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April 2017 to March 2018
In 2018, Cool Aid’s founders
and their partners toured
some of its services. Left to
right: Ted Whittaker, Sage
Birchwater, Caterina Geuer,
Charles Barber, Jane Dewing,
Frances Mahon Chapman,
Dr. Joe Haeggert, Lynn and
Maria Curtis.

Victoria Cool Aid Society acknowledges the Lekwungen and W̱SÁNEĆ peoples of the Songhees and
Esquimalt Nations, on whose traditional territories we build homes, lives, and community. HÍSW̱ḴE.

Celebrating 50 years

BUILDING HOMES, LIVES

1968-2018

1967, Victoria Youth Council
at Dallas Beach. Left to right:
Unknown, Harry Creech,
Dave (?), Pat from Quesnel,
Charles Barber, Jelly Roll
Martin, Unknown.
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CEO’s Message

CEO’S MESSAGE
Kathy Stinson, Chief Executive Officer
250.383.1977 ◆ kstinson@CoolAid.org

2017/18 felt very much like a pivotal year. New housing for homeless
men and women opened or is being developed, several new staff
positions will increase our capacity to target services to those most in
need and, in January 2018, we began to celebrate Cool Aid’s 50th
anniversary of providing services to Victoria’s most vulnerable citizens.
During the year, we also worked on updating our strategic plan for 2018‐
2021. As part of that process, we asked for input from a broad range of
stakeholders, including clients and staff. Their feedback validated much
of our thinking about the future but also yielded some surprises! Our
Board of Directors approved our new strategy map in March and I am
delighted to include a preview in this report (page 5).
Below is a SNAPSHOT of what Cool Aid accomplished in 2017/18, made
possible only with the help of our funders, partners and community
supporters. These highlights are grouped by the three PILLARS of our new
strategy map—HOME, HEALTH, and COMMUNITY.

HOME

 Exceeded the target in our housing development plan—to create 360
additional apartments by 2018. At the time of writing, 135 units were
operational, 231 were in various stages of development (see page 14).
 Prepared to welcome 52 new tenants at 3020 Douglas, the former Tally
Ho Hotel.
 Obtained approval for an additional 55 units for seniors at Mount
Edwards Court.
 Connected 102 shelter clients with market, social or supportive housing.
 Supported 64 individuals to find housing and/or maintain their housing
through REES Support Services.
 Hired a director of real estate development to guide the search for and
development of properties suitable for supportive and affordable housing.

HEALTH

 Expanded low‐barrier access to OPIOID AGONIST THERAPY (medications for
the treatment of opioid addiction), with close to 500 clients now receiving
methadone, Suboxone or long‐acting morphine at the Community
Health Centre.
 Successfully responded to 231 overdoses at Rock Bay Landing (inside and
outside the OVERDOSE PREVENTION UNIT).
 Treated 114 clients for HEPATITIS C, which makes the Community Health
Centre one of the largest community‐based hepatitis C treatment
programs in the country.
 Helped 438 individuals access a range of resources to sustain or improve
their health and wellbeing, through the HEALTH OUTREACH position.
 Increased job opportunities (up 28%) available through the COMMUNITY
CASUAL LABOUR POOL, while growing total client earnings by 31%, under
the BUILDING LIVES THROUGH WORK initiative.
 Provided EMPLOYMENT SUPPORTS like resume preparation, bus tickets,
computer, mail and phone services, and work‐related clothes to 728
REES clients—a 49% increase!

July 2018

SEEING THE PAST THROUGH
THE LENS OF THE FUTURE
2017/18

HOME
Emergency shelter

1,598

clients

38

residents

Supportive housing
& assisted living

486

apts
managed

New supportive &
affordable housing

366
102%

units

Housing maintained
for one year or more

+90%

of
tenants

Supportive housing

96%

Transitional housing

of target

occupancy
rate

2017/18

HEALTH
Primary healthcare

30,064 visits

Dental care

5,138

Prescriptions

68,006 filled

visits

Opioid substitution

500

patients

Health supports

438

clients

Casual Labour Pool

536

jobs

Employment supports

728

clients

Meals served
Food hampers

1,000
153

COMMUNITY

daily
monthly

2017/18

Aboriginal Coalition to End Homelessness
th

50 anniversary events & initiatives
Clean & Safe Teams
Client Engagement Facilitator
Client craft fair with Our Place Society
& First Metropolitan Church
Client Advisory/Advocacy Group
th

11 Annual Chili Dinner
Cool Aid Health Fair
First Homecoming gala event
GV Coalition to End Homelessness, Island
Health, Downtown Service Providers, BC
Housing, CRD, Food Share Network, the
Sisters of St. Ann, and many other
partners, funders and supporters
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COMMUNITY

 Hosted more than 20 CULTURAL EVENTS organized by the Aboriginal Coalition to End Homelessness and the Priority 1
Cohort at the Downtown Community Centre.
 Cultivated the partnership with the ABORIGINAL COALITION TO END HOMELESSNESS, now in its third year, to provide culturally
appropriate housing and services to Indigenous individuals who were homeless.
 Based on client feedback, started a CLIENT
from 2017 funder & partner survey Partner & Funder Voices
ADVISORY/ADVOCACY GROUP and an ARTS COLLECTIVE for
clients.
“Cool Aid provides a certain type of services that no one
 Through the COMMUNITY VOLUNTEER TRAINING
else in the region is able to supply… I would suggest that
PROGRAM, increased the capacity of 80 participants
Cool Aid work to educate the community more, and
from 50+ non‐profit agencies to support vulnerable
provide an understanding of what ‘non‐homelessness’
populations facing multiple challenges like mental
would look like in Victoria.”
illness, addictions, poverty, and social isolation.
 Learned from our funders, partners and other stakeholders that we need to devote more thought and energy to
NEIGHBOUR/COMMUNITY RELATIONS and to COMMUNICATING WHAT WE DO.

The bulk of this report is organized around the three STRATEGIC
THEMES—Building Homes, Building Lives, Building Community—of
our 2014‐2018 strategy map (page 6), which flow directly from
our primary objective (see right).

2014‐2018
Primary Objective
In partnership with others, Cool Aid will
end homelessness in Greater Victoria by
2018 while improving client quality of life.

With the benefit of hindsight, “end homelessness by 2018” was an overly ambitious goal for Greater Victoria, as
many communities with similar goals have come to realize—but we shouldn’t regret having set our sights high.
Being ambitious has helped keep us focused on a goal that, one day in the not too distant future, will be a reality.
In fact, I believe that, as a community, we should continue to be
Let’s continue to be ambitious,
ambitious, even audacious, in our aspirations for the future. As
even audacious, in our aspirations.
for Cool Aid, no one could have imagined, in the decade of
“flower power” that, by 2018, we’d be providing a spectrum of services, from nutritious meals to palliative care, to
thousands of men and women of all ages and from all walks of life. I’m not audacious enough to imagine what Cool
Aid will look like by 2068 but I know that, over the next 50 years, the nature of our work will change, perhaps
profoundly.
Homelessness is a crisis and a tragedy, and ending homelessness is where communities
Homelessness
need to focus, now and for the foreseeable future (5‐10 years). Then what? On occasion,
is a crisis and
I‘ve heard people say that there would then be no need for organizations like Cool Aid. I
a tragedy.
disagree. Poverty, mental illness, traumatic life events, catastrophic illnesses and
injuries, physical and psychological abuse—will continue to challenge and, sometimes, overwhelm some of our
citizens. It might be me or my daughter, your son or sister, your colleague or neighbour. None of us is immune.
Organizations like Cool Aid need to be there, to offer not just services but
compassion, acceptance, respect, a helping hand, a listening ear. Being damaged
by life shouldn’t mean being damaged for life.

Being damaged by life
shouldn’t mean being
damaged for life.

Whatever the future may bring, there will always be the need for constructive
caring and kindness. I am hopeful that, soon, we’ll all have a chance to catch our breath and, together, make time
to think about, test, and put in place thoughtful, evidence‐based, LONG‐TERM solutions that support people in crisis.

Together, we will end homelessness!
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Performance
at a Glance

Frequency Legend
A
Annual

Performance Legend
On or above target

Caution
Below target
C Complete
R Retired
U Upcoming
 Data not available
or problematic
Not applicable
‐

BA

Bi‐annual

Q

Quarterly

Program Legend
Agency Cool Aid as a whole
Downtown
DCC
Community Centre
Learning & Growth
LGC
Committee
REES
Support
REES
Services
Service Integration
SIC
Committee

2017/18

2016/17

2015/16

2014/15

Program

2013/14

Performance

Frequency

Measure ID

Objective ID

For definitions, see page 10

PERFORMANCE AT A GLANCE

Primary Objective
1 End homelessness in Greater Victoria by 2018
1

A

2

A

3

A

4

Q

Number of unique shelter clients decreases over time
Average number of shelter stays per person decreases
Average length of shelter stay decreases
Use of overflow mats decreases

Shelters








R
R



Shelters

new

Shelters

new

Shelters

new

Shelters







Housing

new

Shelters

new

Housing

‐
‐

‐
‐
‐

‐
‐

‐
‐

‐
‐

R




Client Perspective
1 Connect clients with appropriate housing
1

A

More shelter clients move into housing

2 Support tenants to maintain their housing
1

2

A

A

New tenants remain stably housed

Tenants report their support needs are met

Cedar Grove
Desmond House
FairWay Woods
Mike Gidora Place
Olympic Vista
Pandora Apartments
Queens Manor
Swift House

A

Tenants feel “at home” where they live

Cedar Grove
Cottage Grove
Desmond House
FairWay Woods
Mike Gidora Place
Olympic Vista
Pandora Apartments
Queens Manor
Swift House

July 2018

‐

‐
‐

‐


‐
‐


‐
‐
‐


‐
‐
‐


‐
‐
‐
 
‐ ‐ ‐

Cottage Grove

3









2014 2015 2016 2017 2018

Housing


‐

‐

‐

‐
‐
‐

‐

‐
‐

‐

‐

‐


‐


‐
‐


‐
‐


‐
‐


‐
‐


‐
‐ 
‐
‐

‐
‐
‐
‐
‐

‐
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2017/18

2016/17

2015/16

2014/15

Program

2013/14

Performance

Frequency

Measure ID

Objective ID
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3 Help clients to sustain or improve their health
1

Q

2

Q

3

Q

4

Q

% of HIV+ clients with plasma viral load <200 copies/mL
Number of hepatitis C patients starting active treatment
More tenants have access to additional food where they live
Decreased wait time for dental hygiene appointments

new

Health

new

DCC
Health

4 Assist clients to attain more financial stability
1

Q

2

A

3

Q

4

Q

Number of clients assisted in applying for benefits
for which they are eligible
Number of clients assisted with obtaining personal ID
Number of unique clients receiving employment supports
and assistance to address barriers to employment
Number of clients employed through the Casual Labour Pool

REES
Shelters
REES
REES

5 Help clients to strengthen their engagement with community
1

Q

Number of clients participating in
social/recreational programs









new

 

new


 

Health

Drop‐in
participants

REES

Program
participants

REES

DCC

DCC



 
new
R

new




new 



new






 

new
new









new
new

Learning and Growth Perspective
1 Recognize and value our staff
1

Q

Progress on recognition initiatives

Shelters
Housing
Health
REES
DCC

3 BA

Staff indicate they feel recognized and valued

Agency
Workgrp

2 Expand training and development
2

Q

Progress on developmental framework for training opportunities,
including provision for cross‐program and cross‐agency learning

LGC

Increased staff satisfaction with training and development
opportunities

Agency







new



new 



new 


2010 2012 2014 2016 2018
new
new



U



U

new

C




2010 2012 2014 2016 2018

3 BA

Workgrp

3 Strengthen workplace health and safety
1

Q

Progress in enhancing the health and safety program

Agency



U



U

new





2010 2012 2014 2016 2018

2 BA

July 2018

Increased satisfaction among staff with workplace
health and safety

Agency
Workgrp

3

Q

Increased completion of quarterly workplace safety inspections

Agency

4

Q

Agency

5

A

Improved scores on quarterly workplace safety inspections
Progress toward achieving the WorkSafe BC Certificate
of Recognition

Agency




U



U

 new 

 new 

 new
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2017/18

2016/17

2015/16

2014/15

Program

2013/14

Performance

Frequency

Measure ID

Objective ID
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4 Promote cultural competency and diversity
1

Q

Progress on cultural competency and diversity initiatives

Shelters
Housing
Health
REES
DCC
Agency

2

A

Ratings on client satisfaction surveys

Shelters







new



new

 
new



new




new
new

new

Housing

new

Health

new

REES

new











R
R
R
R

2012 2014 2016 2018

3 BA

Ratings on staff satisfaction surveys

U

new
U


new

Agency
Workgrp

Community and Capacity Perspective
1 Increase and optimize Cool Aid’s housing stock



 



 


2

A

New apartments in development

Agency

3

A

New developments being pursued

Agency

4

Q

Average time to fill is reduced

Housing

new

5

Q

Occupancy rates are on target

Housing

new

Shelters

new

2 Strengthen service integration and continuity
1

Q

Progress on developing and implementing
a cross‐program service planning framework

SIC

2

Q

Progress on cross‐program service integration initiatives

Shelters


  

  
C

new



new



new



new



new



new

Housing
Health
REES
DCC

3 Improve workforce planning and deployment
1

Q

Progress of CSSEA Classifications Working Group

Agency

new

2

Q

Progress in developing and implementing succession planning

Agency

new

4 Be a good neighbour
1

A

Positive ratings by neighbours surveyed

Shelters

5 Inspire community support
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1

A

Number of positive stories published is maintained

Agency

2

A

Growth in number of unique donors

Agency

new




C



 

new
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1

A

2017/18

2016/17

new

2015/16

Agency

6 Demonstrate good governance and accountability

2014/15

Program

2013/14

Performance

Frequency

Measure ID

Objective ID

Victoria Cool Aid Society
2017/18 Annual Report Card

2013 2014 2016 2018

Board performance meets or exceeds established benchmarks

U



 ‐



‐
‐
‐
‐ new
2012 2013 2014 2016 2018

2

A

Client satisfaction with services received

RBL, SMH, Next Steps
Drop‐ins, residents, tenants

Shelters
RBL

2014 2015 2016 2017 2018

Cedar Grove

Housing

‐
‐

‐
‐
‐

‐
‐

‐
‐

‐

‐
‐

‐


‐
‐


‐
‐
‐ 

‐
‐
‐


‐ ‐
‐

‐ ‐ ‐

Cottage Grove
Desmond House
FairWay Woods
Mike Gidora Place
Olympic Vista
Pandora Apartments
Queens Manor
Swift House


‐

‐

‐

2014 2016 2018
Health
REES

3 BA

Funder and partner satisfaction with overall performance

Agency

new




2012 2013 2016 2017
new




2012 2014 2016 2017
new
 



Financial Perspective
1 Acquire capital and operating funding for new housing
1

A

2

A

3

A

Fundraising targets for individual, corporate
and foundation contributions are met
Targets for government and partner funding are met
Operating costs are funded long‐term

Agency

new

Agency

new

Progress on development and implementation of
a sustainable funding plan for support services
3 Increase fund development revenue
1 A Sustain or grow contributions from private sources
A

R


‐



Agency

new

REES

new

2 Improve financial stability for support services
1






Agency

new


R






Definitions
Unique shelter clients

The number of different clients who stayed at one or more Cool Aid emergency shelter programs in a given period. A
unique client is counted only once regardless of the number of stays or the location of stays. Example: During the year,
Alice had 3 stays at 2 different shelters while John had a single stay. Alice and John are two unique shelter clients with a
total of 4 stays.
Unique donors

The number of different donors who made one or more donations in a given period. A unique donor is counted only once
regardless of the number of donations made. Example: George made 4 donations during the year while Mary made one.
George and Mary are two unique donors with a total of 5 donations.

July 2018
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Primary Objective
Strategic
Objective
Desired
Outcome

PRIMARY OBJECTIVE
In partnership with others, Cool Aid will end
homelessness in Greater Victoria by 2018
while improving client quality of life

End homelessness in Greater Victoria by 2018


Fewer people are homeless

WHY WE FOCUS ON SHELTER USE
Shelter users represent a significant proportion of the homeless population and Cool Aid is one of the largest
providers of shelter services in Greater Victoria. For those two reasons, monitoring and understanding changes
in Cool Aid’s shelter population can give us insight
into whether we, as a community, are making
201213
201314
201415
201516
201617
201718
progress in reducing homelessness in the region.

People Who Stayed in Emergency Shelters

Desired Outcome

Fewer People are Homeless
The number of people using Cool Aid’s three
emergency shelters dipped by 1% in 2017/18,
the second consecutive year with a decrease.

1,560

1,703

1,536

1,678

1,631

1,598

Change

9%

‐10%

9%

‐3%

‐1%

Includes individuals who stayed at Rock Bay Landing, Sandy
Merriman House and/or the seasonal shelter; excludes
transitional shelter residents.

Victoria does not yet have a regional homeless management information system (HMIS), so it is impossible to
say whether this is a real decrease in numbers or is attributable to increased shelter capacity in the region.

RETIRED MEASURES
Three of the four measures under this objectives
were retired in 2017/18, for reasons outlined below.
Measure: Use of overflow mats decreases
Overflow mats (up to 20 nightly) at Rock Bay Landing
were discontinued in August 2017 in order to improve
the service experience for both clients and staff,
made possible by more shelter capacity in the region.

10%
26%
8%
17%
3%

201718

Chronic shelter users*

157

Indigenous**

415

Youth (ages 19‐24)

112

Seniors (over 55)

250

Veterans**

48

unique individuals

Chronic and Indigenous shelter users are
priorities for housing and supports in our
2018‐2021 strategic plan.

On average, every year:
of shelter clients are

Shelter Populations of Special Interest
While the total shelter population decreased
slightly, the numbers of chronic users and
youth (aged 19‐24) stayed virtually the same
between 2016/17 and 2017/18.

* Refers to unique individuals who are currently homeless and have
been homeless for six months or more in the past year (i.e., have
spent more than 180 cumulative nights in an emergency shelter) or
have experienced three or more episodes of homelessness in the
past year. Episodes are defined as shelter admissions separated by
less than 30 days.
** Estimate based on extrapolations from actual reported data.

Measures: Average number of shelter stays per person decreases (1.4); Average length of shelter stay decreases (23 days)
After having seen little variation over the last five years, we’ve concluded that these measures have limited value, at least
when applied to the entire shelter population. They may be more meaningful when applied to sub‐populations of interest.
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BUILDING HOMES

HOMES
Strategic
Objective

It all starts with housing

Connect clients with appropriate housing

Desired
Outcome



Clients are connected to available housing

Desired Outcome

Clients Connected to Housing

Monthly
allowance
for rent

Every part of Cool Aid helps connect individuals with appropriate housing but it is our
Shelter Program that plays the biggest role. In 2017/18, more than 100 shelter clients were
connected with housing, 96% of target.

$375

Affordable market housing in Greater Victoria continues to be in very short supply while
rents keep climbing.

Shelter Clients
Connected with Housing
2013

14

2014

171

15

131

2015

16

171

under social
assistance

Market Housing in Greater Victoria
Vacancy Rates
2016

17

106

2017

18

102

Includes stays at transitional shelters; excludes stays
in recovery/treatment programs.

Average Rents

Unit Size

Oct

Oct

Oct

Oct

Oct

Oct

2015

2016

2017

2015

2016

2017

Bachelor

0.7%

0.4%

1.0%

$742

$785

$850

1 Bedroom

0.7%

0.5%

0.7%

$867

$912

$988

Primary Rental Market Statistics—Victoria, CMHC

Strategic
Objective
Desired
Outcomes

Support clients to maintain their housing



Tenants maintain their housing
Tenants are satisfied with their housing environment

Desired Outcome

Clients Maintain Their Housing
Cool Aid programs use a variety of
methods to prepare clients for
successful tenancy and to support them
once they are in housing.
In both Shelter and Housing programs,
clients’ success at maintaining their
housing beyond six months remains
well above target (75%).

201314

201415

201516

201617

Housing Maintained Beyond 6 Months

201718

preliminary

Shelter Program
Number of clients

140

108

146

88

32*

Retention rate

84%

89%

89%

88%

91%*

Housing Program**
Number of tenants

357

352

361

402

435*

Retention rate

98%

99%

98%

95%

99%*

* Numbers are preliminary because they do not yet include clients whose tenancies began during the second half of 2017/18.
** A new methodology based on “continuous tenancies” has been applied, which more accurately reflects actual tenant movement within
Cool Aid housing. In previous reports, retention rate was based on individual tenancies, which does not take into account the fact that a
significant proportion of tenants move from one Cool Aid building to another. Single tenancies separated by less than 30 days are
considered to be one continuous tenancy.
July 2018
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BUILDING HOMES
FYI

Desired Outcome

Tenant Satisfaction with Housing Environment
Tenant satisfaction with their home environment is an important aspect
of maintaining housing stability. We assess satisfaction through two
measures: (1) the level of satisfaction with TENANT SUPPORTS, and (2) the
degree to which tenants FEEL AT HOME in Cool Aid housing.

Tenant Survey Cycle

Tenants at each supportive
housing building are typically
surveyed every three years.
2017 is the first year for
which we have comparable
data from previous surveys.

Tenant Supports
On average, four out of five tenants gave positive ratings for tenant supports at the three sites surveyed in 2018.
Compared to 2015, positive ratings dipped a few percentage points at FairWay Woods and Olympic Vista. Most
of the decline is due to lower ratings on two of the six questions on tenant supports—Staff keep me informed
about things that may affect me as a tenant, and Staff listen and respond to my complaints or concerns. Options
for improved information sharing and complaint follow‐up are being examined.
2018 VS. PREVIOUS TENANT SURVEYS
Cottage Grove

Average Ratings for Tenant Supports (6 questions)
FairWay Woods

Olympic Vista

Feeling at Home
In 2018, 87% of tenants at Olympic Vista said answered YES to this question—a significant increase compared
to 2015 when just over half (52%) gave that response. While the increase is not as dramatic, a greater
proportion of FairWay Woods tenants also feel at home in 2018 than in 2015 (86% vs. 77%).
2018 VS. PREVIOUS TENANT SURVEYS

Do you feel “at home” where you live?

Cottage Grove

Fairway Woods

What makes you feel at home?

from 2018 tenant survey

Tenant Voices

“Feels safe, can cook, allowed stay overs.” —

“The sidewalks, buildings, trees, flowers, people.” —

Cottage Grove

FairWay Woods

“Staff and residents are like family.” — FairWay

“Try 3 years in parks and behind buildings in the winter
when the beds are all full when you’re in your late 60s
and being robbed every other day and then being able
to go out knowing your guitar is safe and you'll know
what feeling 'at home' means. It makes you want to
help get your 'brothers' off the street.” — Olympic Vista

Woods

“You feel good when you walk in the door.” —
Olympic Vista

July 2018
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Strategic
Objective
Desired
Outcomes

BUILDING HOMES

Increase and optimize Cool Aid’s housing stock



Cool Aid apartments become available to new residents more quickly
360 additional homes for homeless or at‐risk adults
201516

Desired Outcome

201617

201718

Occupancy Rates

Cool Aid Apartments Available More Quickly

at 10 supportive and transitional housing sites

Occupancy Rates
Occupancy rates among supportive housing sites were
on target (95%) in 2017/18. Average occupancy was
slightly below target for Rock Bay Landing transitional
units.

Supportive
housing
Transitional
housing (Rock

97%

96%

96%

95%

97%

93%

Bay Landing)

Average Turnover Time
Notwithstanding efforts to strengthen property
management processes, the average time to
turn over an apartment did not improve in
2017/18, instead increasing by two days.

Average Turnover Time*
at 9 supportive housing sites
Turnover days

54

58

60

Apartments
turned over

53

68

73

* Turnover time refers to the number of days between the date
when a tenant moves out to the date when a new tenant moves in.

Desired Outcome

360 Additional Homes
Portfolio
Starting
TARGET
New Apartments Opened and in Development
Portfolio
by 2021
EXCEEDED
By the end of 2017/18—Year 5 of our five‐year housing
development plan—we had exceeded our target of 360
+
=
new homes by 6 apartments. Of these 366 units, 135
new homes
existing
total
were operational at the end of 2017/18; another 55 will
by 2018
homes
homes
have opened by the end of 2018. The balance (176 units)
are at various stages of development. Subject to community consultations and the necessary municipal
approvals, they will welcome new tenants by 2021.

Just over half of the 366 units will be
supportive housing, with the balance
designated as affordable housing. The
latter will range from studio apartments
to family housing, with below‐market
rents that will vary depending on
household income.
New Developments Being Pursued
Although we’ve met our original target,
the need for supportive and affordable
housing in the Capital Region is great.

NEW

We will continue to seek suitable
properties throughout the region with
the goal of adding another 300 units by
2021.

July 2018

351

717

Running % of
Total
Target

Recently Opened
and in Development
Mount Edwards Court—Phase 1
Cottage Grove
Tally Ho Hotel—opened Mar. 2018

New
Apts

Type

366

38
45
52

S
S
S

38
83
135

11%
23%
38%

2016
2017
2018

Mount Edwards Court—Phase 2
Mount Edwards Court—Phase 3
Cedar Grove redevelopment
Tally Ho Hotel—Phase 1

40
15
61
115

S
A
SA
A

175
190
251
366

49%
53%
70%
102%

2018
2018
2020
2021

Target

360

2021

Total Opened/in Development
Total Supportive Housing
Total Affordable Housing
Stretch
Target

300

51%
49%

366
186
180

Open
Date

S
A

additional new
homes by 2021
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BUILDING LIVES

LIVES
Strategic
Objective
Desired
Outcomes

Improve client quality of life

Help clients to sustain or improve their health



Clients experience improved health outcomes
Clients have improved access to health care
FYI

Desired Outcome

Hepatitis C and HIV/AIDS Expertise

Cool Aid’s Community Health Centre is widely recognized for its expertise in
hepatitis C and HIV/AIDS, which includes screening, treatment and prevention.

Improved Health Outcomes

Primary Health Care
The Community Health Centre provides integrated primary health care to inner‐city clients, a patient
population characterized by poverty, food insecurity, housing instability and homelessness. Survey data
indicate that approximately one in four patients is either homeless or unstably housed.
HIV/AIDS
The percentage of people living with HIV
who have undetectable viral loads is the
gold standard for measuring HIV care.
The Centre’s rate is consistently above
target (90%), a remarkable achievement
given a patient population that faces
multiple health and other challenges.

201415

201516

201617

201718

HIV+ patients with a plasma
viral load <200 copies/mL

n/a

92%

93%

93%

Hepatitis C patients
starting active treatment

29

106

92

114

Hepatitis C
Treatment starts were back on target in 2017/18.
Food Security
Growth of
201415
food hamper
87
program

201516

201617

201718

Thanks to a partnership between the Downtown
Community Centre and The Mustard Seed:

87

124

153

Every month

42%

45%

% of supportive housing tenants
29%
29%

153

food hampers

are delivered to Cool Aid tenants with
mental health or mobility challenges.

Desired Outcome

Improved Access to Health Care
Overdose Prevention
On February 1, 2018, Rock Bay Landing celebrated
the one‐year anniversary of the opening of the
Overdose Prevention Unit.

July 2018

In its first year of operation, the
Overdose Prevention Unit recorded:

265
14,127
101
zero
4,317

individuals signed up
client visits
overdose responses
deaths
peer volunteer hours
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Strategic
Objective

BUILDING LIVES

Assist clients to attain more financial stability


Desired
Outcomes



Clients have improved financial literacy and resources
Clients have improved employability and employment opportunities

Desired Outcome

Improved Financial Literacy and Resources
Income Assistance
Applying for benefits is, for many clients, a
daunting prospect. In 2017/18, REES staff
helped at least 239 individuals apply for
Canada Pension Plan benefits, Persons with
Disabilities benefits, basic income assistance,
and other types of income benefits.

FYI

REES Support Services

Assisting clients to attain more financial stability is one of the
largest areas of support work that REES staff undertakes. This
includes helping individuals obtain work, apply for income
assistance, navigate the governmental offices involved in the
social service domain, and client advocacy.

Fewer individuals were helped than in 2016/17, due in part to being understaffed at the start of the year and in
part to the number of clients needing health‐related supports, which meant that the new Health Outreach
worker had less time to help people apply for income
201516
201617
201718
assistance.
However, the decrease is not as large as it appears.
During the year, trained volunteers were available to
help clients with applications. Unfortunately, the
number of clients assisted by these volunteers was
not recorded.

Helping clients apply for benefits at REES
under‐
reported

Clients assisted

364

406

239

Change

9%

12%

‐41%

201516

201617

201718

Desired Outcome

Improved Employability and Opportunities

Employment support at REES

Employment Supports and Assistance
Facilitating access to employment is a significant
component of the support services provided by
REES. In 2017/18, almost 730 individuals received
employment support, 49% more than the previous
year and 53% above target.

Resume preparation, transportation assistance, work‐
related clothes, and connections with prospective
employers are among the supports provided.

Casual Labour Pool Employment
Thanks to focused promotion and marketing
under the BUILDING LIVES THROUGH WORK initiative,
the number of clients who found work through
the Casual Labour Pool increased by 27% in
2017/18.
FYI

Clients supported

543

488

728

Change

28%

‐10%

49%

201516

201617

201718

Casual Labour Pool employment at REES
Individuals hired

275

303

384

Change

‐8%

10%

27%

Downtown Community Centre (DCC)

The DCC is the only community centre within the Capital Regional District that provides all programming free‐of‐
charge, which removes the financial barrier to participating in life skills, health/wellness and recreational programs.

July 2018
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Strategic
Objective
Desired
Outcome

BUILDING LIVES

Recognize and value our staff


Staff feel recognized and valued

Desired Outcome

Recognizing and Valuing Staff

“Of our many NEW HIRES this quarter, five new casual staff
came to us based on recommendations from existing
employees. This demonstrates that people are actively talking
about Cool Aid being a positive place to work, and are
encouraging other classmates, friends or associates to apply.”

Progress on Recognition Initiatives
Recognition and feeling valued were
Q4 2017/18 Shelter Program report to the Board
identified as areas needing improvement in
our 2016 biannual staff survey. Below are some of the initiatives being implemented by Cool Aid programs.
Shelter Program

Support Services

“Our popular STAR SHOUT OUT PROGRAM has been expanded
to include the work done by the staff and peer volunteers
who operate our Overdose Prevention Unit. This is the
program where staff nominate each other for recognition
(private or public) for great work, team spirit, or a creative
response to a tough situation. All nominees are entered
into a monthly draw for a well‐earned prize.” — Q2

“A number of events were held this year to
recognize and thank staff for their contributions,
including the Cool Aid staff party, staff‐and‐
volunteer dinner, and other social and team‐
building events.” — Q4 2017/18 Health & Support

2017/18 Shelter Program report to the Board

Community Health Centre

Housing Program

“The Health Clinic held its ANNUAL RETREAT in
October; the full‐day retreat … focused on
approaches to opiate use as well as self‐care for
staff, including a meditation session.” — Q3 2017/18

“The three WORKING GROUPS that arose out of our 120‐DAY
ACTION PLANS have continued to meet… Beginning with
the priorities in the action plans, systems such as hiring,
casual training and incident responses are becoming
standardized across Residential Services. Staff meetings
are no longer site by site but grouped by location in
proximity to each other so that staff form relationships
and are more prepared to jump in and offer support
when needed.” — Q3 2017/18 Housing Program report to
the Board

Strategic
Objective
Desired
Outcome

Services report to the Board

Health & Support Services report to the Board

“A CHRISTMAS CELEBRATION, provided by the Dental
Clinic’s dentists for all DENTAL STAFF, was held … on
December 15th. This was an opportunity for the
dentists to show their appreciation of the dental
team’s hard work and dedication.” — Q3 2017/18
Health & Support Services report to the Board

Expand training and development


More training and development opportunities

Desired Outcome

Training & Development Opportunities
Cool Aid staff have access to a wide range of
training and development opportunities, from
workshops to webinars. While we have made
some improvements, it continues to be a challenge
to provide access to all staff at our 24/7 shelter
and housing sites.
July 2018

Breakfast with the CEO—“At the last breakfast, a staff

member suggested forming a working/consultation
group of Indigenous staff who could be a resource to
the organization, answering questions about various
cultures and traditions. This is one of those gems
that underscores the importance of having these
breakfasts and is definitely an idea worth pursuing.”
Monthly CEO Report to the Board, Sept. 2017
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Community Health Centre

Housing Program

“The Director and the Dental Coordinator, along with
other Cool Aid management, attended a one‐day
workshop … on PROGRESSIVE DISCIPLINE. The session was
very useful and hopefully will support a consistent
and fair approach to staff management and
discipline.” — Q1 2017/18 Health & Support Services

“Our Learning and Growth Committee has
researched and organized some new and well‐
received training. Particularly relevant …,
according to staff feedback, have been the
workshops in PSYCHOLOGICAL FIRST AID and
ENHANCING RESILIENCY THROUGH NEUROPLASTICITY.” —

report to the Board

Q2 2017/18 Housing Program report to the Board

“The annual PACIFIC DENTAL CONFERENCE was held in
Vancouver from March 8th to March 10th and two of
the dental clinic staff attended… The conference
includes professional speakers bringing the latest
health and technology information in regard to dental
care.” — Q4 2017/18 Health & Support Services report to

“The monthly LUNCH‐AND‐LEARN sessions hosted
by Central Services are proving to be popular with
Residential Services staff as well.” — Q3 2017/18

the Board

“One of our RNs presented at the International
Network on HEPATITIS IN SUBSTANCE USERS CONFERENCE in
New York … where Cool Aid’s innovative hepatitis C
treatment program was presented during oral
submissions.” — Q2 2017/18 Health & Support Services
report to the Board

“Dental staff had the opportunity to learn BASIC
SIGNING relating specifically to dentistry… The clinic
sees a number of patients who sign as a way to
communicate and this training helped staff gain
better communication skills.” — Q3 2017/18 Health &
Support Services report to the Board

Support Services
“Support Services once again sponsored staff, clients
and volunteers to attend the annual VANCOUVER ISLAND
SCHIZOPHRENIA CONFERENCE in November, which, this
year, focused on youth and adult mental health
recovery, the role of peer support, early interventions
for psychosis, and youth‐focused services and
interventions.” — Q3 2017/18 Health & Support Services
report to the Board

Housing Program report to the Board

“Staff have been better able to participate in
some of our ongoing training … now that we have
been able to offer more flexible days and times.”
— Q4 2017/18 Housing Program report to the Board

Shelter Program
“All supervisors are participating in the LEADERSHIP
TRAINING–Essence of Effective Leadership… While
these sessions proved interesting and full of
suggestions and tips, having this whole group
together proved to be one of the most valuable
parts of the day.” — Q1 2017/18 Shelter Program
report to the Board

“This quarter we were able to offer workshops in
PSYCHOLOGICAL FIRST AID and the PHYSIOLOGY OF
TRAUMA for our frontline staff.” — Q2 2017/18
Shelter Program report to the Board

“We offered four sessions of the HOME CARE
PROVIDER FIRST AID training that highlighted the use
of a bag valve mask to Rock Bay Landing staff.
This provides them more skills when responding
to an overdose, while maintaining a safe distance
from the client and hopefully lessening the
negative psychological impact…” — Q3 2017/18
Shelter Program report to the Board

Cool Aid as a Whole
“Over one hundred of Cool Aid staff have been able to
participate in the CULTURAL PERSPECTIVES training … We
are working towards being able to host this training
on a regular basis throughout the year.” — Q4 2017/18
Housing Program report to the Board

July 2018
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Strategic
Objective
Desired
Outcome

BUILDING LIVES

Strengthen workplace health and safety


All staff participate in a culture of occupational health and safety

Desired Outcome

A Culture of Occupational Health & Safety
Progress in Enhancing the Health & Safety Program
2017/18 marks three years since we began to strategically develop areas of our health and safety program,
with the ultimate aim of strengthening Cool Aid’s health and safety culture.
This process began by recognizing areas where health and safety improvement was needed. Working with
employees, managers and Joint Occupational Health and Safety (JOHS) committee members, we developed
violence risk assessments, exposure control plans, safe work procedures, and a number of educational and
recurring training curriculums.
These initiatives introduced health and safety processes to employees and managers in a formal way,
educating and inspiring them to integrate health and safety into all aspects of the work we do.
We have since moved beyond basic WorkSafe BC compliance requirements, addressing our specific health and
safety needs including:
 The OPIOID OVERDOSE CRISIS, which intensified in 2016, prompted us to address employee safety while
responding to overdoses. Cool Aid‐specific naloxone training was developed in consultation with the Director
of Health Services. Training focused on ensuring employees are
safe during response and are provided with follow‐up and
Overdose Prevention Unit, Rock Bay
Landing—“Our OPU has significantly
support as needed. To date, at least 126 staff have participated in
improved our capacity to respond
this training.
effectively while reducing potential
 The opening of the OVERDOSE PREVENTION UNIT at Rock Bay Landing
trauma for everyone.”
(RBL) In February 2017 brought a set of new tasks and challenges.
Q1 2017/18 Shelter Program
In conjunction with the RBL JOHS team, a hazard assessment was
report to the Board
developed outlining instructions to maintain a safe work
environment and a user‐friendly space.

In 2018/19, development of the health and safety program continues, with the goal of continuously improving
our current standards and developing new ones that bring us closer to achieving WorkSafe BC’s Certificate of
Recognition for excellence in health and safety.

July 2018
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COMMUNITY
Strategic
Objective

Nurture stakeholder relationships

Help clients to strengthen their engagement with community

Desired
Outcome



Clients take advantage of opportunities to engage in community
201516

Desired Outcome

201617

201718

Participation in Social & Recreational Activities

Engaging with Community

Program participants and drop‐in visits (not unique individuals)
Resource Centre drop‐ins

REES

Social/Recreational Opportunities
Social isolation is a reality for many
people who are homeless or newly
housed. REES Support Services and the
Downtown Community Centre offer
clients opportunities to engage in social,
employment, volunteer, and recreational
activities in a safe and welcoming
environment.

Registered programs

DCC

Drop‐in programs
Registered programs*

Housing

Seniors recreation**
(FairWay Woods, Olympic Vista,
and Hillside Terrace)

11,079

8,822

9,478

631

572

509

6,513

6,133

4,079

376

270

503

2,482

2,707

2,682

* Revised number of participants. Previously reported numbers

REES Support Services
were incorrect.
** Excludes Cottage Grove.
Drop‐in participation rebounded in
2017/18 while participation in registered
programs declined by 11%, reaching 85% of target. The decline is due to health challenges affecting some of the
peer volunteers who lead several of the programs, for example, Community Agency Visits and Peer Connections.
Downtown Community Centre (DCC)
Participation in registered programs increased significantly over the previous year, with Guided Recreation
accounting for the lion’s share of the growth. The number of drop‐in participants continued to fall, due almost
entirely to the decline in Computer Room usage, which is probably the consequence of widespread use of
cellphones and WiFi. Expanding the DCC kitchen and creating a common space for training programs are two
potential uses of this space if we can raise the necessary funds.
What Tenants Told Us in 2018
2018 Tenant Survey

Tenant Voices

% of tenants who
expressed interest

“When people are new, I feel they

Are you interested in taking
part in any of these activities?

Cottage Grove

“It’s rewarding welcoming new

Cottage
Grove

FairWay
Woods

Olympic
Vista

Social activities in your building

34%

70%

68%

Monthly tenant meetings

66%

50%

59%

Volunteer opportunities

48%

40%

55%

meetings but nothing changes so
why waste my time.” — Olympic

Welcoming new residents

31%

45%

41%

Vista

Activities

July 2018

need to know someone cares.” —

residents.” — Olympic Vista

“I would go to the monthly tenant
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Strategic
Objective

BUILDING COMMUNITY

Promote cultural competency and diversity

Desired
Outcome



Staff and clients with different backgrounds are welcomed
and respected

Desired Outcome

Welcoming and Respecting Differences

“All of our Overdose Prevention Unit staff attended a
webinar on HARM REDUCTION PERSPECTIVES THROUGH AN
INDIGENOUS LENS. The feedback was that they learned a
number of new support strategies to apply to their
work.” – Q4 2017/18 Shelter Program report to the Board

Who Are Our Tenants?
All of Cool Aid’s client surveys include a few
demographic questions. Below is a snapshot of tenant demographics at nine of Cool Aid’s housing sites, culled
from the most recent tenant surveys.
CG
CoG
DH
FW
MGP
OV
PA
QM
SH

Gender

Age

Demographic information
is based on tenant surveys
undertaken between
2016 and 2018 (one
survey cycle), which may
differ from tenant
demographics today.

Aboriginal Heritage

Tenants and Discrimination
At the three sites surveyed in 2018,
the majority of tenants (71%‐87%)
indicated that they NEVER felt
discriminated against.

Cedar Grove
Cottage Grove
Desmond House
FairWay Woods
Mike Gidora Place
Olympic Vista
Pandora Apts
Queens Manor
Swift House

2018 TENANT SURVEY
In your building or when using Cool Aid services, do you
ever feel discriminated against because of your gender,
skin colour, cultural heritage, religion or other reasons?

Among those tenants who answered
SOMETIMES or OFTEN, most said that
other tenants were the source of
discrimination.

July 2018
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Strategic
Objective
Desired
Outcome

BUILDING COMMUNITY

Be a good neighbour


Neighbours are generally satisfied with Cool Aid’s presence in their
community

Desired Outcome

Perceptions of Cool Aid’s Presence in the Community
What Partners & Funders Told Us
In our 2017 funder‐and‐partner survey, 74 respondents shared their perceptions of Cool Aid’s efforts to be a
good neighbour. Of the survey’s four themes, BEING A GOOD NEIGHBOUR earned the lowest positive ratings, with
averages ranging from 58% for Shelters to 87% for Support Services. A significant proportion of comments by
respondents were devoted to Cool Aid’s neighbour/community relations.
Feedback from other stakeholder groups during the year reinforced the message that neighbour/community
relations is an area where Cool Aid could, and should, do better.
Note: The original measure for this objective was based on the assumption that performance would be based on ratings
from neighbourhood surveys. Although we did not undertake a neighbourhood survey in 2017/18, we decided that the
measure merited a CAUTION (page 9) based on feedback from funders, partners and other community stakeholders.

Ratings on Being a Good Neighbour

2017 FUNDER & PARTNER SURVEY
Responsiveness to
concerns raised by
neighbours

Excellent

Good

Proactive in addressing
issues that could affect
neighbours

Fair or Poor

On Being a Good Neighbour
“PR with neighbours is always difficult—
perhaps more serious work at understanding
those who perceive working with those living
on the margins differently. Some will never
be pleased, some feel they are heard only
when you agree with them, and some need
more patience.”

July 2018

External appearance
of buildings and
grounds

Positive rating = Excellent or Good

from 2017 funder & partner survey

Partner & Funder Voices

“Pleasing neighbours is an ongoing issue. At moments, the
organization is poor because of workload and then, at other
moments, they are excellent.”
“I think sometimes Cool Aid needs to demonstrate more empathy
for the issues raised by local residents where Cool Aid operates or
hopes to operate projects. They could do a better job of
demonstrating to local community residents and resident groups
that they have heard their concerns and propose solutions that
address these concerns.”
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Strategic
Objective

BUILDING COMMUNITY

Demonstrate good governance and accountability

Desired
Outcomes




Stakeholder satisfaction with Cool Aid’s overall performance
The Board assesses its performance and meets or exceeds
established benchmarks

Desired Outcome

Stakeholder Satisfaction
Survey results presented in previous pages focused on specific areas of interest, such as tenant supports and
feeling at home. Most of our surveys also include a question about Cool Aid’s overall performance, which is the
focus of these final two pages of the report.
Tenant Satisfaction—Supportive Housing
Between 77% and 91% of tenants at the three sites surveyed indicated that, overall, they were SATISFIED with
services provided. However, while positive ratings increased at Olympic Vista (from 71% to 91%), they decreased
at FairWay Woods (from 91% to 77%), compared to the 2015 survey. At the time of writing, the reasons for the
higher ratings at Olympic Vista and the lower ratings at FairWay Woods were being explored.

Overall, how satisfied are you with the
services provided by Cool Aid Housing?

2018 VS. PREVIOUS TENANT SURVEYS
—Supportive Housing
Cottage Grove

FairWay Woods

Tenant Satisfaction—Assisted Living
At Hillside Terrace, 85% of tenants gave positive
ratings (AGREE or STRONGLY AGREE) to overall
satisfaction with hospitality services (meals,
housekeeping, recreation, etc.), about the same as in
the previous year (87%). However, the proportion
of tenants who STRONGLY AGREE decreased by 10
percentage points (from 43% to 33%).

Olympic Vista

2017 VS. PREVIOUS TENANT SURVEYS
—Assisted Living (Hillside Terrace)

Overall, I am satisfied with
the quality of the hospitality
services (meals, housekeeping,
recreation, etc.)

Note: While we monitor tenant satisfaction at Hillside
Terrace, an assisted living facility, it is not a formal
performance measure on our dashboard. Tenant
supports are provided by Cool Aid and another agency
while the tenant survey is administered by Island
Health.
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Client Satisfaction—Rock Bay Landing (RBL)
Transitional tenants and drop‐in clients indicated
similar levels of satisfaction with RBL services
overall (61% and 63% respectively).
Shelter residents gave lower ratings, with only 49%
saying they were SATISFIED with RBL services.
Follow‐up meetings are needed to determine why
shelter residents are relatively less satisfied than
drop‐in clients and transitional tenants.

BUILDING COMMUNITY
2018 Rock Bay Landing
Client Satisfaction Survey

Overall, how satisfied are you
with the services provided at
Rock Bay Landing?

Client Satisfaction—Health & Support Services
Historically, both the Community Health Centre
and REES Support Services have earned high
ratings from clients. In 2017/18, survey questions
changed considerably so historical comparisons are
not readily available.
In their most recent surveys, the Health Centre and REES continue to be rated positively by most clients.
2018 Community Health Centre
Client Satisfaction Survey

2017 REES Support Services
Participant Satisfaction Survey

Would you recommend this
clinic to others?

Overall, how satisfied are you
with the services provided by REES?

Funder and Partner Satisfaction
In 2017, 89% of respondents to our funder‐and‐
partner survey rated Cool Aid positively (EXCELLENT
or GOOD).
While this is a strong rating, it should be noted
that the proportion of respondents choosing
EXCELLENT declined compared to 2014 (from 51% to
30%), with a larger proportion giving a GOOD rating
in 2017.

2017 vs. Previous
Funder & Partner Surveys

Cool Aid
as a Whole

Based on your total experience
with this agency, how would you
rate our overall performance?

Thank you for reading this report.
Any comments are most welcome:
kstinson@CoolAid.org
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