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MESSAGE FROM THE BOARD PRESIDENT 
 

The Annual General Meeting is always an important event, but this year even more so as we celebrate Mainstreamõs 25th anniversary. The Board of 

Directors would like to congratulate everyone in the Mainstream family ð program participants, staff, management, family members and volunteers ð on 

reaching this significant milestone. However, even after a quarter century of success, it is safe to say that Mainstream will not rest on its laurels ð itõs an 

organization that is constantly innovating and expanding. Since becoming a member of the Board, I have always been impressed with Mainstreamõs rate of 

growth. I can only imagine what it is like for long-term employees who remember Mainstream during the early years on Main Street in Port Dalhousie and 

have witnessed the impressive expansion in its programs and facilities.  

 

Recently some of those long-term employees recalled their beginnings at Mainstream in the employee newsletter. Upon reading their articles, I thought of 

the feeling of achievement they must have after watching the agency grow from a half dozen employees serving approximately 25 participants to the point 

where we are today ð over 50 employees supporting over 200 participants, many of whom live in the ten  properties that Mainstream owns and operates.  

 

As our profile increases so does our social capital. We interact continually with our community partners, both public and private, and various levels of 

government. Many of our participants are actively pursuing volunteer placements with local businesses and agencies. Others participate in a truly impressive 

array of programs and activities both inside and outside of the agency and take part in various recreational outings both near and far. Not only do I often 

receive compliments from our stakeholders about the high level of service that Mainstream provides, I also receive compliments on how Mainstream 

employees and participants give back to the larger community. Again this past year, Mainstream entered a team in the Alzheimer Societyõs òWalk for 

Memoriesó and the Heart and Strokeõs òBig Bike Challengeó as well as organizing fundraising events on Mainstreamõs premises to benefit the United Way 

and the Alzheimer Society of Niagara Region. 

 

During the past year, Mainstream achieved another significant goal, one that was almost two years in the making. On December 17, 2009 Mainstream was 

declared an accredited agency by FOCUS Accreditation Services. The Board played a role in this process by creating a Governance Policy Manual to ensure 

effective governance and set a strategic direction for the future.  
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Other on-going projects have come to fruition over the past year. The new residence at 160 Ontario Street in St. Catharines was completed, and the 

building is now fully occupied and being operated in partnership with Gateway Residential and Community Support Services. This nine-unit apartment 

building, funded by the Canada-Ontario Affordable Housing Project, was officially opened in June with an on-site ceremony that was well attended by 

various politicians and media representatives. 

 

The Employee Rewards and Recognition Program is up and running. Part of the program is the annual Employee Recognition Dinner, and at this yearõs 

dinner I was privileged to thank the employees on behalf of the Board of Directors and help hand out the various employee recognition awards. I also 

participated in the Fourth Annual Building Blocks of Independence Conference in March. I had heard good things about this personal development 

conference in previous years, but this was the first year that I attended in person, and I was impressed with the high level of professionalism on the part 

of the organizers and the great enthusiasm from the participants. Mainstreamõs rapidly expanding Graffiti Removal Program is yet another recent 

success story. The accompanying puppet show, òGraffiti......What a Wasteó, was performed at 30 schools throughout the Niagara Region.  

 

There are of course many other accomplishments to mention. I have merely stated a few that I have had some involvement with as a Board member. 

That the agency is well respected is demonstrated by the number of times our community partners contact us for advice, invite us to sit on committees 

or include us in other activities. Recently Mainstream was selected as a pilot site for a province-wide òcore competenciesó project to standardize human 

resources practices in the developmental disability sector. 

 

I would like to thank my fellow Board members, Mainstream employees and the program participants for their support during this my final year as 

Board President. I gratefully acknowledge the support of our financial contributors: the Ministry of Community and Social Services, the United Way and 

generous individual donors.  

 

On behalf of the Board of Directors, I congratulate you for your achievements not only this past year, but during the past 25 years. 

 

Alan Cimprich 
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MESSAGE FROM THE EXECUTIVE DIRECTOR 
 

The past year has been a truly exceptional one in the history of our organization and it is made all the more significant by the fact that we are celebrating the 

25th Anniversary of Mainstream: An Unsheltered Workshop.  Over the years I have come to enjoy the Annual General Meeting as an opportunity to take a 

moment to reflect on the past and to celebrate the accomplishments of the organization.  Finding reasons to celebrate has never been a problem and this 

year is certainly no different. 

 

I am extremely proud to be able to say that Mainstream is an accredited organization.  The goal to become an accredited organization was set in 2006 when 

the board of directors approved our five year strategic plan.  The plan contained strategies to assist Mainstream in becoming a leader in the provision of 

individualized supports and services and an employer of choice.  One of the many goals in the plan was to seek accreditation.   

 

Our journey to become accredited began in earnest in March of 2008 and culminated in early December 2009 when the validation team from FOCUS 

Accreditation Services spent three days interviewing board members, employees, program participants and community partners, observing interactions 

between employees and program participants, reviewing policies and procedures and touring our facilities.  We prepared for the site visit by examining and 

reviewing every aspect of our organization from how and what services we deliver to how the board of directors govern, to the training and educational 

opportunities we offer our employees, to our operating policies and procedures and buildings.  The process literally affected every employee, volunteer and 

participant in one way or another.  I can say with confidence that after undergoing this process Mainstream is better managed and better prepared for the 

future, our employees are better trained to be successful in their positions and most importantly the services and supports we offer better meet the needs of 

the people we support. 

 

While I am extremely proud of our efforts we are not resting on our laurels.  Becoming an accredited organization is not a one-time event.  It is a 

commitment to continuously improve all aspects of our organization and ensuring that we are governed effectively, that we create and sustain a culture of 

learning, that the services we offer are person centered, inclusive and flexible, and that we have the structures and processes to support all our operations.     

 



Page 7  

O u t c o m e s  M a n a g e m e n t  R e p o r t 
2 0 0 9 - 2 0 1 0  

The following Outcomes Management report is a tool to assist us in these efforts.  It is our report card.  It provides information and feedback so that we 

know what we are doing well and what areas of our performance we need to improve.  It also gives our program participants, families and stakeholders an 

opportunity to inform us if the supports and services we are offering meet their needs and expectations.  I hope you will take time to review the report and 

we would appreciate feedback to help us make it better.   

 

I believe the results contained in this report are extremely positive and indicate that Mainstream has clearly made progress towards becoming a leader in the 

provision of individualized supports and services and an employee of choice in our sector.  All our employees have made an incredible contribution to this 

success and I would like to thank them for their efforts.   Their commitment and dedication to providing the very best services to the people we support is 

truly inspiring.  As I have often stated, our employees make all the difference.  

 

I would also like to take this opportunity to thank the board of directors for their ongoing support and guidance over the past year.  They too have been 

asked to contribute a lot over the past year.  I would especially like to thank Alan Cimprich who is stepping down as board president.  It has been a 

pleasure working closely with Alan over the past four years and his ongoing support and guidance is truly appreciated.     

 

Finally I would like to thank our program participants for the privilege of supporting them.  It is my sincere hope that the work we do improves their 

quality of life and provides each and every one of them with the necessary skills and confidence for lifelong learning and growth.  

Kevin Berswick 
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OUR MISSION 

 

 

To improve quality of  life for people with a 

developmental disability by providing a supportive 

environment that strives to empower individuals with the 

necessary skills and confidence for lifelong learning and 

growth. 
 

 

. 
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OUR PHILOSOPHY 

 
The goal of Mainstream is: òThat all people are able to develop their full potential as individuals with respect and dignity, enjoy 
integration in the community and have the opportunity to prepare for their future.ó 
 
This goal challenges a community to have all people experience equality, individuality and social role valorization.  The dignity and 
self-respect that people enjoy in their own communities are a result of  a supportive environment that fosters personal growth, self-
reliance and acceptance. 
 
In working towards this goal, Mainstream will provide the necessary resources and supports to ensure that individuals who have a 
developmental disability: 
 
Å Have the opportunity to lead full and productive lives and have the ability to recognize and reach their potential in the 

competitive workforce 
Å Are made aware of services and programs available to them in the community 
Å Have access to affordable housing which enables them to experience independence with the benefit of support services 
Å Be valued contributors in the community with due recognition of their accomplishments 

 
Recognizing that our daily experiences go hand-in-hand with our quality of  life, our aim is to provide the necessary tools that will 
enable each individual to: 
 

Exercise self-direction and ownership of  choices 
Develop social skills and realize their full potential 
Deal with real life situations effectively 
Enjoy friendships and other supportive relationships 
Exercise their rights responsibly 

 
In conclusion, Mainstream is all about people supporting people.  It upholds the ideals of  mutual respect, the value of  
individuality and an open mindedness towards the ever changing needs of  people. 
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WHAT IS AN OUTCOMES MANAGEMENT REPORT? 

 

 

We made this report to tell you how Mainstream is doing.  It is like our report card.  It tells you what we are 

doing well and what we want to work on so that we can provide the best service possible.   

 

 

 

Every year, we are going to make a report like this one.  That way, we can see what changes have 

happened in the last year and what we still want to work on.     

 

 

 

 

Some of  the information in this report may be confusing or difficult to understand.  If  you have further questions 

or would like clarification, please do not hesitate to contact Céline Parent, Quality Improvement Coordinator, at 905

-934-3924 extension 37 or cparent@mainstreamservices.com  
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STRATEGIC PLAN 
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STRATEGIC PLAN 

 

In 2006, Mainstream underwent a Strategic Planning process in order to better understand the needs of  the organization and 

establish a clear direction for the upcoming five years. 

 

During the process, Mainstream consulted:  

¶ 71 people using services and family members 

¶ 11 community partners 

¶ 41 employees, volunteers and Board members  

 

We wanted to know:  

¶ Strengths of  the services offered 

¶ Gaps in service 

¶ Obstacles and challenges 

¶ Opportunities 
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STRATEGIC PLAN 

Based on the responses we received, a Strategic Theme was developed:   

 

Over the next 5 years Mainstream will strive to become ôa leader in the provision of individualized services and supports for 

people with a developmental disability and an employer of choice in the developmental services sectorõ 

 

Our four strategic goals became:  

¶ Staff  Development 

 - increase communication across the agency 

 - support professional development and education 

 - employee recognition 

¶ Resourcing 

 - pursue new funding and develop an annual fundraising work plan 

 - increase volunteer base and increase Mainstreamõs membership 

 - networking and public education 

 - seek out new community partnerships 

¶ Accreditation 

¶ Programs and Services 

 - innovative delivery methods 

 - social capital building 

 - program expansion and review of  program mandates and service targets 
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STRATEGIC PLAN 

 

Since 2006, many things have been accomplished.  Here are some of  the highlights.   

 

STAFF DEVELOPMENT  

¶ All employees receive an annual performance appraisal that includes a professional development plan 

¶ Employee training budgets have been increased to accommodate training and education costs 

¶ Employee Rewards and Recognition program was introduced 

¶ Team Leaders were hired for all programs, leading to increased opportunities for advancement 

¶ Employee Manual was developed in an effort to ensure that all employees understand their rights and the policies are delivered 

consistently 

¶ HR Block newsletter was developed and is distributed monthly to all employees 

¶ Mainstream is chosen as one of  sixteen agencies across Ontario to participate in the Core Competencies Pilot Project 

 

RESOURCING 

¶ Accessed funding to build 160 Ontario Street to provide 5 new one bedroom apartments to individuals with a dual diagnosis 

¶ Received annualized funding and one time capital funding to renovated Rykert Basement (two one bedroom apartments) and 

provide an additional 54 hours per week of  enhanced SIL support 

¶ Received additional funding from MCSS to repatriate one person from Southwestern Regional Centre  

¶ Received funding for 2 years under the Labour Market Agreement to deliver 50 person-directed plans  
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STRATEGIC PLAN 

 

ACCREDITATION  

¶ Realigned resources to create an Accreditation Coordinator position 

¶ Created an Accreditation Team with representation from all programs 

¶ Met all 158 standards and underwent on-site validation 

¶ Received 3-year accreditation status from FOCUS Accreditation 

 

PROGRAMS & SERVICES 

¶ Purchased 91 Pelham Road to accommodate Options Niagara and free up space at 263 Pelham Road 

¶ Received United Way Innovation Funding to start Graffiti Removal Program 

¶ Received Ontario Trillium Foundation grant to expand Graffiti program to include an educational component  

¶ Resource Centre expands volunteer / work program 

¶ Team Mainstream is formed and participates in the annual Alzheimerõs Walk for Memories and Heart and Stroke Big Bike 

fundraisers 

¶ Developed a tool to identify a personõs social capital in order to maintain or increase the number of people in their lives 

¶ Graffiti Removal Program provides opportunities for participants to make a difference in their communities 

 

These are just a few examples of  what has been accomplished since 2006.  Mainstream will undergo its next strategic planning 

process in the spring of  2011.   
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MAINSTREAM PROGRAMS 
 

 

. 
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PARTICIPANT SURVEYS 
 

Participant Surveys were used to get feedback from people using our services. 

   

This is the second year in a row that we used Participant Surveys which means that we are able to compare results from the first 

and second year.  We asked the same questions as last year and added additional questions that we felt were important.   

 

Last year, the survey results from all programs were compiled together.  This year, the results of  the surveys were reviewed 

program by program.  We have included the agency results on page 41 so that we could compare to the 2008-2009 results. 

 

When possible, people who are in more than one of Mainstreamõs programs were asked to complete a separate survey for each 

program.   

 

STAKEHOLDER SURVEYS 

 

Stakeholder Surveys were sent out to family members, friends and other important individuals in the lives of  people using services.    

 

This is the first year that we have used Stakeholder Surveys and we will use the results to help set strategic goals for the upcoming 

year.  

 

The results of  the surveys will be reviewed program by program in the following pages.  
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RESOURCE CENTRE - AT A GLANCE 
 

 

 

 

 

 

. 

31 women attend the 

Resource Centre 

26 men attend the 

Resource Centre 33%

48%

19%

18-34

35-54

55+

Ages of  people who attend the Resource Centre  

22 people live 

with family or 

other natural 

supports.  

5 people live 

independently 

(with or 

without natural 

supports).  

30 people live in a 

supportive 

environment.  

This includes 

people who live 

on their own with 

paid supports.  

During the 2009-2010 fiscal year, 

there were 11 new intakes at the 

Resource Centre.  There were 2 

discharges. 

** people volunteering at FACS 

receive an honourarium 

Avondale Stores 5

Alzheimer's Society 1

Liquidation World 8

Habitat for Humanity 3

Heart and Stroke 1

Meals on Wheels 3

Humane Society 1

Versa Care 1

Bulk Barn 1

Petland 2

Buck or Two 1

Old Navy 1

NC Realty 1

FACS* 3

# of people in volunteer 

placements in 09-10
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RESOURCE CENTRE - PARTICIPANT SURVEYS 

Survey Method: Surveys for the Resource Centre were completed on an individual basis with the support of  one of  the Resource 

Centreõs summer students.  It was felt that having a student provide assistance, rather than a direct support staff, would help create 

a situation where people felt more comfortable sharing their thoughts and opinions.    

Response Rate:  20 surveys out of  a possible 57 were completed for a response rate of  34%.   

Target: At least 80% of  people using services will express satisfaction with every item. 

The staff at Mainstream listen to me 100.00%

Mainstream answers my questions 95.00%

The staff at Mainstream accept me for who I am 100.00%

The staff at Mainstream respect my privacy 90.00%

I know my rights 95.00%

I am learning to use my rights responsibly 95.00%

The staff at Mainstream respect my rights 100.00%

I know what to do if I have a complaint 95.00%

I make my own decisions 95.00%

I can do the things I want to do 90.00%

I have a say in what happens to me 90.00%

I have goals for the future 80.00%

I can go to the places I want to go 95.00%

I can join in activities that I like 100.00%

Mainstream's buildings are easy for me to get around in 95.00%

I feel like I am part of the community 95.00%

I feel safe at Mainstream 100.00%

I have a say in the services I get 100.00%

I am happy with the services I get 95.00%

Percent who 

responded yesQuestion
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Selected Comments from Participant Surveys 

¶ òMore cooking classes and opportunities for everyone to 

cook.ó  

¶ òSwim groupó 

¶ òNew games for indoor and outdooró 

 

¶ òLunch line up is crowdedó 

¶ òMore literacy classesó 

¶ òMusic programs on computeró 

 

PARTICIPANT SURVEY RESULTS 
 

Outcomes - All items received a positive rating of  80% or more.   

 

Limitations - Several surveys were returned with some questions unanswered.  In some cases, it was noted that the person felt the 

question was not applicable.  In other cases, the person said that they did not understand the question.  Finally, on numerous 

occasions, the person completing the survey said that they would prefer to answer ôsometimesõ rather than commit to a ôyesõ or ônoõ 

answer.  All of  these factors may have caused the final results to be inaccurate.   

 

Key Findings / Trends - Three items that received the lowest scores were in the Empowerment section of the survey.  òI can do 

the things I want to doó, òI have a say in what happens to meó and òI have goals for the futureó all received scores of 90% or 

lower.  It is difficult to determine what area of a personõs life these scores reflect.  It may be how they feel while attending the 

Resource Centre or, just as likely, their life outside of  the Resource Centre.  

 

Proposed Action Plan - Efforts will be made to ensure that people in the Resource Centre receive rights training so that they are 

able to advocate for themselves and feel more empowered in every part of  their lives. The survey questions and layout will be 

reviewed for 2011 to ensure that questions are more easily understood and the scoring system is meaningful to everyone.    

 

RESOURCE CENTRE - PARTICIPANT SURVEYS 
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RESOURCE CENTRE - STAKEHOLDER SURVEYS 
 

Survey Method: Surveys were mailed, emailed or hand delivered to families, friends and other supports.  The surveys were 

distributed to people who have had contact with Mainstream and would therefore know enough about our services to answer the 

questions.   

Response Rate: 18 surveys were sent out.  10 were returned.  The response rate was 55.5%. 

Target:: To receive a score of  4/5 for each item.  The scale given was from 1 = strongly disagree to 5 = strongly agree.   

 

 

 

 

 

. 

Questions Average Response

I am treated with courtesy and respect by Mainstream employees 4.91

My concerns are dealt with in a timely manner 4.80

My concerns are satisfactorily addressed 4.70

Mainstream employees are open to suggestions and feedback 4.90

Mainstream employees provide me with the information I need 4.82

Mainstream employees are knowledgeable 4.73

Mainstream employees are accessible 4.82

Mainstream employees respond promptly to telephone and email inquiries 4.70

Mainstream's website is clear and provides up-to-date information 4.57

People using services are valued, respected and treated with dignity 4.91

People using services have opportunities to learn valuable skills 5.00

People using services are supported to participate in the community 4.91

People using services are taught skills to strengthen their present relationships 4.73

People using services are helped to develop meaningful new relationships 4.91

Mainstream employees promote heath and safety for people using services 4.91

Mainstream employees effectively advocate for people using services 4.82
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People using services are supported to make their own decisions 4.82

Mainstream employees respect the rights of people using services 4.82

Mainstream provides supports that are individualized 4.91

Mainstream's services are flexible 4.55

Mainstream's services are responsive 4.55

Mainstream employees deliver high quality services 4.82

The roles and responsibilities of Mainstream employees are easily understood.  

It is easy to see who does what 4.64

Mainstream employees work hard to find solutions to problems 4.82

Mainstream has demonstrated a willingness to adapt and change over time to 

effectively meet new challenges 4.73

Program locations are accesssible 4.89

Program locations are attractive and well-maintained 4.70

RESOURCE CENTRE - STAKEHOLDER SURVEYS CONTINUED 
 

 

 

 

 

 

 

 

 

 

 

 

 

Selected comments from Stakeholder Surveys 

¶ òWe are continually impressed with the dedication and commitment of staff.ó 

¶ òThank you for the work you do.  It takes a village to raise a child.ó 

¶ òMore exercise for my daughter.ó 

¶ òAt the Resource Centre I found the use of music throughout the day was a great atmosphere of friendly, happy days of doing 

things together. Always makes me smile.ó  
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RESOURCE CENTRE - STAKEHOLDER SURVEY RESULTS 
 

Outcomes - All items received a rating of  4/5 or higher.  

 

Limitations -  Surveys were hand delivered or mailed to stakeholders.  They were then responsible for completing and returning 

them.  This may have resulted in a lower response rate.  Next year we will explore the option of  using an electronic survey.  

 

Key Findings / Trends - The feedback from stakeholders was extremely positive. We met our target in all areas and the 

comments from stakeholders confirmed that they are very pleased with the services that we offer.   

That being said, Mainstream is committed to continuously working to improve the quality of  the service that we provide.  Two 

areas that weõve identified we could improve are:       

 - òMainstreamõs website is clear and provides up-to-date informationó 

 - òThe roles and responsibilities of Mainstream employees are easily understood.  It is easy to see who does what.ó 

 

Proposed Action Plan - Increase agency transparency by posting a copy of Mainstreamõs organizational chart on the website for 

stakeholders to review, including a brief  description of  roles and corresponding responsibilities.  Investigate how Mainstreamõs 

website is used by stakeholders to see how we can improve its effectiveness.   

 

 

 

 

 

. 
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O u t c o m e s  M a n a g e m e n t  R e p o r t 
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SUPPORTIVE INDEPENDENT LIVING - AT A GLANCE 
 

 

 

 

. 

15 women receive 

support from SIL 

23 men receive 

support from SIL 

During the 2009-2010 fiscal year, there were 7 

intakes in SIL.  There was 1 discharge. 

5 people 

live in their 

own homes. 

11 people live in 

housing owned 

by private 

landlords. 

2 people live in 

retirement homes. 

21 people live in Mainstream

-owned housing.  5 of  these 

live in the new complex on 

Ontario Street.  

16%

60%

24%
18-34

35-54

55+

Age distribution of  people in 

SIL  
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SUPPORTIVE INDEPENDENT LIVING - PARTICIPANT SURVEYS 
 

Survey Method: Surveys for Supportive Independent Living were completed by the individual with support when needed.  The 

support was provided by someone other than a direct support staff.  It was felt that having someone other than a direct support 

staff  provide assistance would help create a situation where people felt more comfortable sharing their thoughts and opinions.      

Response Rate: 24 surveys were completed out of  a possible 38, giving a response rate of  63.2%. 

Target: At least 80% of  people using services will express satisfaction with every item. 

 

 

 

 

. 

The staff at Mainstream listen to me 95.45%

Mainstream answers my questions 95.45%

The staff at Mainstream accept me for who I am 100.00%

The staff at Mainstream respect my privacy 100.00%

I know my rights 95.83%

I am learning to use my rights responsibly 95.83%

The staff at Mainstream respect my rights 100.00%

I know what to do if I have a complaint 100.00%

I make my own decisions 100.00%

I can do the things I want to do 95.83%

I have a say in what happens to me 95.83%

I have goals for the future 75.00%

I can go to the places I want to go 100.00%

I can join in activities that I like 91.67%

Mainstream's buildings are easy for me to get around in 95.83%

I feel like I am part of the community 95.65%

I feel safe at Mainstream 100.00%

I have a say in the services I get 91.30%

I am happy with the services I get 100.00%

Questions

Percent who 

responded yes
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O u t c o m e s  M a n a g e m e n t  R e p o r t 
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PARTICIPANT SURVEY RESULTS 
 

Outcomes -  All items but one received a rating of 80% or higher.  The item òI have goals for the futureó received a rating of 

75%.  

 

Limitations - Many people indicated that they had difficulty answering questions because the only options were õyesõ and õnoõ and 

they wanted to put õsometimesõ.     

 

Key Findings / Trends - Overall, people expressed high satisfaction with all areas in the survey other than having goals.   

The results for the statement òI have goals for the futureó may be low for a few reasons.  One person said that they did not know 

what a goal was and five others said that they did not want to have goals and that they were happy not having them.  The person-

centred planning process in SIL is relatively new.  It is expected that once people get used to the process, they will be more familiar 

with goal-planning and the terminology involved.  

 

Proposed Action Plan - Continue to improve the person-centred planning process to ensure that people understand the goal 

planning process.  Continue to offer staff  training opportunities around person-centred planning and, in particular, effectively 

probing for goals that are meaningful to the person.     

Explore other options for scoring the surveys to ensure that they capture the sentiment behind the response.  In other words, find 

a way to track the difference between when someone responds to a question with a ônoõ because they are not satisfied and a ônoõ 

because of  personal choices. 

 

Selected Comments from Participant Surveys 

¶ òMy husband and I talk - and staff helps us when we ask.ó 

 

 

¶ òIõm doing the things I want to at Mainstreamó  

SUPPORTIVE INDEPENDENT LIVING - PARTICIPANT SURVEYS 
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SUPPORTIVE INDEPENDENT LIVING - STAKEHOLDER SURVEYS 
 

Survey Method: Surveys were mailed, emailed or hand delivered to families, friends and other supports.  The surveys were 

distributed to people who have had contact with Mainstream and would therefore know enough about our services to answer the 

questions.   

Response Rate: 16 surveys were sent out.  12 were returned.  The response rate was 75%.  Two of  the surveys were returned 

incomplete with notes stating that the stakeholder did not feel that they knew enough about Mainstream and its employees to 

complete the survey.   

Target:: To receive a score of  4/5 for each item.  The scale given was from 1 = strongly disagree to 5 = strongly agree.   

 

 

 

 

 

. 

Question Average Response

I am treated with courtesy and respect by Mainstream employees 4.80

My concerns are dealt with in a timely manner 4.50

My concerns are satisfactorily addressed 4.40

Mainstream employees are open to suggestions and feedback 4.80

Mainstream employees provide me with the information I need 4.70

Mainstream employees are knowledgeable 4.50

Mainstream employees are accessible 4.70

Mainstream employees respond promptly to telephone and email inquiries 4.40

Mainstream's website is clear and provides up-to-date information 4.57

People using services are valued, respected and treated with dignity 4.70

People using services have opportunities to learn valuable skills 4.70

People using services are supported to participate in the community 4.50

People using services are taught skills to strengthen their present relationships 4.40

People using services are helped to develop meaningful new relationships 4.50

Mainstream employees promote heath and safety for people using services 4.60

Mainstream employees effectively advocate for people using services 4.50
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O u t c o m e s  M a n a g e m e n t  R e p o r t 
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SUPPORTIVE INDEPENDENT LIVING - STAKEHOLDER SURVEYS CONTINUED 
 

 

 

 

 

 

 

 

 

 

 

 

 

Selected comments from Stakeholder Surveys 

¶ òMy daughter and I are happy she is where she is.  She gets support when she needs it.ó  

¶ òI have seen a great improvement in (my son) since he has been connected with Mainstream.  (He) is happier and, because he 

works there, he has more confidence in himself.  Thank you.ó  

¶ òIt would be great if (my son) made a friend with whom he could call up once in a while, and maybe if this happened , they 

could go out to a restaurant and eat together.  (He) has never had this.ó  

¶ òI am extremely grateful for the support and opportunities that (my son) receives through Mainstream.  The staff that support 

(him) are excellent.  Itõs a huge relief to me as a parent to know that he is well cared for.  Both he and I are very fortunate.ó 

¶ òThe Mainstream staff has been amazing with everything (my son) and our family has been through over the past few years.  

They assisted with getting therapy for (him), finding him a transitional place and then a wonderful permanent residence.ó  

People using services are supported to make their own decisions 4.50

Mainstream employees respect the rights of people using services 4.80

Mainstream provides supports that are individualized 4.80

Mainstream's services are flexible 4.50

Mainstream's services are responsive 4.70

Mainstream employees deliver high quality services 4.70

The roles and responsibilities of Mainstream employees are easily 

understood.  It is easy to see who does what 4.20

Mainstream employees work hard to find solutions to problems 4.80

Mainstream has demonstrated a willingness to adapt and change over time 

to effectively meet new challenges 4.70

Program locations are accesssible 4.78

Program locations are attractive and well-maintained 4.50
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SUPPORTIVE INDEPENDENT LIVING - STAKEHOLDER SURVEY RESULTS 
 

Outcomes - All items scored 4.0 or higher out of  5.  

 

Limitations - In many cases, Mainstream does not have a lot of  contact with the family and friends of  people in SIL.  Therefore 

there were not many stakeholders who knew enough about the services provided to complete the survey.   In fact, two surveys 

were returned empty with notes stating that the stakeholder did not know enough about the staff  and the program to complete it.   

 

Key Findings / Trends - The results were extremely positive and the overall satisfaction level was at least 80% on every item.   

The comments from stakeholders were also very positive and referred to many situations when Mainstream employees went above 

and beyond to make sure that the needs of  the person using services were met.  

 

Proposed Action Plan - From the survey results, nothing requires immediate attention.  The limited number of  stakeholders who 

could complete the surveys may indicate that people in SIL could benefit from increased social capital.   

 

 

. 
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SUPPORTED LIVING - AT A GLANCE 
 

 

 

 

 

. 

5 women live in 

Supported Living 

9 men live in 

Supported Living 

SOCIAL CAPITAL  

Definition: the number and quality of  relationships that 

people have with unpaid supports. Unpaid supports can be 

family members, friends, volunteers or community groups.   

 

One of Mainstreamõs strategic goals is to find ways to help 

increase peopleõs social capital.  We tracked the amount of 

time that people in Supported Living spend weekly with 

unpaid supports. 

** one person in SL has no unpaid supports ** 

Age distribution of  people in SL  

7%

36%
57%

18-34

35-54

55+

6

3

1

4 1 to 5

6 to 10

11 to 15

16 to 20

Number of  years people in SL have been in service 

2

7

3

1
less than 1 hour

per week
1 to 5 hours per

week
5 to 10 hours per

week
more than 10

hours per week

Hours per week that each person in SL spends with 

unpaid supports. 
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SUPPORTED LIVING - PARTICIPANT SURVEYS 

Survey Method: Surveys for Supported Living were completed on an individual basis with support when needed.  When possible, 

the support was provided by someone other than a direct support staff  to create a situation where people felt more comfortable to 

share their thoughts and opinions.  As many people in Supported Living also attend the Resource Centre, most surveys were 

completed there.     

Response Rate: 8 surveys were completed out of  a possible 14 for a response rate of  57.1% 

Target: At least 80% of  people using services will express satisfaction with every item. .  

 

 

 

 

. 

The staff at Mainstream listen to me 100.00%

Mainstream answers my questions 100.00%

The staff at Mainstream accept me for who I am 100.00%

The staff at Mainstream respect my privacy 87.50%

I know my rights 100.00%

I am learning to use my rights responsibly 100.00%

The staff at Mainstream respect my rights 100.00%

I know what to do if I have a complaint 87.50%

I make my own decisions 87.50%

I can do the things I want to do 100.00%

I have a say in what happens to me 100.00%

I have goals for the future 87.50%

I can go to the places I want to go 100.00%

I can join in activities that I like 100.00%

Mainstream's buildings are easy for me to get around in 100.00%

I feel like I am part of the community 100.00%

I feel safe at Mainstream 100.00%

I have a say in the services I get 100.00%

I am happy with the services I get 100.00%

Question

Percent who 

responded yes
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PARTICIPANT SURVEY RESULTS 
 

Outcomes - The target of  80% was met on all items. 

 

Limitations - Two people in Supported Living found the survey questions too difficult and another two are not able to 

communicate verbally and could not answer the questions.  

 

Key Findings / Trends - The only items that did not receive 100% were òThe staff at Mainstream respect my privacyó, òI know 

what to do if I have a complaintó, òI make my own decisionsó and òI have goals for the futureó.  These results demonstrate that 

there is still work to do to improve how we manage the balance between providing a safe environment for people and providing  

them as much opportunity as possible to make meaningful choices in how they lead their lives.  

 

Proposed Action Plan - Based on the Social Capital statistics collected, we have set a goal that all people in SL will have the 

opportunity to spend some time each week with unpaid supports. We will also look at simplifying the survey to make it more 

accessible.  Finally, we will continue to look for opportunities for people to make their own decisions about the services they 

receive and their daily living activities.    

Selected Comments from Participant Surveys 

¶ Donõt let people I live with bother me. 

¶ Would like to use the bus more and have more money to 

spend. 

¶ òI need help to go to the store.ó  

 

SUPPORTED LIVING - PARTICIPANT SURVEYS 
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SUPPORTED LIVING - STAKEHOLDER SURVEYS 
 

Survey Method: Surveys were mailed, emailed or hand delivered to families, friends and other supports.  The surveys were 

distributed to people who have had contact with Mainstream and would therefore know enough about our services to answer the 

questions.   

Response Rate: 8 surveys were sent out.  4 were returned.  The response rate was 50%. 

Target:: To receive a score of  4/5 for each item.  The scale given was from 1 = strongly disagree to 5 = strongly agree.   

 

 

 

 

 

. 

Questions Average Response

I am treated with courtesy and respect by Mainstream employees 5

My concerns are dealt with in a timely manner 4.5

My concerns are satisfactorily addressed 4.5

Mainstream employees are open to suggestions and feedback 5

Mainstream employees provide me with the information I need 4.75

Mainstream employees are knowledgeable 4.75

Mainstream employees are accessible 4.75

Mainstream employees respond promptly to telephone and email inquiries 5

Mainstream's website is clear and provides up-to-date information 4.5

People using services are valued, respected and treated with dignity 5

People using services have opportunities to learn valuable skills 4.75

People using services are supported to participate in the community 5

People using services are taught skills to strengthen their present relationships 4.75

People using services are helped to develop meaningful new relationships 4.75

Mainstream employees promote heath and safety for people using services 4.75

Mainstream employees effectively advocate for people using services 4.75
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O u t c o m e s  M a n a g e m e n t  R e p o r t 
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SUPPORTED LIVING - STAKEHOLDER SURVEYS CONTINUED 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Selected comments from Stakeholder Surveys 

¶ òAs my responses indicate, I am very pleased with the quality of service that Mainstream provides.  Congratulations to all and 

keep up the good work!ó 

¶ òEveryone is doing a great job and shows a lot of respect.ó  

¶ òI am very pleased with Mainstream staff.  They take time to show compassion.ó  

¶ òThey treat (her) great, everyone is very polite.ó  

 

 

People using services are supported to make their own decisions 4.5

Mainstream employees respect the rights of people using services 4.75

Mainstream provides supports that are individualized 5

Mainstream's services are flexible 4.75

Mainstream's services are responsive 4.75

Mainstream employees deliver high quality services 5

The roles and responsibilities of Mainstream employees are easily 

understood.  It is easy to see who does what 5

Mainstream employees work hard to find solutions to problems 5

Mainstream has demonstrated a willingness to adapt and change over time 

to effectively meet new challenges 4.75

Program locations are accesssible 5

Program locations are attractive and well-maintained 4.75
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SUPPORTED LIVING - STAKEHOLDER SURVEY RESULTS 
 

Outcomes - All items scored 4.5/5 or higher.  The comments were all very positive and indicate a high level of  satisfaction for the 

services Mainstream provides.  There are no outstanding issues.  

 

Limitations - The sample size was very small (4 surveys)  

 

Key Findings / Trends - The results were extremely positive and the overall satisfaction level was 90% or greater for each item.  

 

Proposed Action Plan - Our proposed action plan for the Participant Surveys is to increase the social capital of  people in SL.  

Increased social capital will result in increased number of  stakeholder survey responses.   

 

 

 

 

 

. 
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OPTIONS NIAGARA - AT A GLANCE 
 

 

 

 

 

. 

74 women were 

supported by Options 

Niagara in 2009-2010 

90 men were 

supported by Options 

Niagara in 2009-2010 

Number of  people who were served in each 
geographic area 

St. Catharines / Thorold 70 

Niagara Falls 26 

Grimsby / Beamsville 14 

Welland / Fonthill 25 

Port Colborne / Fort Erie 29 

During the 2009-2010 fiscal year, 

there were 35 intakes in Options 

Niagara.  There were 41 discharges. 

36 people held volunteer positions 

between April 1, 2009 and March 

31, 2010. 

54 people had paid employment 

between April 1, 2009 and March 

31, 2010. 

4.42 = the average number of  

support hours each person in 

Options Niagara receives in one 

month.  

In 2009-2010, the 

average age of  

people in Options 

Niagara was 22.7 
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OPTIONS NIAGARA - PARTICIPANT SURVEYS 
 

Survey Method: Surveys for Options Niagara were either mailed out or completed on an individual basis with support when 

needed.       

Response Rate: 25 surveys were completed out of  a possible 120 for a response rate of  20.8%  

Target: At least 80% of  people using services will express satisfaction with every item.  

 

 

 

 

. 

The staff at Mainstream listen to me 100.00%

Mainstream answers my questions 100.00%

The staff at Mainstream accept me for who I am 100.00%

The staff at Mainstream respect my privacy 100.00%

I know my rights 75.00%

I am learning to use my rights responsibly 79.17%

The staff at Mainstream respect my rights 100.00%

I know what to do if I have a complaint 92.00%

I make my own decisions 91.30%

I can do the things I want to do 100.00%

I have a say in what happens to me 100.00%

I have goals for the future 100.00%

I can go to the places I want to go 100.00%

I can join in activities that I like 100.00%

Mainstream's buildings are easy for me to get around in 81.25%

I feel like I am part of the community 95.24%

I feel safe at Mainstream 100.00%

I have a say in the services I get 100.00%

I am happy with the services I get 100.00%

Question

Percent who 

responded yes
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PARTICIPANT SURVEY RESULTS 
 

Outcomes - All items received over 80% satisfaction except: òI know my rightsó and òI am learning to use my rights responsiblyó. 

 

Limitations - The response rate was fairly low.  

 

Key Findings / Trends - The two items that received the lowest scores have to do with knowing rights and knowing how to 

exercise rights responsibly. 

 

Proposed Action Plan - Over the next year, everyone in Options Niagara will be offered the opportunity to take 3Rs training 

(rights, respect and responsibility) to ensure that people are aware of  what their rights are and how to exercise these rights 

responsibly.     

 

 

Selected Comments from Participant Surveys 

¶ òExtend the time I can be with Optionsó 

¶ òConsistent staffingó 

¶ òTo be honest, things are good as it isó 

 

 

 

 

OPTIONS NIAGARA - PARTICIPANT SURVEYS 
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OPTIONS NIAGARA - STAKEHOLDER SURVEYS 
 

Survey Method: Surveys were mailed to families, friends and other supports.  The surveys were distributed to people who have 

had contact with Mainstream and would therefore know enough about our services to answer the questions.   

Response Rate: 77 surveys were sent out.  29 were returned.  The response rate was 37.7. 

Target:: To receive a score of  4/5 for each item.  The scale given was from 1 = strongly disagree to 5 = strongly agree.   

 

 

 

 

 

. 

Question Average Response

I am treated with courtesy and respect by Mainstream employees 4.64

My concerns are dealt with in a timely manner 4.46

My concerns are satisfactorily addressed 4.48

Mainstream employees are open to suggestions and feedback 4.48

Mainstream employees provide me with the information I need 4.48

Mainstream employees are knowledgeable 4.54

Mainstream employees are accessible 4.46

Mainstream employees respond promptly to telephone and email inquiries 4.38

Mainstream's website is clear and provides up-to-date information 4.25

People using services are valued, respected and treated with dignity 4.56

People using services have opportunities to learn valuable skills 4.46

People using services are supported to participate in the community 4.33

People using services are taught skills to strengthen their present relationships 4.36

People using services are helped to develop meaningful new relationships 4.25

Mainstream employees promote heath and safety for people using services 4.62

Mainstream employees effectively advocate for people using services 4.41
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OPTIONS NIAGARA - STAKEHOLDER SURVEYS CONTINUED 
 

 

 

 

 

 

 

 

 

 

 

 

 

Selected comments from Stakeholder Surveys 

¶ ò(Our facilitator) does a fantastic job!  Always on time, smiling, courteous and respectful.  Knows her job and makes effort to 

stay in touch.  Good listener.  We value her opinion and help.ó 

¶ òHis coordinator has worked with my family member to identify his goals.  It takes real effort on her part to keep him focused 

and she did great.ó 

¶ òWe have just moved and (our facilitator) is wonderful in finding the activities in our new community for our daughter.ó  

¶ òVery professional staff.  I get a strong sense that your organization has vision and tries to implement it.ó  

¶ òMost of Options Niagaraõs programs are held during weekday afternoons which is inconvenient due to conflicting programs 

with other agencies.  Some of the programs should be held on weekends to allow everyone to benefit.ó  

¶ ò(Our facilitator) has brought her enthusiasm to our son.  Her energy has had a very positive effect!!  Thank you!ó 

 

People using services are supported to make their own decisions 4.46

Mainstream employees respect the rights of people using services 4.50

Mainstream provides supports that are individualized 4.44

Mainstream's services are flexible 4.33

Mainstream's services are responsive 4.37

Mainstream employees deliver high quality services 4.44

The roles and responsibilities of Mainstream employees are easily 

understood.  It is easy to see who does what 4.19

Mainstream employees work hard to find solutions to problems 4.48

Mainstream has demonstrated a willingness to adapt and change over time 

to effectively meet new challenges 4.23

Program locations are accesssible 4.16

Program locations are attractive and well-maintained 4.35
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OPTIONS NIAGARA - STAKEHOLDER SURVEY RESULTS 
 

Outcomes - All items received a score of  4/5 or higher.  The comments from stakeholders were overwhelmingly positive and 

they are very pleased with the services offered by Options Niagara.  

 

Limitations - The response rate was fairly low.  

 

Key Findings / Trends - The Options Niagara program is very different from the other programs at Mainstream.  It is a 

transitional program that provides support for a maximum of  7 years and the support provide is fairly minimal (1-2 hours per 

week). The goal is to help connect each person to their community so that they have a network of  natural supports in place rather 

than paid supports.  It is very encouraging to receive such positive comments from families and other stakeholders who may be 

used to working with programs that provide much more support.   

 

Proposed Action Plan - Ensure that the quality remains the same.   

 

 

 

 

 

. 
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PARTICIPANT SURVEYS (ALL PROGRAMS) 

YEAR TO YEAR COMPARISON 
 

 

. 
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PARTICIPANT SURVEYS (ALL PROGRAMS) - YEAR TO YEAR COMPARISON 

As mentioned earlier in this report, Participant Surveys were distributed last year and again this year.  Many questions were the 

same but several new ones were added for 2010.  The table below compares the satisfaction rate across all programs for the 2008-

2009 survey and the 2009-2010 survey.  

Response Rate: 71 surveys were completed in 2010 and 80 surveys were completed in 2009.   

 

 

 

 

 

. 

The staff at Mainstream listen to me 98.65% 97.50%

Mainstream answers my questions 97.26% 93.75%

The staff at Mainstream accept me for who I am 100.00% 100.00%

The staff at Mainstream respect my privacy 96.00%

I know my rights 89.47%

I am learning to use my rights responsibly 90.79% 93.75%

The staff at Mainstream respect my rights 100.00% 97.50%

I know what to do if I have a complaint 94.74%

I make my own decisions 94.52% 93.75%

I can do the things I want to do 95.89%

I have a say in what happens to me 95.89%

I have goals for the future 85.92% 86.25%

I can go to the places I want to go 98.63%

I can join in activities that I like 97.30%

Mainstream's buildings are easy for me to get around in 92.65% 86.25%

I feel like I am part of the community 95.83% 92.25%

I feel safe at Mainstream 100.00% 96.25%

I have a say in the services I get 97.33%

I am happy with the services I get 98.65% 98.75%

Questions

2008-2009 

results

2009-2010 

results
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PARTICIPANT SURVEYS - AGENCY RESULTS 
 

Outcomes - All items received 80% satisfaction or higher.  11 questions were the same in both surveys.  Of  these, the satisfaction 

rate for 9 of  them increased or remained the same (100%) from last year to this year.  Two items went down slightly from last year 

to this year:  òI am learning to use my rights responsiblyó and òI am happy with the services I get.ó  

 

Limitations - none  

 

Key Findings / Trends - In 2009-2010, there was an increased effort to provide opportunities for people to learn more about 

their rights and how to exercise them responsibly.  Rights classes are offered in the Resource Centre and a Rights Council was 

started in September 2009.  The decrease in satisfaction may represent the fact that people are now more aware of  their rights and 

are recognizing the need to learn more about how to exercise their rights.   The decrease in satisfaction for òI am happy with the 

services I getó was a decrease of 0.2% and represented one person out of 71 giving it a 4/5 rather than 5.     

 

 

Proposed Action Plan - Continue to provide opportunities for people to learn about their rights and the responsibilities that 

come with using these rights.    

 

 

 

 

 

. 
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GRAFFITI REMOVAL PROGRAM  

&  

GRAFFITI...WHAT A WASTE PRODUCTION 
 

 

. 
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GRAFFITI REMOVAL PROGRAM 

 

The Graffiti Removal Program began in 2007 as a result of  a United Way Innovation Grant for $10,400.  Mainstream had 

identified a community need (remove graffiti) and developed a partnership with the City of  St. Catharines.  The City of  St. 

Catharines benefited from the graffiti removal and individuals with a developmental disability gained valuable job skills.  The 

program began with graffiti removal from Canada Post and Cogeco Cable boxes and, in 2009, was expanded to include graffiti 

removal from city parks.   

 

The Graffiti Removal Team 

The team consists of  11 part-time employees, all of  whom have a developmental disability.  The team is lead by a Job Readiness 

Coach and supervised by Mainstreamõs Communications and Community Development Coordinator.  

 

Between April 1, 2009 and March 31, 2010 the Graffiti Removal Team cleaned a total of  1164 sites in St. Catharines.   

 798 Canada Post Boxes 

 338 Cogeco Cable Boxes  

 28 City Parks 

 

The City of  St. Catharines is billed for each site cleaned.  During this fiscal year, Mainstream received $37,200.00 for the work 

completed.   
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GRAFFITI: WHAT A WASTE 

PRODUCTION 

 

Mainstreamõs Graffiti: What a Waste Production was 

inspired by the idea of  teaching the community about the 

negative effects of  graffiti.  Now in its second year, it was 

started thanks to funding from the Ontario Trillium 

Foundation and Niagara Community Foundation.   

 

Carousel Players were instrumental in the creation of  the 

production as they recruited the professional theatre arts 

people needed to put the production on (director, producer, 

sound engineer, set designer, and stage manager) and 

allowed use of  their facility for the premiere.   

 

Graffiti: What a Waste is a puppet show geared to students from grades 1-6 and performed by people with a developmental 

disability.  The production hit the road in November of  2009 and ran until March 2010.   

 

From April 1, 2009 to March 31, 2010 Graffiti Production Team performed to 3082 students in 29 elementary schools across 

Niagara as well as at the In the Soil community art festival.    
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MAINSTREAM - AT A GLANCE 
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MAINSTREAM - EMPLOYEE SURVEYS 

Survey Method: Surveys were handed out to employees at program meetings.  Employees were asked to complete the surveys 

and return them to the Quality Improvement Coordinator.         

Response Rate: 51 surveys were distributed.  45 surveys were returned for a response rate of  88.23% 

Response Distribution: Admin    13.33%  (all 6 were completed)  

    Supported Living   44.44%  (20 out of  a possible 25 were completed) 

    Supportive Independent Living 13.33%  (6 out of  a possible 7 were completed) 

    Resource Centre   13.33%  (all 6 were completed) 

    Options Niagara    15.56%  (all 7 were completed) 

Target: To receive a score of  4/5 for each item (our target in 2009 was 3.5/5)  The scale given was from 1 = strongly disagree to 5 

= strongly agree.   

 

 

 

 

. 

Questions 2009-10 results 2008-09 results

I am paid fairly for the work I do 3.76 4.50

I am satisfied with my benefits 3.65

My workload is reasonable 4.07 3.50

I am satisfied with the flexibility of my work hours 4.36

My workplace is accessible to me. 4.56 4.50

I feel safe in my place of work 4.40 4.50

I have opportunities for advancement 3.80

The process for considering applicants for job opportunities is fair 3.82

I have job security 3.96

I know what is expected of me in my job 4.27

I get the training I need to do good work 4.33 3.50

I have the resources I need to do my job well 4.11 3.25
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Policies and Procedures are useful and easy to follow 4.09 4.00

My job makes good use of my skills and abilities 4.07

The program I work in is meeting participant needs 4.36 4.25

I am valued by my employer 4.04

I receive adequate recognition for my good work 3.96

I am proud to work for Mainstream 4.53 4.50

The work I do makes a difference at Mainstream 4.34 4.25

My job gives me a strong sense of personal satisfaction 4.38 3.75

Overall, I am satisfied with my job 4.29

The is the best job I've ever had 4.24 4.00

Mainstream maintains high standards of quality service 4.48 4.25

I have a clear understanding of Mainstream's mission, philosophy and values 4.59 4.00

Mainstream follows its mission, philosophy and values 4.43

I have a clear understanding of Mainstream's strategic goals 4.32 3.50

Organizational Management communicates effectively with the agency 3.68 3.25

Organizational Management establishes a clear direction for the organization 4.16

Organizational Management is impartial 3.84

Organizational Management is available when needed 4.16

Individual differences are respected at Mainstream (gender, ethnicity etc) 4.41

I can report unethical activities without fear of reprisal 3.66 3.75

My relationships with co-workers are positive 4.50

I feel emotionally safe at work 4.36

My co-workers are trustworthy 4.32

Co-workers follow through on their responsibilities / commitments 4.09 3.75

My team focuses on fixing problems rather than on assigning blame 4.27
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Selected comments from Employee Surveys 

¶ òMainstream is by far the best agency I have worked for and I feel privileged to be an employee.ó  

¶ òMainstream shows much professionalism and the highest standards of work and support for the individuals we support.  I 

know I am always welcome to discuss any concerns/issues with Management.  They encourage it.ó  

¶ òIt is very sad that many organizational meetings got cancelled over the last few months.  It raises a huge concern for 

organizational communication and effectiveness.ó 

¶ òI sometimes feel like I waste a lot of time trying to get my computer to work or log on to the server.ó  

¶ òI think we should make more money.  The cost of living is expensive.  Thanks.ó 

¶ òThe staff I work with are positive, trustworthy and supportive on a consistent basis. All staff encourage all decision made by 

our team which I believe builds our team spirit as well as our communication amongst each other.ó 

¶ òSometimes I do not feel safe here.  The possibility to be assaulted is always on my mind.ó  

¶ òSome issues are ignored instead of addressed for fear of hurting peopleõs feelings.  Maybe focus on job responsibilities and 

not personal issues/ factors.ó 

 

I am treated respectfully by co-workers 4.50

There is a strong spirit of teamwork and cooperation among employees 4.30 3.25

Communication is encouraged at Mainstream 4.25 4.00

There is good communication in my team 4.30

There is good communication between programs 3.43

Employee input is considered before decisions or changes are made 3.45 2.25

I am kept well informed by Mainstream about matters that affect me 3.98
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MAINSTREAM - EMPLOYEE SURVEY RESULTS 

Outcomes  - 32/44 (72.7%) of  the items met our target of  4/5.  Twelve items fell below the target.   

Limitations - None 

Key Findings / Trends  

¶ 85.7% of  items that were asked in both years showed an increase from 2009 to 2010.  In some cases, the increase was quite 

significant.  For example: òEmployee input is considered before decisions or changes are madeó went from 2.25/5 to 3.45/5.  

While it does not yet meet our target of  4/5 it does show that changes made in the past year were effective. 

¶ Items asking about on how well Mainstream follows its mission, philosophy, and strategic goals as well as those that asked 

about the quality of  the services we provide all scored very high.  Job satisfaction across programs was also very high.   

¶ Of  the twelve items that fell below 4/5, five of  them have to do with communication, between programs and across the 

agency.  Another six have to do with employment standards such as salaries, benefits, advancement, and job security and 

employee recognition.  The final item that fell below 4/5 was the impartiality of  organizational management.   

¶ While there were no questions directly related to information technology, the employee comments show that there is work to 

be done to increase the efficiently and effectiveness of  our computers and remote access to our server.  

 

Proposed Action Plan 

We have introduced a number of  strategies to improve agency communication.  Our monthly HR Block newsletter and monthly 

Team Leader meetings both help ensure that information is shared across the organization.  Our person-centred planning process 

encourages inter-program communication between employees to ensure that all of  the people involved in providing support are 

actively involved in the goal-planning process.   

We will continue to work on improving the communication between programs and across the agency as well as increasing 

transparency in the decision-making process.  The Executive Director will begin producing a monthly Management Report on the 

activities of  the organization as a way of  keeping everyone informed.    
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MAINSTREAM - BUSINESS FUNCTION MEASURES 
 

 

. 
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MAINSTREAM - BUSINESS FUNCTION MEASURES 
 

SERIOUS OCCURRENCES 

All providers of  services that are funded, licensed or operated by the Ministry of  Community and Social Services (MCSS) are 

responsible for delivering services that promote the health, safety and welfare of  program participants.  Mainstream is accountable 

to the Ministry to demonstrate that our services are consistent with relevant legislation, regulations and/or Ministry policy.   

Serious Occurrence (SO) reporting is one of  the many tools providing MCSS and Mainstream with an effective means of  

monitoring the appropriateness and quality of  service delivery.  Monitoring includes an ongoing review of  our practices, 

procedures and training needs.   

Serious occurrences are defined in eight categories.  They are:  

1) Any death of  person while participating in service 

2) Any serious injury to person while participating in service 

3) Any alleged abuse or mistreatment of  a person receiving service 

4) A missing person 

5) A disaster on the premises where service is provided 

6) Any complaint about the operational, physical or safety standards of  the service that is considered serious by the service 

provider 

7) Any complaint made by or about a person in service or any other serious occurrence involving a program participant that is 

considered by the service provider to be of  a serious nature.  

8) Any physical restraint of  a person in service 
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MAINSTREAM - BUSINESS FUNCTION MEASURES 

 

SERIOUS OCCURRENCES 

 

A total of  14 Serious Occurrences were reported during the period April 1, 2009 to March 31, 2010. 

 

 

 

 

 

 

 

 

 

 

 

All incidents were reported within 24 hours as per Ministry reporting procedures and no further action was recommended by 

MCSS on any of  the Serious Occurrences.  

 

The incidents that occurred were reviewed to identify patterns or issues that may have contributed to them.  As a result of  the 

review, it was determined that the incidents were not systemic in nature and no further action is required.    

Please refer to the previous page for 

a description of  each Serious 

Occurrence Category.  

 

Note: In category 7, six of  the eight 

Serious Occurrences involved the 

same person 
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EMPLOYEE ABSENTEE RATE  

Objective: To maintain a consistent staff  

complement in all programs. 

Target: To reduce employee sick time by 10% 

from the previous year.   

Definition : All employees entitled to sick time 

receive an equivalent of  two weeks of  sick time 

per year.  This can be accumulated up to 12 weeks. 

These sick days can be used for personal health, 

family health or mental health reasons.     

Outcome: The average sick time usage was 77.17% during the period April 1, 2009 to March 31, 2010.  

Limitations:  Employees were excluded from data collection if  they were not entitled to sick time pay (relief  and contract).  In 

considering the different departments in which to categorize staff, employees were placed in the category that reflected the 

program in which they spent the majority of  their work year.  

Key Findings / Trends:  

¶ As an agency, the sick time usage decreased from 87% in 2008-2009 to 77.17% in 2009-2010. 

¶ Sick time usage in Day Supports (Resource and Options) decreased from 93.89% to 74.25%.  

¶ Sick time usage in Residential (SL and SIL) decreased from 93.89% to 92.45% 

¶ Sick time usage in Admin decreased from 80.78% to 38.27%.  Note: in 08-09, one Admin staff  was off  on extended sick leave. 

Proposed Action Plan: begin tracking why sick days are used (physical health, family health or mental health) in order to identify 

trends and corresponding supports that Mainstream can put in place to reduce employee absenteeism.  

 

38.27%

84.26%

48.21%100.28%

100.64%

Admin

SL

Options

Resource

SIL



Page 61  

O u t c o m e s  M a n a g e m e n t  R e p o r t 
2 0 0 9 - 2 0 1 0  

MAINSTREAM - BUSINESS FUNCTION MEASURES 
 

INSTANCES OF EMPLOYEE INJURY  

 

Objective: To reduce the number of  work-related employee injuries. 

 

Target: As an agency, we will have no work-related employee injuries.  

 

Outcomes: There were 9 employee injuries, eight resulting from program participant aggression.  There were no lost time injuries.   

 

Limitations: There is a chance that employee incidents/accidents go unreported.  

 

Key Findings / Trends: There were 9 employee injuries between April 1, 2009 and March 31, 2010.  Two occurred in the 

Resource Centre, two in SIL, four in SL, one in Options Niagara and none in the Administrative Department.   

 

 

 

 

. 



Page 62  

MAINSTREAM - BUSINESS FUNCTION MEASURES 
 

EMPLOYEE TURNOVER  

Objective: To attract and retain a quality workforce. 

 

Target: To maintain our present workforce. A consistent workforce is frequently indicative of  the satisfaction of  employees.  In 

addition, long-term employees contribute expertise and knowledge that is invaluable to both newer employees as well as the people 

using our services.   

 

Outcome:  11 employees left between April 1, 2009 and March 

31, 2010.  Seven of  these were contract employees.  Only one 

employee left for work elsewhere.  

 

Limitations:  None  

 

Key Findings / Trends: Mainstream has historically maintained 

a low turnover rate.  In fact, eighteen employees have been with 

Mainstream for over 10 years.  Typically, Mainstream staff  move 

between departments rather than leaving for other employment.   
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MAINSTREAM - BUSINESS FUNCTION MEASURES 
 

EMPLOYEE TRAINING  

Objective: To ensure that all staff  are up to date in First Aid, cardiopulmonary resuscitation (CPR) and non-violent crisis 

intervention (NVCI) training. 

 

Definition: Mainstream has internal trainers who are qualified to teach NVCI training.  They received this training from the Crisis 

Prevention Institute (CPI).  First Aid and CPR training must be accessed through an outside source.   

 

Outcome:  As of  March 31, 2010, all staff  were up to date on their First Aid, CPR and NVCI training.   

 

Limitations:  Only active direct support staff  are considered.  

 

Proposed Action Plan: While Mainstream tries to ensure that all employees are up to date with First Aid, CPR and NVCI 

training, one challenge we face is that new employees hired will often have different expiration dates on their certifications.  In 

January 2010, we held our first annual training weeks and both NVCI and CPR refreshers were offered.  These training weeks will 

be held in January every year.  The goal is that all new employees will be on this training cycle within one year of  being hired.   

 

 

 

 

 

. 
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EMPLOYEE DEVELOPMENT and ORGANIZATIONAL LEARNING  

Objective: To ensure that employees have the opportunity to take at least one training course outside of  mandatory CPR and CPI.  

 

Rationale: It is important to Mainstream to ensure that all employees have the opportunity to take courses and other training to 

further their professional development.  All employees complete an annual performance appraisal where personal and employment-

related goals are identified.  They are then encouraged to identify trainings that they would like to attend.  

 

Outcome:  Between April 1, 2009 and March 31, 2010, 44 external training opportunities were accessed by Mainstream staff.  Some 

staff  attended several of  these trainings and some did not attend any.  In total, Mainstream sent 88 employees to 44 non-mandatory 

training sessions.   

In addition to this, several training sessions were included as part of Mainstreamõs annual training weeks which were held in January 

2009.  These included Person-Centred Planning, Health and Safety overview, Universal Precautions, Work-Life Balance and Stress 

Management, and Reinforcing Reinforcement. In January of  2010, Mainstream successfully applied to become one of  16 agencies 

across Ontario to participate in the Core Competencies pilot project.   

 

Limitations: Employees are responsible for completing a Course/Workshop Attendance form after any training attended.  Not all 

employees do this, making it difficult to keep accurate numbers for reporting purposes.  

 

Key Findings / Trends: We do not have a process that clearly identifies what training each employee needs to be successful. We 

have improved our system for tracking employee training in the past year but we need to continue to work toward developing a 

system that accurately tracks what training would be beneficial and what training has been attended.   

 

. 
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ACCESSIBILITY PLAN 
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ACCESSIBILITY FOR ONTARIANS WITH DISABILITIES ACT (AODA) 

 

On June 13, 2005, the Government of  Ontario passed the Accessibility for Ontarians with Disabilities Act (AODA).   

 

The purpose of  the Act was to benefit all Ontarians by:  

 

(a) developing, implementing and enforcing accessibility standards in order to achieve accessibility for Ontarians with 

disabilities with respect to goods, services, facilities, accommodation, employment, buildings, structures and premises 

on or before January 1, 2025; and 

(b) providing for the involvement of  persons with disabilities, of  the Government of  Ontario and of  representatives 

of  industries and of  various sectors of  the economy in the development of  the accessibility standards.. 

 

 

The Act: 

¶ makes Ontario the first jurisdiction in Canada to develop, implement and enforce mandatory accessibility standards, and  
¶ applies to both the private and public sectors. 
 
 
 
Through the Act and Accessibility Standards, the goal is to make Ontario accessible by 2025.  

 

 


