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@ Message from the Board Chair

As Chair of the Board of Directors for the Greater Vancouver Community Services
Society, it is both an honour and a privilege to reflect on the accomplishments,
challenges, and progress of the past year.

GVCSS continues to be a vital part of the fabric of our community, providing
essential home and community care services to hundreds of individuals across
the region. In the face of evolving needs and persistent pressures on the health
and social care sectors, our dedicated staff, volunteers, and leadership team have
shown exceptional resilience, adaptability, and compassion.

We continued with our commitment to inclusive and client-centered care. Whether supporting individuals
with complex needs or delivering home support services to those in need, GVCSS has remained steadfast in
its mission to enhance lives with dignity and respect. | am continually inspired by the stories of the impact our
people have made on the lives of the individuals we serve.

The Board has focused on supporting strategic initiatives that strengthen our organizational foundation and
ensure long-term sustainability. We are proud of the steps taken toward achieving our strategic plan to build on
our core competencies, investment in our people, and deepening our relationships with partners, funders, and
the communities we serve to delivery quality services with care.

This year, we continued to work on our new strategic plan by expanding into new service areas. Most

notably through securing new multi-year respite care contracts with the BC Ministry of Children and Family
Development (MCFD). Additionally, our move into a new office has given us the space and flexibility we need to
grow into the future.

On behalf of the Board, | want to recognize and thank our dedicated staff, leadership team, and volunteers.
Your commitment, professionalism, and empathy drive our mission forward every single day. We also extend
our gratitude to our partners and funders, whose support enables us to keep reaching those who need us most.
Your commitment reflects the very best of what community service stands for.

| also wish to express sincere appreciation to our volunteer Directors for their unwavering support and
dedication. | want to thank Freya Tomren who completed her 6 years as a Director. | also want to thank Victor
Holysh, Christine Paramonczyk, Sue Chong, Francis Feng, Arsalan Ghani, Claire Gram, Vivien Huang, Atesh Kant,
Alla Sedov, Megan Tardif, Mandana Tehrani, and Reiko West who will continue to contribute their time and
expertise on the Board of Directors.

As we look to the future, we remain committed to evolving in response to the changing needs of our
communities—anchored by our core values of professionalism, compassion, respect, responsiveness,
collaboration, accountability, and ethical conduct. GVCSS is well-positioned for continued growth and excellence
in providing care; | approach the year ahead with both optimism and a strong sense of purpose.

Bijan Pourkarimi
Board Chair
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@ Message from the CEO

The 2024-2025 fiscal year has been a remarkable period of growth for GVCSS.
Growth, for us, is not only measured by the expansion of services, but also by
the increasing stability of our financials and the continuous development of our
people. One of the year’s highlights was the successful 3-year full accreditation
via CARF, received in June 2024.

At GVCSS, we define our organization not as “they” or “them”—but as “we” and
“us.” We grow together, driven by shared purpose and collective action. This
year, we expanded our impact by launching new initiatives, including the Respite
Services for Children with Disabilities supported through the Child & Youth with Special Needs funding, and
broadening our service reach through a new contract with the Ministry of Children and Family Development.

Professional development remained a priority. Alongside foundational training in areas such as First Aid and
Medication Administration, we expanded access to a wide range of online learning opportunities through the
Surge Learning platform. All staff now engage in core training, including Cultural Competence and Indigenous
Cultural Safety, alongside targeted modules tailored to their specific roles—from Customer Service to safe lifting
practices.

Financially, GVCSS achieved significant gains. We saw a 5% increase in contracted revenues, including
administrative funding that supports our frontline services. With a balanced budget we are well-positioned for
sustainable growth.

To guide our direction, the Board of Directors implemented a three-year Strategic Plan at the outset of the
year. With the support of experienced facilitators, we also introduced governance training to onboard new
Board Members and refresh the knowledge of existing ones. These efforts have strengthened our leadership
foundation.

Our Leadership Team collaborated with facilitators to develop an Operational Plan aligned with the Board’s
strategic objectives. These strategies were shared organization-wide, enabling staff and teams to align their own
goals with our collective mission. In the year ahead, we will review these program goals to refine our direction
and further integrate feedback into our planning processes.

Looking to the future, we are excited to continue this journey of growth—expanding services to meet our
community’s needs and deepening staff expertise. Our aim is to make GVCSS not only a leader in community
services, but an Employer of Choice. United in purpose and guided by shared values, we are confident in our
ability to meet the challenges ahead and build an even stronger 2025-2026.

James Challman

Chief Executive Officer
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@ Report from Home Support

Submitted by Niraj Wala, Home Support Manager

In 202425, our focus remained on strengthening internal structures, optimizing workforce capacity,
and advancing service delivery. The following key initiatives were implemented to align operations with
organizational goals and support high-quality care delivery.

Team Development and Operational Structure Enhancement

We prioritized team development with a focus on unified direction and operational efficiency. A major
restructuring of the scheduling team, with one supervisory role to provide guidance and oversight was
implemented. This has contributed to smoother workflows and more effective scheduling processes.

We improved workflow efficiency through consistent internal communication, including regular memos and
team meetings. These tools have supported stronger alignment and collaboration across departments, and an
improvement in responsiveness.

Workforce Optimization

Throughout the year, significant progress was made in optimizing our workforce to better meet operational
demands. Focus was given to the projection and planning for additional Community Health Workers (CHWs).

By the end of the fiscal year, 90% of these workforce projections were successfully achieved. Additionally, we
successfully overcame workforce challenges by filling full-time coverage across all lines. These efforts have
resulted in improved scheduling consistency, reduced gaps in coverage, and strengthened our capacity to deliver
timely and effective services.

Workforce Partnership Development & Student Practicum Support

In January 2025, we initiated a workforce development partnership with organizations such as ISS of BC. Though
still in the early stages, this collaboration aims to strengthen recruitment pathways and support sustainable
workforce growth. We look forward to building strong and impactful partnerships in the coming year.

In September 2024, we proudly supported Douglas College practicum students, offering valuable hands-on
experience and contributing to the professional development of future healthcare workers.

Niraj Wala,

T Riiaadh
oty 8 il Manager,

| meeting with

attendees

of the

§ Immigration

Services

Society of BC

Hiring Fair in

January.
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@) Report from Home Support - Clinical Services

Submitted by Yasaman Bonyanpour, RN Clinical Manager

The Home Support department has continued its commitment to improving service delivery, enhancing
staff support, and maintaining high standards in occupational health and safety. Below is a summary of key
achievements and developments throughout the year:

Clinical Training

In the 2024-25 fiscal year, one of our key accomplishments was the implementation of yearly mandatory clinical
training through the Surge e-Learning platform. This system has streamlined the training process, making it
more accessible and efficient. In the coming year, we aim to expand access by ensuring all employees have the
opportunity to complete their training either remotely or through computer stations available at the office. In-
person clinical training was also provided to staff who required additional support in enhancing their skills and
knowledge, ensuring they are well equipped to deliver high quality care to individuals.

CARF Accreditation

Policies and procedures were reviewed to ensure alignment with CARF accreditation standards, confirming
compliance across all relevant areas. Additionally, an accessibility report was conducted for Home Support
services to identify and address potential barriers, with recommendations made to enhance access and
inclusivity for individuals served.

Access to PPE

We have made improvements in ensuring CHWs have adequate access to PPEs. Nursing supervisors have played
a crucial role by conducting regular check ins with CHWSs to monitor proper PPE usage and fulfill any outstanding
PPE needs. This approach has significantly contributed to maintaining a safe working environment for staff.

Vaccination Clinics

To support staff and client health, we organized vaccination clinics offering vaccinations such as COVID-19,
flu, tetanus, and pneumonia. The clinics were strategically located to maximize accessibility, with two sites in
Vancouver and two in Richmond. These efforts have contributed to increased immunization coverage.

Occupational Health and Safety

The department held regular Joint Occupational Health and Safety Committee meetings on a monthly basis.
These meetings served to identify and address health and safety concerns, investigate incidents, review safety
procedures, and update policies. We also analyzed trends and implemented preventative strategies to reduce
workplace risks.

Partnership with Universities

We connected with Capilano University to engage with graduating Health Care Aid students through an
informational presentation about our organization. The session introduced students to career opportunities
within Home Support and provided insights to help them transition successfully into the workforce. By building
this relationship, we aim to support the next generation of Health Care Aids and strengthen our future
recruitment efforts.

Greater Vancouver Community Services Society Annual Report 2025 PAGE 5



@ Clinical Services Continued...

Rewards and Recognition
This year, we proudly nominated one of our s
dedicated Community Health Workers for a
recognition award through the BC Care Providers *
Association. The nomination was a collaborative &
effort, with input gathered from across all Home
Support teams to highlight the CHW'’s exceptional
commitment and impact. We celebrated our
nominee’s achievement together, recognizing

the vital role they play in supporting clients and
strengthening our care community.

New Office Relocation The Home Support team congrautalting Hardishpal Bhullar on her BCCPA Care
This year, we successfully transitioned to a new  Provider of the Year Nomination.

office space by prioritizing thorough planning

and effective change management. Advance coordination and clear communication helped ensure minimal
disruption to daily operations. Staff were supported throughout the process, with resources and guidance
provided to ease the transition. As a result, the move was smooth and well-received, promoting a refreshed and
productive work environment.

Professional Development

Professional development was prioritized by offering targeted growth opportunities and professional
development for supervisors. Team-building sessions were conducted for both the scheduling team and nursing
supervisors. An external coach facilitated focused workshops on leadership, communication, and collaboration.
These initiatives fostered a more cohesive, engaged, and high-performing team environment.

Community Engagement and Events

The Home Support department actively participated in community events such as Kitsilano Neighbourhood
House Senior Fair. These engagements provided valuable opportunities to educate the public about available
home support services and offer important health and safety information to community members. Our
involvement helped strengthen connections with the community and raise awareness of our services.
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€D Report from Community Living

Submitted by Melanie Mendonca, Director of Community Living

Supported Housing — funded by Vancouver Coastal Health

GVCSS operates three Supported Housing programs. Honoria Conway and Noble House provide support for
individuals needing medical and physical supports to live independently in the community using a shared
care model. The individuals in these programs have specific times scheduled for them to receive care and
still have access to staff 24 hours a day. All individuals residing in these programs must be able to direct
their own care and manage their personal affairs. In January 2025, we said goodbye to one individual and
it was a happy occasion as they were able to move back into independent living with less support. We
welcomed a new individual in March 2025.

Railway House is designed to assist individuals to stabilize their mental health so that they live as
independently as possible. The program is a licensed shared living home that supports 10 individuals
living with mental health diagnosis and health care concerns. The individuals residing in the home, are
independent in their personal care, and either manage their own affairs or have someone assist them with
their personal affairs. Most of the individuals can go out on their own and those that cannot have access to
peer support.

The Supported Housing program proudly works closely with the teams from Raven Song and Three Bridges
health units and the Richmond Mental Health team to help ensure that as the individuals age their needs
are promptly met. This has fostered a great working environment and collaborative team approach.

Transitional Care Centre and HUB — funded by Providence Health Care

These two programs offer temporary assistance for individuals discharged from St Paul’s Hospital who are
awaiting placement in the community. The individuals being served in this program have concurrent mental
health disorders and substance use disorders.

In the 2024-2025 year, the TCC and Hub assisted 426 individuals (401 in previous year). This program
supports individuals in accessing resources such as housing and treatment. This year we saw 95 individuals
bridge into housing programs (83 in previous year), 152 went into detox or treatment programs (127 in
previous year) and we report a recidivism rate of 25%.

This year we experienced our first overdose death the HUB. This has resulted in further conversations with
Providence Health in hopes of updating their internal protocols in this area. Grief counselling and further
education have been provided to the team.

Staff at the TCC and HUB are trained to face many difficult behavioral issues which can escalate quickly.
GVCSS takes the health and safety of our team members very seriously and we are pleased to report that
no WorkSafeBC claims were filed in the last year.
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Shared Living Homes and Community Inclusion — funded by Community Living BC

GVCSS operates six Shared Living Homes, throughout Greater Vancouver. Key components for our Community
Inclusion program is goalsetting for all the individuals and creating Personal Service Plans that are trauma-
informed and reflect a person-centred model of care.

All shared living homes have both a daily activity schedule and a monthly schedule, which ensures ample access
to community and recreational events. In the warmer months, highlights include day trips to the Sea to Sky
Gondola, Bowen Island and Harrison Hot Springs. Special community events included the Stalew Pow Pow,
Disney on Ice, Vancouver Giants and Canadian games, the PNE, the Cherry Blossom Festival, and other various
events throughout the lower mainland.

The individuals particularly enjoy holidays. Outings include trips to the pumpkin patch, Halloween and Easter
parties and tours of Christmas lights. All outings bring big smiles. With thorough planning, we were able to plan
for two individuals to go to Disneyland. Future plans include another trip to Disneyland and a Disney Cruise to
Alaska.

We encourage the individuals to participate in-house activities such as games, crafts, music lessons, baking

and reading programs. Many of the Individuals attend services to connect with their faith communities. We
encourage individuals to be active and participate in exercise programs such going for walks or using a treadmill,
riding a stationary bike, swimming or going to the gym.

We are pleased to report that the individuals continue to grow and meet their goals. There is excellent
collaboration and a team approach between GVCSS, Health Services for Community Living teams, families and
doctors of the individuals.

The Community Living program, and all of GVCSS, are saddened by the passing of five Community Living
Individuals this year. Two of these individuals have been with us for over thirty years, one for over 15 years and
one of these individuals was with us for four years. They will be deeply missed by both staff and individuals who
became their family.

Home Share — funded by Community Living BC

In this program a person with a developmental disability lives with a family in their home. The individual
becomes integrated in family life and has opportunities to develop natural relationships and social circles. Our
Home Share placements continue to do well. The individuals residing in these settings are thriving Home Share
providers and individuals have formed good bonds which resulted in a healthy environment where the individual
can reach their goals. We facilitated 8 Home Share clients in 6 homes in 2024-2025.

Child and Youth Respite — funded by Ministry of Children and Family DevelopmentC
This past year, the Community Living department opened its first Child and Youth Respite home in Burnaby. The
two youths sharing this respite home, have become more adjusted and so far are exceling while at the home.

We did receive 2 new respite contracts from MCFD, however these homes are opening in the upcoming 2025-
2026 fiscal year.
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Community Inclusion upholds the rights of the individuals served and fosters a sense of belonging and well-
being by supporting their participation in all aspects of community life, such as housing, recreation, and
social activities. This approach focuses on individual choice, opportunities to make friends, and the ability to
contribute to the community, leading to richer, more fulfilling lives for individuals and stronger, more vibrant
communities for everyone.

Thank you to the GVCSS Community Lving team
for prioritizing Community Inclusion events and
activities for the individuals we serve!
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@ Report from Human Resources

Submitted by: Karen Foster, Director of Human Resources

Recruitment & Retention GVCSS Staffing

Regular staff numbers increased last year due to an -
increase in regular positions posted for Community

Health Workers and excluded staff due to expanding Regular 126 115

the Finance team and adding a temporary Home

Support Liaison role. Casual 247 252

GVCSS hired a total of 86 new employees in 2024~— Excluded 13 10

2025, a significant increase from 56 the previous year.

This included 6 administrative staff, 48 Community Total 386 377

Living (CL) staff, and 32 Home Support (HS) staff.

Recruitment for key positions such as Liaison Officer

and Senior Accountant proved challenging, with initial hires not completing their probationary periods. However,
successful replacements were secured, including a new Liaison Officer to support the Home Support Manager
and a Senior Accountant who will join the Finance team in June 2025. We also recruited a temporary Finance
Manager in August to cover the Finance Director’s maternity leave which started September 2024. Through our
employee referral gift card program, we distributed 12 gifts to staff who referred friends to GVCSS who passed
their probationary period, up from 8 the previous year

A total of 49 internal recruitment postings were issued within the agency, with further vacant positions filled

by external applicants. We advertise on Indeed.com, LinkedIn, and CPABC. This year we recruited for Child &
Youth Workers for our new contract for a respite home with MCFD. This is the first time GVCSS has hired for
these positions. The HR team learned how to use the Ministry’s HUB screening process which is very extensive.
Their criminal record check process includes a British Columbia Vulnerable Sector Check, as well as an out of
jurisdiction child welfare check when the job applicant has lived outside of British Columbia for a period of six
months or more since the age of 18. There are also 3 reference checks with previous employers rather than the
customary two. This process is lengthy but ensures the utmost safety for the children being served by GVCSS.

Part of our strategic plan is to support recruitment by building increased partnerships with schools for practicum
students. This past year we welcomed students from Douglas College in our Home Support program and for our
Community Living program, students from Gateway College. We also started a new partnership with CDI College.

GVCSS Count at Departures Voluntary | Non-Voluntary Total Turnover
Employees March 31, 2025 P Turnover Turnover

Regular 139 12 4.32% 4.32% 8.63%

Casual 247 62 7.69% 17.41% 25.10%

Regular employee turnover was 4.8% last year; casual was 25%
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Employee Engagement

The annual Recognition Luncheon, held on November 7th at Seasons in the Park, celebrated 19 employees

for their long-term service milestones (10, 15, 20, 25, 30, and 35 years), along with the retirement of two staff
members. The event provided a meaningful opportunity for board members, leadership, and families to honor
the dedication and contributions of our long-serving team members. We are looking forward to celebrating

more long-term staff next year.

The GVCSS staff holiday party was celebrated on December 5th at the Italian Cultural Centre with 96 people
attending the festivities. It was a great opportunity to share good food and enjoy the event. The door prizes
were very popular. We look forward to having an even bigger and better celebration next year.

Occupational Health & Safety

In June 2024, GVCSS achieved a 96% score in WorkSafeBC’s Certificate of Recognition (COR) program—an
improvement from 90% the previous year. This highlight coincided with the successful recruitment of a new RN
Clinical Manager, who has since enhanced Occupational Health and Safety training and support, particularly
through the implementation of updated safety modules via Surge Learning.
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@Report from Finance Department

Submitted by Laurel Mason, Finance Manager

MNP, Chartered Professional . . .
] L ) Total Revenue from Audited Financial Statements
Accountants, audited GVCSS’ financial $18.86M

results for the fiscal year that ended Transitional Care
March 31, 2025.

Overall, GVCSS has an excess of
revenue over expenses of $328K in this
fiscal year. Total revenue decreased

by 1% to $18.9M* and total expenses
increased 8% to $18.5M from last year.
The increase in expenses is mainly

due to healthcare workers ratifying

an ongoing collective bargaining
agreement (CBA) which was in its final
year.

— | ~_MCFD
) o Other Donations 2.9y

During this fiscal year, GVCSS expanded 2.1% 0.2%

service to include MCFD Respite home.

Further expansion is expected in this

area in the coming year.

GVCSS continues to monitor each Total Expenses per Audited Financial Statements
program to ensure they are adequately $18.54M

funded. GVCSS continuously evaluates
administrative spending to ensure
resources are used towards the core goal
of supporting individuals.

To further improve efficiencies across its
operations, GVCSS will be focusing on
system upgrades and implementation.
This enhancement will improve reporting
to our stakeholders and improve the
decision-making process.

For detailed financial information, please
refer to the audited financial statements
available upon request.

'Revenue in 2024 was inflated due to deferred

revenue from 2023.
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