be written like “% of people who were always or sometimes satisfied” and will be
written like “% of people who were always satisfied” to provide more accurate data.

e Glenora Farm must prioritize scheduling and efficient hours of work to reduce Coworker wages, while
simultaneously exploring alternative funding models to increase contract income.

Determine whether the actions taken accomplished the intended results:

e Update to be provided in September 2026.
e Update to be provided in February 2027 when the next Performance Measurement, Management, and

Improvement Plan is prepared.
e Update to be provided in February 2027 when the next Performance Measurement, Management, and

Improvement Plan is prepared.
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