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Greater Vancouver Community Services Society is one of 

BC's oldest and largest accredited community care service 

providers. GVCSS cares for 4,000 people each year,  

including the elderly, individuals with disabilities and those 

who require support to retain or regain their health and  

independence. 
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Susan Witter 

Board Chair 

On behalf of the GVCSS Board of  

Directors, we are pleased to report that 

2017-2018 was an engaging and fulfilling 

year with great promise for the future.  

While we ended the year with a financial 

deficit, we  are confident  that the Society 

is on pace for our previous three-year  

projection to eliminate the operating deficit and strengthen 

GVCSSô financial position. 

This year we bid farewell, with a huge vote of thanks, to three 

of our board members.  Marshal Nickel, Suzanne Bolton and 

Patti Lowery have all fulfilled their maximum number of terms 

of service to the Board of Directors. Without the dedication and 

foresight of these committed individuals, GVCSS would not be 

the successful and respected, client-focused community care 

provider that it is today.  Each one brought their unique energy 

and knowledge to the board.  Thank you for your service to 

GVCSS, and our community. 

We are also pleased that three new talented individuals have 

joined the Board of Directors this year.  GVCSS welcomes 

Sarah Bell, Effie Pow and Sandra Michaels. We are grateful for 

their energy, enthusiasm, as well as the expertise they bring to 

the board.   

The board is happy to report the successful completion  

of the first year of the three-year Strategic Plan. With the  

support of our excellent staff, this plan will ensure that this  

organization continues to build on our tradition of high quality, 

professional care, making GVCSS a leader and provider of 

community services.  

James Challman 

Chief Executive Officer 

It continues to be my distinct pleasure to be a 

part of GVCSS, an organization based on 

caring, respect, collaboration, accountability 

and integrity.   

The strategic plan goals developed by the 

board continue to provide direction as we go 

forward with our established programs and plans for the future.   

The Leadership Team is committed to action the goals set out by 

the board, seeking input to provide a forward-thinking approach, 

and striving to improve and grow our services to keep GVCSS on 

a strong course into the future. 

Growth took form this year in the successful bid to operate the 

Transitional Care Centre (TCC) in a contract with Providence 

Health Care.  Adjacent to St. Paulôs Hospital, the TCC operates 

round-the-clock assistance and provides transitional  

accommodation for clients discharged from the hospital who are 

in need of safe short term shelter and assistance connecting to 

community services. While the contract began February 5, 2018 

construction delays prevented services to any individuals as of 

the fiscal year end. 

Challenges in recruitment continue to be a focal point for GVCSS 

this year as the entire Home Care Supports industry is  

experiencing a rise in the need for Community Health Workers.   

A successful new initiative has been the employee referral  

program.  The implementation of this program is blossoming and 

we find that word of mouth from our current staff plays an in-

creasing role in the recruitment of new front line workers.  Our 

goal for the upcoming year is to continue this initiative while also 

researching initiatives for increased retention, to reduce turnover 

and the need for additional recruitment. 

Certification of Recognition (COR) was achieved once again in 

May of 2017, with a compliance score of 95%.  This is our  

highest score yet, and far exceeds the minimum requirement of 

80%.  This signifies the focus GVCSS has on creating and  

maintaining safe working conditions throughout the organization.  

We look forward to striving for an even higher COR score next 

year as well as focusing on preparing for our CARF Accreditation 

survey that will occur in the 2018-19 fiscal year, with a goal of 

achieving another three-year accreditation.  

A message from our Board Chair and Chief Executive Officer 

Board of Directors   
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Susan Witter, Board Chair 

Dr. Graham Bryce, Vice Chair 
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ñNo organization ever created an innovation.   
People innovate, not companies.ò   

  - Seth Godin 
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Report from Home Support 
Submitted by: 

Maria Moeller, Clinical Director 

Isabel Sum, Director of Home Support Operations 

Carol Schmidt, Assistant Director  

 

GVCSS has operated a Home Support program under a series of service contracts with the Vancouver Coastal Health  

Authority, and its predecessor agencies dating back to 1978. We also deliver Home Support services to clients referred to us 

by the Department of Veterans Affairs, WorkSafe BC, ICBC, Ministry of Child and Family Development, and Community  

Living British Columbia. The Home Support department works diligently to efficiently meet both the needs of our clients and 

Community Health Workers  

 

Sadly, in the summer of 2017, Diana Hill, Director of Home Support Services,  was diagnosed with cancer and was on  

medical leave for much of this last fiscal year. During this time, Dianaôs workload was collaboratively managed by the  

Clinical Director, Director of Operations and Assistant Director. The absence of Dianaôs caring spirit and strong leadership 

was definitely felt among the Home Support team, as well as the larger body of GVCSS staff. 

 

Recruitment 

Recruitment challenges of both Community Health Workers (CHWs) and supervisors continues to be a major obstacle in  

the Home Support department. A shortage in CHWs results in an increase in overtime, sick days and CHW burnout.  

CHW absences have a negative impact on care  

continuity and client satisfaction. Due to lack of  

available CHWs, some new intakes cannot be  

accommodated and are placed on a repatriation list.  

 

A procedure has been created to address the needs 

clients that currently are waiting on this list in order to 

get them enrolled in Home Support services as soon  

as possible.   

 

To address retention concerns, GVCSS is forming a  

committee in the spring of 2018. Through a series of  

surveys and exit interviews, the aim will be to tackle  

and lessen the adverse impacts of recruitment  

challenges and improve CHW retention.  

 

Safety 

Safety has always been a top priority and strength of the Home Support department. We continue to excel in the certificate  

of Recognition program (COR) and achieved a score of 95% this year. We have successfully implemented the Champlain 

Heights Cluster Safety initiatives and have worked collaboratively with Vancouver Coastal Health to set up the Buddy  

System. After the first year of implementation, evaluation of the Downtown Eastside Evening Shift Buddy System was  

conducted.  In August of 2017, the injury/hazard statistics showed zero report of any unsafe incidents during the ñBuddyò 

shifts and Community Health Workers from the team expressed satisfaction and appreciation about this system during the  

evaluation meeting. GVCSS has been an active participant in SafeCare BCôs initiative in creating educational and  

Occupational Health and Safety program resources for organizations in the community sector. Home Support Director Diana 

Hill has been a member of the SafeCare BC Board of Directors and Clinical Director Maria Moeller has been an active  

member of SafeCare BCôs Technical Advisory Committee since 2016. Annual Safety training was done for all  

employees to meet the CARF and COR Requirements. 

Community Health Worker Appreciation Day 2017 
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Number of Home Care Clients Number of Community Health  Workers Total Annual Service Hours 

2,500 600 795,200 

Operations 

Every year GVCSS sets aside funds for the professional development of Home Support leadership, supervisors and nurses. We 

provide educational seminars and training workshops around communication, leadership development, and clinical information 

related to improving the care our clients receive. Supervisors and nurses who attend  are appreciative about the opportunities   

The GVCSS nursing team took part in a workshop on instructional skills enhancement and the skills that were learned provided  

the team with additional tools for delivering a more engaging and effective training for our Community Health Workers. The Home  

Support department and Nursing Support department have also put together an electronic version of our Operational Manual and 

is available to all GVCSS supervisors and nurses.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

GVCSS continues to be recognized as having the skills to properly care for clients with complex needs combined with challenging  

behaviours. Through working collaboratively with Vancouver Coastal Health clinicians on behavioural care plans, GVCSS has  

recently requested to acquire a complex client from another home care organization. The complexity of care our Home Support 

clients require has increased and some require round-the-clock care. A team of CHWs was created to specifically to address the 

needs of this group of 6-7 clients. The needs of the client, as well as family involvement in care, has lead to more scheduling  

coordination on the part of Home Support supervisors.  

 

 

 

 

 

Looking Ahead 

The Home Support department continues to stress the importance we place on meeting our clientsô needs and their service  

expectations while effectively managing the competing priorities in the current healthcare environment. It is our goal to keep  

our CHWs, supervisors and nurses engaged in placing the priorities of our clients and the agency at the forefront of our operation.   

Our reputation for quality training programs and our collaborative approach to problem solving is appreciated and welcomed by our 

partners. GVCSS will continue to strive to maintain these positive relationships in the coming year to ensure the top service  

available for our clients.  

Above: The GVCSS Nursing Support team delivers dementia training for Community Health Workers. 


