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60 Woodfield Road, Toronto, Ontario M4L 2W6

Tel: 416-461-8143 Fax: 416-461-5513 mrnﬂn"l“

www.ApplegroveCC.ca An Agency of the City of Toronto

Applegrove 360° Evaluation Tool for the Executive Director, Revised in 2010

This evaluation form is designed for staff and Board members’ input into the performance
evaluation of the Executive Director, to provide feedback from which the E.D. can learn and
respond accordingly. The questions are phrased so that the grading scale remains consistent; if
the question contains the phrase “does not”, the highest number would still be the most positive

response.

When completed, please e-mail to the Board secretary via confidential e-mail,
applegroveboard@hotmail.com or put it in a sealed envelope with ED 360 written across the

closure, in the Board Pick-up mail box. A Board member will tabulate and report the results to
the Personnel Committee. The Executive Director will only see the compiled scores.

Evaluation of: Susan Fletcher, Executive Director
Evaluation Period: January 1 to December 31, 2010
Deadline: January 11, 2011

Please rate performance during this period on the following scale:

3 = Exceeds Consistently and clearly exceeds the expected standard and level
of proficiency expected.

2 = Fully satisfactory Performs consistently to the standards and level of proficiency
expected.

1 = Needs improvement Further development required.

N/A Not applicable or not seen

Numbered for identification only | Score

1. Delegation

1l.a) | Assigns reasonable tasks, given my skills, interests and responsibilities.

1.b) | Responds promptly, efficiently and politely to requests and ensures timely and appropriate
follow-up.

1.c) | Provides clear instructions regarding expectations and assignments to be completed.

1.d) | Provides appropriate assistance in completing assignments.

1.e) | Does not interfere with my ability to complete assignments.

1.f) Does not attempt to provide too much direction or guidance.

1.9) | Delegates tasks and authority effectively.

2. Relationships and Communication — Internal

2.a) | Treats me with respect and considers my suggestions or ideas.

2.b) | Treats all staff, volunteers, members and visitors with respect in a professional, open and
helpful manner, and considers their suggestions or ideas.

2.c) | Asks the appropriate questions to ensure own understanding.

2.d) | Listens and responds effectively to staff, volunteer, member or community concerns.

2.e) | Deals with staff, volunteers and members in a professional, open and helpful manner.

2.1 Does not show favouritism to any volunteers, staff members or departments.

2.9) | Supports a welcoming environment.
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Numbered for identification only

Score

2.h) | Recognizes the importance and contributions of all staff and volunteers

2.0) Provides staff and volunteers with the information about the members, the agency and the
environment.

2.j) Maintains/encourages open lines of communication between self and staff.

2.k) | Maintains/encourages open lines of communication between Board and staff.

2.0) Maintains/encourages open lines of communication among staff members.

2.m) | Presents oral and written information clearly and concisely (e.g., presentations,
correspondence, position papers).

2.n) | Is open to new ideas and supports an environment that nurtures creative thinking,
guestioning and experimentation.

2.0) | Respects the differences of others and encourages cooperative approaches towards the
accomplishment of goals.

2.p) | Actively works to ensure diversity.

3. Relationships and Communication — External

3.a) | Speaks and writes with persuasion, impact and confidence (e.g., in dealing with other
organizations, stakeholders, the public).

3.b) | Effectively uses formal and informal channels, including networking, for acquiring
information and assistance and accomplishing agency goals.

3.c) | Understands external issues and cultures that impact on the organization.

3.d) | Develops and maintains contacts with other groups and individuals (e.g., associations,
industry, government, public service organizations) that are mutually beneficial.

4. Leadership

4.a) | Leads by example in quality of work.

4.b) | Leads by example in meeting deadlines.

4.c) | Encourages my continued personal and professional development.

4.d) | Leads teams in identifying priorities and facilitates team activities.

4.e) | Sets an example for the team.

4.f) Works toward consensus solutions that enhance the agency.

4.9) | Helps others to resolve conflict by listening to differing points of view and promoting
mutual understanding.

4.h) | Creates a feeling of shared and mutual accountability and reinforces teamwork.

4.1) Actively contributes to the vision of the organization (e.g., objectives, services, initiatives).

5. Effectiveness

5.a) | Prioritizes own workload effectively to achieve key tasks on time.

5.b) | Provides and/or ensures prompt, efficient and effective service.

5.c) | Demonstrates fiscal responsibility for the agency'’s financial performance.

5.d) | Ensures all funds, physical assets and other property are properly safeguarded and
administered.

5.e) | Ensures security and efficient management of paper and electronic information (e.g.,

policies, legal and historical documents, membership lists, etc.).

5.9)

Recognizes and uses formal and informal processes, methods or structures to accomplish
work.

6. Planning, Development and Evaluation

6.a) | Anticipates issues, challenges and outcomes and effectively operates to best position the
organization.

6.b) | Plans and manages budgets and identifies new sources of revenue.

6.c) | Keeps informed of business and operational plans and practices.

6.d) | Develops strategies to support agency objectives and promotes the objectives through

own and organizational activities.






General comments:

We are considering modifying this form for 2011. Please help by answering the 3 questions
below.

A. Identify any questions (use their numbers) that are unnecessary, confusing, redundant,
too difficult to answer, or don't provide useful information, and note what the issue is.

B. Comment on the rating scale (1 = needs improvement, 2 = fully satisfactory, 3 =
exceeds)

C. Any other comments about the form.

Sometimes comments are unclear or the Personnel Committee wishes to have additional
information from a respondent. Consequently, the committee would appreciate it if you could

put your name below. All information will be confidential within the Board members of the
Personnel Committee.

Name
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60 Woodfield Road, Toronto, Ontario M4L 2W6
Tel: 416-461-8143 Fax: 416-461-5513
www.ApplegroveCC.ca

Special Board of Directors Meeting
AGENDA - Monday, August 29, 2011

If you cannot attend, please call the office with your regrets.

A neighbourhood partnership fostering community
through social and informative programs for individuals and families.

Optional Supper

Welcome/Call to Order/Adoption of Agenda

Declaration of Conflicts of Interest

Applicious Vendor Request (cerise): for decision

City Service Reviews and 2012 Budget: for discussion and possible action
4.1. KPMG Report (green)

4.2. CONFIDENTIAL AOCC Review Phase 1 Update 1 (grey)

360 Input (white): for action
Edgewood Update: for information

Risk Management: for review and discussion
7.1. Risk Management Review (cream)
7.2. Background Info

i) “Buying into It” (salmon)

i) “Identify the Risks” (yellow)

iii) “Oversight by the Board” (goldenrod)

iv) Directors’ and Officers’ Liability Insurance (buff)
7.3.  Supporting Info

i) Applegrove Certificate of Insurance (bright blue)

i) Updated Job Descriptions (pale blue)

i) Draft Complaints Procedure (lavender)

Executive Director's Report (pink): for information.
Adjournment

Informal discussion

Next Meeting: Monday, September 26
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APPLEGROVE COMMUNITY COMPLEX

60 Woodfield Road, Toronto, Ontario M4L 2W6

Tel: 416-461-8143 Fax: 416-461-5513 "]_mll.nﬂan“

www.ApplegroveCC.ca An Agency of the City of Toronto
“TOGETHER, BUILDING OUR COMMUNITY”

Job Descriptions
as of August 2011

Individual job descriptions are also available.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Afterschool Program Worker
Draft update July 2011

Accountability: The Afterschool Program Workers are is accountable to and takes direction
from the Program Director. All Afterschool staff work collaboratively with each other.

Education, Training & Experience: Education in Social Services or Community Services; plus 1
year of experience working directly with children ages 6 — 12. Background must include
program planning, implementation and evaluation; conflict management; informal
counselling; and experience in a multi-cultural community with a variety of socio-
economic levels. Current first aid certificate an asset.

Skills: Requires effective communication with children, co-workers, parents and staff of other
community programs. Must be creative, flexible, organized, dependable, warm and
professional.

Primary Responsibilities: To plan, implement and evaluate the afterschool program activities for
children ages 6-12, and to provide direction to supervise junior staff, student placements,
volunteers, etc.

Duties:

1. Ensure the safety of participants at all times

2. Provide a safe and welcoming environment where participants can try new things activities,
practice skills and develop new friendships

3. Involve participants and parents/caregivers in planning and evaluating seme program
activities, where possible and appropriate

4. Empower participants by implementing a behaviour management method based on choices
and consequences

5. Identify new program needs

6. Plan and lead recreational and life skills activities, trips and workshops appropriate for the
age, skill level and interests of your participants

7. Prepare, maintain and submit all paperwerk-and reports and statistics in an organized and
timely fashion, including:
a) attendance forms

c) anecdotal/feedback logs

d) incident reports

e) time sheets

f) program plans
8. Adhere to all Applegrove policies
9. Other duties as assigned

Salary and Hours:

+City of Toronto-\Wage-Grade-1-{$12.74-per-hour) City of Toronto AOCC Wage Grade 1 plus

relevant benefits according to the collective agreement
e Hours as identified to include 3:00 p.m. — 6:00 p.m. weekdays during the school year.






Additional Information






APPLEGROVE COMMUNITY COMPLEX
Job Description
Casual Childcare Worker
Developed January 22, 2008 — Draft update July2011

Accountability: The Childcare Worker is accountable to the Program Director, and works in
collaboration with and takes direction from the Program Worker(s).

Education, Training and Experience: Experience working directly with children up to age 6, and
their parents, including some relevant training. Equivalent volunteer and in-home
experience considered. Assets include experience with volunteers and/or experience in a
multi-cultural community with a variety of socio-economic levels.

Skills: Must be an organized, flexible, warm and creative team member. Assets include a
second language, especially Chinese, Spanish or a South Asian language.

Primary Respeonsibility Duties: To assist with care for children of participants during programs,
special events, meetings and during other assigned hours. Adhere to all Applegrove
policies.

Salary and Hours: City of Toronto AOCC Wage Grade 1, plus relevant benefits according to the
collective agreement RPersonnel-Policy: Hours to be determined.

Special Note: Staff may bring their own children te-the—drop-in, as long as care for their
children does not interfere with their duties.

Additional Information: A satisfactory police records check will be required as a condition of
employment.






APPLEGROVE COMMUNITY COMPLEX
Job Description
HOBG Child Care Staff
Revised October 2006 — Draft update July 2011

Accountability: The Child Care staff are accountable to the Program Director, and work in
collaboration with and take direction from the HOBG Program Worker.

Education, Training and Experience: Experience working directly with children up to age 6, and
their parents, including some relevant training. Equivalent volunteer and in-home
experience considered. Assets include experience with volunteers and/or experience in a
multi-cultural community with a variety of socio-economic levels.

Skills: Must be organized, flexible, warm and creative team members. Assets include a second
language, especially Chinese, Spanish or a South Asian language.

Primary Responsibility: To assist with care for children of participants during programs, special
events, meetings and during other assigned hours. Adhere to all Applegrove policies.

Duties

1. Assist with infants and care for older siblings while their mothers participate in Helping
Our Babies Grow.

2. Help to set up the room before program starts and help to clean up after program.

3. Help AG Program Worker to prepare and clean up snack.

4. With AG Program Worker, conduct circle time for postnatal moms, babies and older
children.

5. Participate in needs assessment and program evaluation (both with clients and staff).

Salary and Hours: City of Toronto AOCC Wage Grade 1, plus relevant benefits according to the
collective agreement. Hours will include Fridays from 1 to 4 p.m.

Special Note: Staff may bring their own children, as long as care for their children does not
interfere with their duties.

Additional Information: A satisfactory police records check will be required as a condition of
employment.






APPLEGROVE COMMUNITY COMPLEX
Job Description
HOBG Program Worker
Revised October 2006 Draft update July 2011

Accountability: The HOBG Program Worker is accountable to and takes direction from the
Program Director. The Program Worker works gives direction to childcare staff and works
cooperatively with seconded staff (Public Health, community health centre, etc).

Education, Training and Experience: Two years experience in community development,
program planning, group dynamics and referral; plus experience working directly with
children up to age 6. Computer literacy. Assets include experience with volunteers and/or
experience in a multi-cultural community with a variety of socio-economic levels.
Equivalent volunteer and in-home experience considered.

Skills: Must be an organized, flexible, warm and creative team member. Assets include basic
computer skills and/or a second language, especially Chinese, Spanish or a South Asian
language.

Primary Responsibility: With other program and seconded staff, to plan, implement and
coordinate programming for participants (both children and adults) including providing
outreach, referral and support to adults, in a culturally, socially and economically diverse
setting, so that the program remains a safe, clean, supportive and enriching environment.

Duties
1. Set up program room with chairs and TV/VCR if needed.
2. Distribute food (when available), vouchers and TTC tokens at end of program to all

eligible clients. Arrange for more vouchers and TTC tickets when stock is low. With
relevant Applegrove staff and volunteers, select and package food and other items for

distribution.
3. Prepare snack and juice for program.
4, Refer clients to community resources as required, including promoting Applegrove’s

family resource programs.

5. With other team members at the end of each program day, review client concerns and
special needs. Negotiate for client follow-up outside program by the appropriate team
member to link client to the appropriate resources.

6. Participate in steering and program meetings as scheduled.

7. Complete required statistics forms, including daily attendance.

8. Conduct circle time with postnatal moms, babies and older children.
9. Photograph new babies on their first or second visit.





10.

11.

12.

13.

Ensure graduation certificates are available when clients complete 6 months postnatally.
Help to register new clients and administer Evaluation Tool when needed.
Participate in needs assessment and program evaluation (both with clients and staff).

Adhere to all Applegrove policies including:
Personnel Policies, Confidentiality, Child Abuse, Anti-Harassment, Staff Conflict of
Interest, Health and Safety, and Computer Use
maintaining Petty Cash System.
preparing reports
maintaining appropriate statistics and records.
ensuring that relevant information is shared with the HOBG Advisory Committee, other
staff and Applegrove administration.
meeting relevant deadlines.
. participating in staff meetings.
pursuing professional development through relevant workshops, training, reading,
conferences, etc.

>

mooOw

Tom

Salary and Hours: City of Toronto AOCC Wage Grade 7 plus relevant benefits according to the

collective agreement.

Special Note: Staff may bring their own children to the program, as long as care for their

children does not interfere with their duties.

Additional Information: A satisfactory police records check will be required as a condition of

employment.





APPLEGROVE COMMUNITY COMPLEX
Job Description
Edgewood Program Worker
Revised by Board, April 26, 2006 Updated July 2011

Accountability: The Program Worker is accountable to and takes direction from the Program
Director.

Education, Training and Experience: Extensive knowledge of child development and family
dynamics, and the ability to plan and implement an early childhood program (normally
acquired through ECE or equivalent education, or training in social sciences). Plus a
minimum of 6 months experience working directly with children up to age 6, and
experience with parents. Equivalent volunteer and in-home experience considered.
Computer literacy. Assets include experience with volunteers and/or experience in a multi-
cultural community with a variety of socio-economic levels.

Skills: Must be an organized, flexible, warm and creative team member. Assets include basic
computer skills and/or a second language, especially Chinese, Spanish or a South Asian
language.

Primary Responsibility: To plan, implement and coordinate programming for participants (both
children and adults) in a culturally, socially and economically diverse setting, so that the
drop-in remains a safe, clean, supportive and enriching environment for an average of 30
to 40 participants which varies from day to day.

Duties:
1. Plan and implement an age appropriate, integrated and enriching daily program of art,
music, literacy and play, as well as special events.

2. Ensure that the drop-in remains clean, safe, attractive and welcoming for all participants.

3. Interact with children and adults in a friendly, warm and beneficial manner, modelling
appropriate behaviour.

4. Promote the understanding of childhood development among participants.
5. Screen the participant population to identify children who may have special needs.

6. Screen the participant population to identify potentially abusive or neglectful patterns of
childrearing, with an obligation to report.

7. Encourage positive informal discussion among participants and between participants and
staff.

8. Deal effectively with all inquiries, including
a. providing informal counselling and guidance,
b. identifying and making appropriate referrals,
c. assisting in providing information and informal support.

9. Participate in agency and external committees.
8





10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

Promote volunteering through
a. encouraging participant support for and involvement in daily activities and special
events,
b. involving parents, caregivers and children in tasks and decision-making where
possible.
. encouraging and supervising student placements.

Undertake outreach through:
a. Designing and preparing promotional materials.
b. Promoting Applegrove and community programs.
c. Networking with community resources working with or for families.
d. Maintaining up-to-date mailing lists.

Prepare an annual plan and budget.

Select items for, and supervise the lending and return of items from the resource library.

Identify new program needs.

Ensure that users have easy access to information about community resources and events.

Organize the parenting resource collection by purchasing, maintaining, replacing and
cataloguing written materials, audio and video tapes. Promote the use of the resource

collection.

Reduce the impact of family emergencies through crisis intervention and sharing
appropriate information, referral and non-judgemental support.

Staff and co-ordinate drop-in advisory committee meetings.
As needed, arrange for and supervise Child Care Workers for workshops and meetings.
Prepare, administer, analyse and report on an annual program evaluation.

Develop community among participants through planning special events including
celebrations and fundraisers. This includes making bookings, determining costs,
coordinating sign-up and payment systems, promoting the events, and recruiting and
coordinating volunteers.

Write newsletter articles, reports for Annual Report and other articles items as necessary to
promote and record program events.

Organize purchases of materials and supplies. This will include:
a. Planning menus and obtaining supplies for daily snacks.
b. Ordering supplies for crafts and general upkeep in accordance with program needs
and budget guidelines.
c. Replacing and expanding the toy collection and children's books for daily use.





24. Adhere to all Applegrove policies including:

a.

D QOO T
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Personnel Policies, Confidentiality, Child Abuse, Anti-Harassment, Staff Conflict of
Interest, Health and Safety, and Computer Use

. Maintaining the Petty Cash system.

. Preparing reports.

. Maintaining appropriate statistics and records.

. Ensuring that relevant information is shared with the Drop-in Advisory Committee,

other staff and Applegrove administration.
Meeting relevant deadlines.

. Participating in staff meetings.
. Pursuing professional development through relevant workshops, training, reading,

conferences, etc.
following appropriate directives from the Ontario Early Years Centre, City of Toronto
Children's Services and other regulators.

25. Liaise with church Separate-Schoeol staff to ensure the safety, cleanliness, repair and elean
upkeep of the program space Cerpus-Christi-building.

Salary and Hours: City of Toronto AOCC Wage Grade 7 plus relevant benefits according to the

collective agreement PersennelPelicy. . 12 hours per week. During the summer, and at
other times when the program Cerpus-Christi-Sechool is closed, the Edgewood Program
Worker can take vacation, work in Applegrove's office, plan programming, purchase
supplies, and/or work in the Applegrove Parent/Child Program, as appropriate.

Special Note: Staff may bring their own children to the drop-in, as long as care for their children
does not interfere with their duties.

Additional Information: Beginning-in-1995; A satisfactory police records check will be required

as a condition of employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
HAIG Program Worker
Developed October 2006 Draft update July 2011

Accountability: The Program Worker is accountable to and takes direction from the Program
Director.

Education, Training and Experience: Extensive knowledge of child development and family
dynamics, and the ability to plan and implement an early childhood program (normally
acquired through ECE or equivalent education, or training in social sciences). Plus a
minimum of 6 months experience working directly with children up to age 6, and
experience with parents. Equivalent volunteer and in-home experience considered.
Assets include experience with volunteers and/or experience in a multi-cultural community
with a variety of socio-economic levels.

Skills: Must be an organized, flexible, warm and creative team member. Assets include
Microsoft Office and/or a second language, especially Chinese, Spanish or a South Asian
language.

Primary Responsibility: To plan, implement and coordinate programming for participants (both
children and adults), so that the drop-in remains a safe, clean, supportive and enriching
environment.

Duties
1. Plan and implement an age appropriate, integrated and enriching daily program of art,
music and play, as well as special events.

2. Ensure that the drop-in remains clean, safe and attractive.

3. Interact with children and adults in a friendly, warm and beneficial manner, modelling
appropriate behaviour.

4. Promote the understanding of childhood development among participants.
5. Screen the participant population to identify children who may have special needs.

6. Screen the participant population to identify potentially abusive or neglectful patterns of
childrearing, with an obligation to report.

7. Encourage positive informal discussion among participants and between participants and
staff.

8. Deal effectively with all inquiries, including
a. identifying and making appropriate referrals,
b. assisting in providing information and informal support, and/or
c. providing informal counselling and guidance.

9. Participate in agency and external committees. the-Program-Committee:
11





10.

11.

12.

13.

14.

15.

16.

17.

18.

Promote volunteering through

a. involving parents, caregivers and children in tasks, decision-making and fund-raising
where possible.

b. encouraging and supervising student placements.

Undertake outreach through:

a. designing and preparing promotional materials.

b. promoting Applegrove and community programs.

c. networking with community resources working with or for families.
d. maintaining up-to-date mailing lists.

Prepare an annual plan and budget.
Identify new program needs.
Ensure that users have easy access to information about community events.

Reduce the impact of family emergencies through crisis intervention and sharing
appropriate information, referral and non-judgemental support.

Staff and co-ordinate drop-in advisory committee meetings.

Organize purchases of materials and supplies. This will include:

a. planning menus and obtaining supplies for daily snacks.

b. ordering supplies for crafts and general upkeep in accordance with program needs
and budget guidelines.

c. replacing and expanding the toy collection and children's books for daily use.

Adhere to all Applegrove policies including:

a. Personnel Policies, Confidentiality, Child Abuse, Anti-Harassment, Staff Conflict of
Interest, Health and Safety, and Computer Use
b. Maintaining the Petty Cash system.
c. Preparing reports.
d. Maintaining appropriate statistics and records.
e. Ensuring that relevant information is shared with the Drop-in Advisory Committee,
other staff and Applegrove administration.
Meeting relevant deadlines.

. Participating in staff meetings.

. Pursuing professional development through relevant workshops, training, reading,
conferences, etc.

i. following appropriate directives from the Ontario Early Years Centre, City of Toronto

Children's Services and other regulators.

SQ

Salary and Hours: City of Toronto AOCC Wage Grade 7 plus relevant benefits according to the

collective agreement Personnel-Policy.

Special Note: Staff may bring their own children to the drop-in, as long as care for their children

does not interfere with their duties.

12





Additional Information: A satisfactory police records check will be required as a condition of
employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Casual/Relief Parent Child Program Assistant
Updated July 2011

Accountability:
The Child Program Assistant is accountable to the Program Director, and works in

collaboration with and takes direction from the Parent/Child Program Workers and Parent
Resource Worker.

Education, Training and Experience:
Experience working directly with children up to age 6 and their parents, including some
relevant training. Equivalent volunteer and in-home experience considered. Assets
include experience with volunteers and/or experience in a multi-cultural community with a
variety of socio-economic levels.

SKkills:
Must be an organized, flexible, warm and creative team member. Assets include a second
language, especially Chinese, Spanish or a South Asian language.

Primary Responsibility:

e To assist with planning, implementing and coordinating programming for participants
(both children and adults) in a culturally, socially and economically diverse setting, to
provide a safe, clean, supportive and enriching environment for a daily average of 80
participants at the PC family support program.

e To care for children while their parents are participating in programs or attending
workshops or meetings within the building.

Salary and Hours:
¢ City of Toronto AOCC Wage Grade 5 plus relevant benefits according to the collective

agreement A@GG—W&ge—Gradeé%&SMQ—Z—OO—peeheur—hours to be assigned.

Special Note: Staff may bring their own children to the drop-in, as long as care for their children
does not interfere with their duties.

Additional Information:
e A satrsfactory polrce records check will be requrred as a condition of employment

14





APPLEGROVE COMMUNITY COMPLEX
Job Description
Parent Resource Worker
Revised by Board, April 26, 2006 Updated July 2011

Accountability: The Parent Resource Worker is accountable to and takes direction from the
Program Director. Parent/Child Program Workers and the Parent Resource Worker work
collectively in running the Parent/Child drop-in program.

Education, Training and Experience: Two years experience in community development,
program planning, group dynamics and referral; plus experience working directly with
children up to age 6. Computer literacy. Assets include experience with volunteers and/or
experience in a multi-cultural community with a variety of socio-economic levels.
Equivalent volunteer and in-home experience considered.

Skills: Requires skills in counselling and crisis intervention. Must be an organized, flexible,
warm and creative team member. Assets include a second language, especially Chinese,
Spanish or a South Asian language.

Primary Responsibility: To provide outreach, referral, support, and parent education for a daily
average of 20 to 25 adult users of the parent/child drop-in program in a culturally, socially
and economically diverse setting, so that the drop-in remains a safe, clean, supportive and
enriching environment.

Duties
1. Organize, facilitate and/or lead educational events for parents and caregivers based on
their needs and interests.

2. Ensure that users have easy access to information about community resources and events.

3. Organize the parenting resource collection by purchasing, maintaining, replacing and
cataloguing written materials, audio and video tapes. Promote the use of the resource
collection.

4. . Deal effectively with all inquiries, by

a. providing informal counselling and guidance,
b. accessing and sharing relevant information, and
c. . identifying and making appropriate referrals

5. Reduce the impact of family emergencies through crisis intervention and sharing
appropriate information, referral and non-judgemental support.

6. Staff and co-ordinate drop-in advisory committee meetings.
7. Prepare, administer, analyse and report on an annual program evaluation.

8. Develop community among participants through planning special events including
celebrations, trips and fundraisers. This includes: making bookings, determining costs,
coordinating sign-up and payment systems, promoting the events, and recruiting and
coordinating volunteers.

15





9.

10.

Assist in the scheduling and the daily running of the centre in the absence of other workers
due to illness/vacation.

Adhere to all Applegrove policies including:
a. Personnel Policies, Confidentiality, Child Abuse, Anti-Harassment, Staff Conflict of
Interest, Health and Safety, and Computer Use

. maintaining Petty Cash System.

. preparing reports

. maintaining appropriate statistics and records.

. ensuring that relevant information is shared with the Drop-in Advisory Committee,
other staff and Applegrove administration.

meeting relevant deadlines.

. participating in staff meetings.

. pursuing professional development through relevant workshops, training, reading,
conferences, etc.

i. following appropriate directives from the Ontario Early Years Centre, City of Toronto

Children's Services and other regulators.

D QO T
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In addition, the following duties are shared among all Parent/Child Program Workers and the
Parent Resource Worker.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

Work collectively with other staff to plan and implement an age appropriate, integrated and
enriching daily program of art, music, literacy and play, as well as special events.

Ensure that the drop-in remains clean, safe and attractive for all participants.

Interact with children and adults in a warm, friendly and beneficial manner, modelling
appropriate behaviour.

Promote the understanding of childhood development among participants.
Screen the participant population to identify children who may have special needs.

Screen the participant population to identify potentially abusive or neglectful patterns of
childrearing, with an obligation to report.

Encourage positive informal discussion among participants and between participants and
staff.

Child care
a. Provide primary care for children in respite situations when arranged in advance.
b. Care for children when their parent or care-giver is attending an on-site workshop or
meeting
c.. As needed, arrange for and supervise Child Care Workers for workshops and
meetings.

Participate in agency and external committees.

Promote volunteering through
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21.

22.

23.

24.

25.

a. encouraging participant support for and involvement in daily activities and special
events,

b. involving parents, caregivers and children in tasks and decision-making where
possible, and

. encouraging and supervising student placements.

Undertake outreach through:
a. designing and preparing promotional materials.
b. promoting Applegrove and community programs.
c. networking with community resources working with or for families.
d. maintaining up-to-date mailing lists.

Prepare an annual plan and budget.

Select items for, and supervise the lending and return of items from the toy and resource
libraries.

Identify new program needs.

Write newsletter articles, reports for Annual Report and other items to promote and record
program events.

Salary and Hours: City of Toronto AOCC Wage Grade 7 plus relevant benefits according to the

collective agreement PRersennelPolicy. Funding is provided for about 20 hours per week.
This position may be combined with up to 20 hours of Parent/Child Program Worker time.

Special Note: Staff may bring their own children to the drop-in, as long as care for their children

does not interfere with their duties.

Additional Information—Beginning--1995; A satisfactory police records check will be required as

a condition of employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Parent/Child Program Worker
Revised by Board, April 26, 2006 Updated July 2011

Accountability: Parent/Child Program Workers are accountable to and take direction from the
Program Director. Parent/Child Program Workers and the Parent Resource Worker work
collectively in running the Parent/Child drop-in program

Education, Training and Experience: Extensive knowledge of child development and family
dynamics, and the ability to plan and implement an early childhood program (normally
acquired through ECE or equivalent education, or training in social sciences). Plus a
minimum of 6 months experience working directly with children up to age 6, and
experience with parents. Equivalent volunteer and in-home experience considered.
Computer literacy. Assets include experience with volunteers and/or experience in a
multi-cultural community with a variety of socio-economic levels.

Skills: Must be an organized, flexible, warm and creative team member. Assets include a
second language, especially Chinese, Spanish or a South Asian language.

Primary Responsibility: To plan, implement and coordinate programming for participants (both
children and adults) in a culturally, socially and economically diverse setting, so that the
drop-in remains a safe, clean, supportive and enriching environment for an average of 45
to 50 participants which varies from day to day.

Duties
The following duties are shared among all Parent/Child Program Workers and the Parent
Resource Worker.

1. Work collectively with other staff to plan and implement an age appropriate, integrated and
enriching daily program of art, music, literacy and play, as well as special events.

2. Ensure that the drop-in remains clean, safe and attractive for all participants.

3. Interact with children and adults in a warm, friendly and beneficial manner, modelling
appropriate behaviour.

4. Promote the understanding of childhood development among participants.
5. Screen the participant population to identify children who may have special needs.

6. Screen the participant population to identify potentially abusive or neglectful patterns of
childrearing, with an obligation to report.

7. Encourage positive informal discussion among participants and between participants and
staff.
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8. Child care
a. Provide primary care for children in respite situations when arranged in advance.
b. Care for children when their parent or care-giver is attending an on-site workshop or
meeting.
c. As needed, arrange for and supervise Child Care Workers for workshops and
meetings.

9. Deal effectively with all inquiries, including
a. providing informal counselling and guidance,
b. identifying and making appropriate referrals,
c. assisting in providing information and informal support.

10. Participate in agency and external committees.

11. Promote volunteering through
a. encouraging participant support for and involvement in daily activities and special
events,
b. involving parents, caregivers and children in tasks and decision-making where
possible.
c. encouraging and supervising student placements.

12. Undertake outreach through:
a. designing and preparing promotional materials.
b. promoting Applegrove and community programs.
c. networking with community resources working with or for families.
d. maintaining up-to-date mailing lists.

13. Prepare an annual plan and budget.

14. Select items for, and supervise the lending and return of items from the toy and resource
libraries.

15. Identify new program needs.

16. Write newsletter articles, reports for Annual Report and other items to promote and record
program events.

17. Liaise with maintenance staff regarding facility safety, cleanliness, repair and upkeep.

The following duties are specific to the Program Workers. Some may be assigned as special
functions of one staff. However, all Parent/Child Program Workers are responsible for ensuring
that all duties are covered.

18. Organize purchases of materials and supplies. This will include:
a. planning menus and obtaining supplies for daily snacks.
b. ordering supplies for crafts and general upkeep in accordance with program needs
and budget guidelines.
c. replacing and expanding the toy collection and children's books for daily use.

19. Adhere to all Applegrove policies including:
a. Personnel Policies, Confidentiality, Child Abuse, Anti-Harassment, Staff Conflict of
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Interest, Health and Safety, and Computer Use

maintaining the Petty Cash system.

preparing reports.

maintaining appropriate statistics and records.

ensuring that relevant information is shared with the Drop-in Advisory Committee,

other staff and Applegrove administration.

meeting relevant deadlines.

participating in staff meetings

. pursuing professional development through relevant workshops, training, reading,
conferences, etc.

i. following appropriate directives from the Ontario Early Years Centre, City of Toronto

Children's Services and other regulators.

cooo
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Salary and Hours: City of Toronto AOCC Wage Grade 7 plus relevant benefits according to the
collective agreement PRersennelPeolicy. Funding is provided for about 70 hours per week.
These may be divided among up to 4 individuals (including the Parent Resource Worker).

Special Note: Staff may bring their own children to the drop-in, as long as care for their children
does not interfere with their duties.

Additional Information: Beginning-in-1995; A satisfactory police records check will be required
as a condition of employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Seniors Program Worker
Accepted by Personnel Committee, December 2, 1992
Revision Adopted by Board, September 1994
Updated 2009 Draft update July 2011

Accountability: The Seniors Program Worker is accountable to and takes direction from the
Program Director.

Education, training and experience: Education or training in social sciences, plus experience in
working with seniors in a community setting, program planning and working with
volunteers. Equivalent volunteer and in-home experience considered. An understanding
of community development is an asset as is a current First Aid/CPR certificate.

Skills: Computer literacy. Requires strong communication, organizational and planning skills
Must be organized, flexible, warm, creative, dependable and professional. Assets include
a second language, especially Chinese, Spanish or a South Asian language.

Primary Responsibility: To facilitate, plan, implement and coordinate programming for seniors
in a culturally, socially and economically diverse setting so that the program is safe,
clean, supportive and enriching. The worker will encourage the active involvement of
seniors in all aspects of the program.

Duties

1. Identify ongoing needs and plan programs in conjunction with the Seniors Committee and
the Program Director. This will include:

a. organizing seniors' events and activities, which might include some of fitness,
meals, volunteering, discussions, drop-Ins, trips and special events.

b. encouraging self-developed programs for seniors.

C. ensuring that the program spaces are clean, safe and attractive.

d. interacting with participants and community members in a warm, friendly and
beneficial manner.

e. staffing Seniors Committee meetings.

f. being a Resource Person for seniors in the community.

g. encouraging older adults to share their skills and resources in Applegrove and the
community.

h. preparing reports, keeping monthly statistics and ensuring that relevant information
is shared with the Seniors Committee and the Applegrove administration.

I. preparing an annual plan and budget and planning for purchases of materials and
supplies.

j- taking part in cooperative programming for seniors, both within Applegrove and in
the larger community.

k. participating in the Program Committee.

2. Undertake outreach through:

a. designing and preparing promotional materials.

b. promoting seniors' programs.

C. networking with community resources working with or for seniors.

d. maintaining up-to-date mailing lists.
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3.
a.
b.
C.

4.

5.
a.
b.
C.

Deal effectively with all inquiries, including

providing informal counselling and guidance,
identifying and making appropriate referrals,
assisting in providing information and informal support.

Participate in agency and external committees.

Promote volunteering through

encouraging participant support for and involvement in daily activities and special
events,

involving participants in tasks and decision-making where possible.

encouraging and supervising student placements.

6. Write newsletter articles, reports for Annual Report and other items to promote and record
program events.

16. Adhere to all Applegrove policies including:

a.

cooo
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Personnel Policies, Confidentiality, Child Abuse, Anti-Harassment, Staff Conflict of
Interest, Health and Safety, and Computer Use

maintaining the Petty Cash system.

preparing reports.

maintaining appropriate statistics and records.

ensuring that relevant information is shared with the Seniors Committee, other staff
and Applegrove administration.

meeting relevant deadlines.

participating in staff meetings

pursuing professional development through relevant workshops, training, reading,
conferences, etc.

following appropriate directives from the Local Health Integration Network, City of
Toronto and other regulators.

Salary and Hours: 16 to 24 hours per week, City of Toronto AOCC Wage Grade 7 plus relevant

benefits according to the collective agreement PersonnelPolicy.

Special Note: Staff may bring their senior relatives to the program, as long as interaction with
their relatives does not interfere with their duties.

Additional Information: Beginning-in-1995; A satisfactory police records check will be required

as a condition of employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Assistant Day Camp Director
Draft Revision July 2011

Accountability:
The Assistant Day Camp Director is directly accountable to by the Program Director and
supervised by the Day Camp Director.

Education, Training and Experience:
Some post-secondary education in social sciences or community services; plus
substantial experience working in programs for school-age children. Background must
include program planning, implementation and evaluation; supervising junior staff;
conflict management; and experience in a multi-cultural community with a variety of
socio-economic levels. Current first aid & CPR certification is an asset. Depending on
funding, there may be additional requirements, e.g. Applicant must be a full time student,

returning to full time education-in-September2008

Skills:
Requires effective communication with children, parents, and co-workers. Must be
creative, flexible, organized, dependable, warm and professional. Also requires
Microsoft Office. Assets include a second language, Chinese, Spanish or a South Asian
Language.

Primary Responsibility:
To assist the Day Camp Director in planning, coordinating, implementing and evaluating
a day camp for children ages 6 to 12 and leadership program for youth ages 12 to 15,
and to supervise camp staff.

Duties and Responsibilities:

1. Ensure that participant behaviour problems are dealt with sensitively and effectively, and
that behaviour management methods used by all camp staff are appropriate according
to agency policies & guidelines
Ensure the safety of participants and staff at all times
Assist the Day Camp Director in planning and implementing training for camp staff
Assist the Day Camp Director in the supervision and evaluation of camp counsellors
Assist Applegrove staff with the program evaluation process
Plan, implement, participate in and evaluate appropriate daily activities, trips and
workshops for children, involving camp staff, campers and parents where possible
7. In consultation with the Day Camp Director, provide information, referral, advice,

counselling, support and advocacy for children, parents and other staff as needed
8. Communicate and coordinate with other on-site programs, as appropriate
9. Coordinate and supervise the breakfast and snack programs
10. In consultation with other camp staff, organize the purchase of materials and supplies
11. Adhere to all Applegrove policies.
12. Other duties as assigned

ogarwnN

Salary and Hours:
As Contracted
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Additional Information:
e A satisfactory police records check will be required as a condition of employment.
e As a summer position, this position is not included in CUPE 2998.

this-status-throughout-youremploymentat-Applegrove— (should bé in letter of
employment)
¢ This position is dependent on successful funding.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Day Camp Director
Adopted by Board, June 19, 1997
Draft Revision July 2011

Accountability:
The Day Camp Director is directly accountable to and supervised by the Program Director.

Education, Training and Experience:
Some post-secondary education in social sciences or community services; plus substantial
experience working in programs for school-age children. Background must include
program planning, implementation and evaluation; supervising junior staff; conflict
management; and experience in a multi-cultural community with a variety of socio-
economic levels. Current first aid certificate an asset.

Skills:
Requires effective communication with children, co-workers, parents, and staff of other
community programs. Must be creative, flexible, organized, dependable, warm and
professional. Also requires Microsoft Office. Assets include a second language, especially
Chinese, Spanish or a South Asian language.

Primary Responsibility:
To plan, coordinate, implement and evaluate summer programming a-day-eamp for
children ages 6 to 12 and youth ages 12 to 15, and to supervise camp staff.

Duties:
1c Plan and implement training for camp staff.

2c Plan, implement, participate in and evaluate daily activities for children as appropriate
involving camp staff, campers and parents where possible.

3c Provide information, referral, advice, counselling, support and advocacy, for children,
parents and other staff as needed.

4c Undertake outreach through designing and preparing publicity and registration materials.
5¢ Communicate and coordinate with other programmes.
6¢c Participate in selecting camp staff.
7c Organize purchases of materials and supplies. This will include:
d planning menus and obtaining supplies for snacks.
e ordering supplies for crafts and other activities in accordance with program needs and
budget guidelines.
8  Adhere to all Applegrove policies including:
a maintaining appropriate statistics and records.

b  preparing reports.
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¢ ensuring that relevant information is shared with the Program Committee, other staff
and Applegrove administration.

d meeting relevant deadlines.

participating in staff meetings as needed.

pursuing professional development through relevant workshops, training, reading,

conferences, etc.

-+ 0

9  Other duties as assigned.

Salary and Hours:
—As-contracted:
AOCC Wage Grade 7.
Hours as contracted.

Additional Information:
e A satisfactory police records check will be required as a condition of employment.
e As a summer position, this Fhis position is not included in CUPE Local 2998 but-may

agreement:
e This position is dependent on successful funding.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Junior Camp Counsellor
Draft Revision — July 2011

Accountability:

Junior Counsellors are directly accountable to and supervised by-Serier-Ceunsellors;
the Day Camp Director and Day Camp Assistant Director and take direction from Senior
Counsellors.

Education, Training and Experience:

Skills:

Some experience working in programs for school-age children and experience in a multi-
cultural community with a variety of socio-economic levels. Program planning,
implementation and evaluation; current first aid certification would be assets. Depending
on funding, there may be additional requirements, e.g. must be a full time student,
returning to full time education in the fall.

Requires effective communication with children, co-workers, parents and staff of other
community programs. Must be creative, flexible, organized, dependable, warm and
professional.

Primary Responsibilities:

To plan, implement and evaluate day camp program activities for children ages 6-12.

Duties:

1.
2.

3.

© ~

10.

Ensure the safety of participants at all times
Provide a safe and welcoming environment where participants can try new things and
develop new friendships
Involve children/youth and parents/caregivers, where possible and appropriate, in
planning and evaluating programs
Empower participants by implementing a behaviour management method based on
choices and consequences
Identify new program needs
Plan and lead recreational and life skills activities, trips and workshops appropriate for
the age, skill level and interests of your participants
Actively participate in camp staff training
Prepare and submit all paperwerk-and reports and statistics in an organized and timely
fashion, including time sheets and program plans
Maintain up to date information about participants, including:
» attendance forms
» registration forms
» anecdotal/feedback logs
» incident reports
Submit requests for program materials and supplies, in accordance with program needs
and budget guidelines, in an organized and timely fashion. This will include:
planning activities and making shopping lists
purchasing/obtaining supplies and equipment
submitting receipts
monitoring supplies stored at the program site
27
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11. Deal sensitively and effectively with participant behaviour problems

12. Make appropriate referrals regarding abuse disclosures

13. Keep Senior Counsellors, Day Camp Director and Day Camp Assistant Director well
informed on participant progress, issues and concerns

14. Participate in the program evaluation process

15. Adhere to all Applegrove policies

16. Other duties as assigned

Other Information:
e A satisfactory police records check will be required as a condition of employment.

employment)
o This position is dependent on successful funding.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Senior Counsellor
Draft Revision — July 2011

Accountability:
Senior Counsellors are directly accountable to and supervised by the Day Camp Director
and Day Camp Assistant Director

Education, Training and Experience:
Some experience working in programs for school-age children. Background must
include some program planning, implementation and evaluation; supervising junior
staff/volunteers; experience in a multi-cultural community with a variety of socio-
economic levels. Current first aid certification is an asset. Depending on funding, there
may be additional requirements, e.g. must be a full time student, returning to full time
education in the fall.

Skills:
Requires effective communication with children, co-workers, parents and staff of other
community programs. Must be creative, flexible, organized, dependable, warm and
professional.

Primary Responsibilities:
To plan, implement and evaluate day camp program activities for children ages 6-12, and to
provide direction to supervise junior staff.

Duties:
1. Ensure the safety of participants at all times
2. Provide a safe and welcoming environment where participants can try new things and
develop new friendships
3. Involve participants and parents/caregivers in planning and evaluating some program
activities, where possible and appropriate
4. Empower participants by implementing a behaviour management method based on
choices and consequences
5. ldentify new program needs
6. Plan and lead recreational and life skills activities, trips and workshops appropriate for
the age, skill level and interests of your participants
Actively participate in camp staff training
Prepare, maintain and submit all paperwork-and reports and statistics in an organized
and timely fashion, including:
attendance forms
registration forms
anecdotal/feedback logs
incident reports
time sheets
program plans
9. Submit requests for program materials and supplies, in accordance with program needs
and budget guidelines, in an organized and timely fashion. This will include:
o planning activities and making shopping lists
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purchasing/obtaining supplies and equipment
. submitting receipts
. monitoring supplies stored at the program site
10. Provide direction to Supervise and participate in the evaluation of junior counsellors and
volunteers
11. Deal sensitively and effectively with participant behaviour problems
12. Make appropriate referrals regarding abuse disclosures
13. Keep Day Camp Director and Assistant Day Camp Director informed on participant
progress, issues and concerns
14. Participate in the program evaluation process
15. Adhere to all Applegrove policies
16. Other duties as assigned

Other Information:
o A satisfactory police records check will be required as a condition of employment.
e As a summer position, this position is not included in CUPE 2998.

employment)
o This position is dependent on successful funding.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Summer Leadership Coordinator
Draft Revision — July 2011

Accountability:

The Summer Leadership Coordinator is directly accountable to and supervised by the
Camp Director Pregram-Director and takes direction from the Assistant Camp Director.

Education, Training and Experience:

Skills:

Some post-secondary education in social sciences or community services; plus
substantial experience working in programs with youth. Background must include
program planning, implementation and evaluation; supervising junior staff; conflict
management; and experience in a multi-cultural community with a variety of socio-
economic levels. Current first aid certificate an asset. Depending on funding, there may
be additional requirements, e.g. must be a full time student, returning to full time
education in the fall.

Requires effective communication with youth, co-workers, parents and staff of other
community programs. Must be creative, flexible, organized, dependable, warm and
professional.

Primary Responsibility:

To plan, coordinate, implement and evaluate a Summer Leadership Program for youth
ages 12 to 15 +1te-14, and to supervise Leadership Program staff.

Duties and Responsibilities:

13.
14.

15.
16.
17.

18.
19.
20.
21.

22.

Fo Ensure the safety of participants at all times

Fo Plan and implement a Leadership Program which includes activities that develop

team building and life skills, self-esteem, and self-confidence.

Fe-Plan and organize Leadership excursions and special events.

Supervise and evaluate Summer Leadership staff.

Assist with supervision of participants in placement opportunities within the summer

camp or other Applegrove programs.

Evaluate ien-ef Summer Leadership participants.

Book speakers or facilitators as needed for planned workshops.

Communicate and coordinate with other on-site programs, as appropriate

Adhere to all Applegrove policies.

a. maintaining appropriate statistics and records.

b. preparing reports.

c. ensuring that relevant information is shared with the Program Committee, other staff
and Applegrove administration.

d. meeting relevant deadlines.

e. participating in staff meetings as needed.

f. pursuing professional development through relevant workshops, training, reading,
conferences, etc.

Other duties as assigned.

Salary and Hours:
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e As contracted.

Other Information:
e A satisfactory police records check will be required as a condition of employment.
e As a summer position, this position is not included in CUPE 2998.

employment)
o This position is dependent on successful funding.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Summer Leadership Counsellor
Draft Revision — July 2011

Accountability:

Summer Leadership Counsellors are directly accountable to and take direction from the
Camp Director and Assistant Director or Leadership Coordinator supervised by-the

Summer-Leadership-Coordinator

Education, Training and Experience:

Skills:

Some experience working in programs with youth ages 12 — 15. Background must
include some program planning, implementation and evaluation; experience in a multi-
cultural community with a variety of socio-economic levels. Current first Aid Certificate
an asset.

Requires effective communication with youth ages 12 to 15 children, co-workers, parents
and staff of other community programs. Must be creative, flexible, organized,
dependable, warm and professional.

Primary Responsibility:

To plan and implement activities, workshops, excursions, and special events for a
Summer Leadership Program for youth ages 12-15 years at Applegrove Community
Complex.

Duties and Responsibilities:

1.
2.

8.
9.
10.

Ensure the safety of participants at all times

Assist Summer Leadership Coordinator to plan, implement a Leadership Program which
includes activities that develop teamwork building and life skills, self-esteem, and
self-confidence.

Assist in organization of Leadership excursions and special events.

Assist with supervision of participants in placement opportunities within the summer
camp or other Applegrove programs.

Provide input in the evaluation of Summer Leadership participants.

Book speakers or facilitators as needed for planned workshops.

Keep Day Camp Director and Assistant Day Camp Director informed on participant
progress, issues and concerns.

Communicate and coordinate with other on-site programs, as appropriate

Adhere to all Applegrove policies.

Other duties as assigned.

Other Information:

A satisfactory police records check will be required as a condition of employment.
As a summer position, this position is not included in CUPE 2998.
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employment)
e This position is dependent on successful funding.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Child Therapist
March 2007 Draft update July 2011

Accountability: The Play Therapist is accountable to and takes direction from Applegrove
Program Director. The Play Therapist, the Program Worker and the Parent Worker work
collectively in running the Therapeutic Play program.

Education, Training and Experience:

e Experience in the children’s mental health field working with young children with

social/lemotional, behavioural and developmentally based difficulties.

Trained in an accredited program as a play therapist.

Trained and experienced in working with young children in groups.

Knowledge of community services available for young children and their families.

Proven experience in developing, implementing and evaluating programs for children ages 3

to 5.

o Knowledge of child welfare reporting responsibilities and experience in handling this with
families.

e Strong assessment skills based on knowledge of attachment theory, early childhood
development and early childhood psychopathology.

¢ Familiarity with indicators of sexual and physical abuse and of the significance of such
family issues as illness, separation, divorce, and death of a family member.

e Must have experience working as part of an interdisciplinary team

e Experience in a multi-cultural community with a variety of socio-economic levels.

Skills: Must be an organized, flexible, warm and creative team member. A second language,
particularly Cantonese, Mandarin or a south-Asian language, an asset but not required.

Primary Responsibility: To plan, implement, coordinate and evaluate therapeutic play groups of
children ages 3 to 5 who show some difficulties in their development, peer interactions
and/or attachment. Many of these children have experienced (or are experiencing) a
trauma that might be iliness or death in the family; separation or divorce; witnessing or
experiencing violence or abuse; or other issues.

Duties
The following duties are shared among all Therapeutic Play program staff. Some may be
assigned as special functions of one staff.

1. To deliver therapeutic play groups for children ages 3 to 5.

2. Working collectively with other staff, utilize effective therapeutic techniques to plan and
implement an age-appropriate program for groups of children.

3. Initiate and implement intake, assessment and evaluation forms to track progress.
4. Deal effectively with all inquiries, including

A. identifying and making appropriate referrals,

B. assisting in providing information and informal support.

C. accessing and enhancing the existing information resources.
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5. Prepare program plans within budget limits.

6. Organize purchases of materials and supplies. This will include:
A. ordering toys and other supplies in accordance with program needs and budget
guidelines.
B. replacing and expanding the toy collection as appropriate.
7. Set up and take down the program space including ensuring that the program room

remains safe, clean and attractive for all participants.

8. Adhere to all agency policies including:
A. maintaining the Petty Cash system.
B. preparing reports.
C. maintaining appropriate statistics and records.
D. ensuring that relevant information is shared with other staff, Applegrove and

Thorncliffe administration and referring agencies, including information about
emerging needs.

meeting relevant deadlines.

participating in staff meetings.

pursuing professional development through relevant workshops, training, reading,
conferences, etc.

omm

Salary and Hours: City of Toronto AOCC Wage Grade 14 plus relevant benefits according to
the collective agreement RersennelPolicy. Funding is provided for an average of 8.5
hours per week at Applegrove and-12-hours-at Fhorneliffe-

Additional Information: A satisfactory police records check will be required as a condition of
employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Therapeutic Play Parent Worker
March, 2002 Draft update July 2011

Accountability: The Parent Worker is accountable to and takes direction from the Applegrove
Program Director. The Play Therapist, the Program Worker and the Parent Worker work
collectively in running the Therapeutic Play program.

Education, Training and Experience:

e Experience in group assessment and facilitation, including adults who have experienced
crisis/grief/trauma

¢ Sound knowledge of family dynamics

Familiarity with the significance of such family issues as illness, separation, divorce, and

death of a family member.

Knowledge of child development

Some knowledge of the children’s mental health field

Knowledge of community services available for young children and their families.

Must have experience working as part of an interdisciplinary team

Experience in a multi-cultural community with a variety of socio-economic levels.

Knowledge of child welfare reporting responsibilities and experience in handling this with

families.

Proven experience in developing, implementing and evaluating programs for adults and/or

families.

Skills: Must be an organized, flexible, warm and creative team member. Must be cognizant of
the boundaries between the professional and the client. A second language, particularly
Cantonese, Mandarin or a south-Asian language, an asset but not required.

Primary Responsibility: To plan, implement, coordinate a parental support group designed to
help parents understand the impact of crisis on their children, and what they can do to
help themselves and their children through this period. Adults will meet while their
children age 3 to 5 participate in a 10 week therapeutic play group.

Duties
1. Plan, implement and coordinate a parental support group that meets parallel to the
children's play therapy group.

The following duties are shared among all Therapeutic Play program staff. Some may be
assigned as special functions of one staff.

2. Initiate and implement intake, assessment and evaluation forms to track progress.
3. Deal effectively with all inquiries, including

A. identifying and making appropriate referrals,

B. assisting in providing information and informal support.

C. accessing and enhancing the existing information resources.
4. Prepare program plans within budget limits.
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5. Organize purchases of materials and supplies. This will include:

A. ordering toys and other supplies in accordance with program needs and budget
guidelines.
B. replacing and expanding the toy collection as appropriate.
6. Set up and take down the program space including ensuring that the program room

remains safe, clean and attractive for all participants.

7. Adhere to all agency policies including:
A. maintaining the Petty Cash system.
B. preparing reports.
C. maintaining appropriate statistics and records.
D. ensuring that relevant information is shared with other staff, Applegrove and

Thorncliffe administration and referring agencies, including information about
emerging needs.

meeting relevant deadlines.

participating in staff meetings.

pursuing professional development through relevant workshops, training, reading,
conferences, etc.

@mm

Salary and Hours: City of Toronto AOCC Wage Grade 7, plus relevant benefits according to the
collective agreement PersennelPeliey- Funding is provided for an average of 5 hours per
week.

Additional Information: A satisfactory police records check will be required as a condition of
employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Therapeutic Play Program Worker
March, 2002 Draft update July 2011

Accountability: The Program Worker is accountable to and takes direction from the Applegrove
Program Director. The Play Therapist, the Program Worker and the Parent Worker work
collectively in running the Therapeutic Play program.

Education, Training and Experience:

e Experience working with young children with social/emotional, behavioural and
developmentally based difficulties.

¢ Some knowledge of concepts of play therapy

o Knowledge of community services available for young children and their families.

e Proven experience in developing, implementing and evaluating programs for children ages 3
to 5.

¢ Knowledge of child welfare reporting responsibilities and experience in handling this with
families.

o Familiarity with indicators of sexual and physical abuse and of the significance of such

family issues as illness, separation, divorce, and death of a family member.

Must have experience working as part of an interdisciplinary team

Experience in a multi-cultural community with a variety of socio-economic levels.

Skills: Must be an organized, flexible, warm and creative team member. A second language,
particularly Cantonese, Mandarin or a south-Asian language, an asset but not required.

Primary Responsibility: To assist in planning, implementing, coordinating and evaluating
therapeutic play groups of children ages 3 to 5 who show some difficulties in their
development, peer interactions and/or attachment. Many of these children have
experienced (or are experiencing) a trauma that might be illness or death in the family;
separation or divorce; witnessing or experiencing violence or abuse; or other issues.

Duties
The following duties are shared among all Therapeutic Play program staff. Some may be
assigned as special functions of one staff.

2. To assist in delivering therapeutic play groups for children ages 3 to 5.

3. Working collectively with other staff, utilize effective therapeutic techniques to plan and
implement an age-appropriate program for groups of children.

4, Assist with intake, assessment and evaluation forms to track progress.
5. Deal effectively with all inquiries, including

A. identifying and making appropriate referrals,

B. assisting in providing information and informal support.

C. accessing and enhancing the existing information resources.
6. Prepare program plans within budget limits.
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7. Organize purchases of materials and supplies. This will include:

A. ordering toys and other supplies in accordance with program needs and budget
guidelines.
B. replacing and expanding the toy collection as appropriate.
8. Set up and take down the program space including ensuring that the program room

remains safe, clean and attractive for all participants.

9. Adhere to all agency policies including:
A. maintaining the Petty Cash system.
B. preparing reports.
C. maintaining appropriate statistics and records.
D. ensuring that relevant information is shared with other staff, Applegrove and

referring agencies, including information about emerging needs.

meeting relevant deadlines.

participating in staff meetings.

pursuing professional development through relevant workshops, training, reading,
conferences, etc.

omm

Salary and Hours: City of Toronto AOCC Wage Grade 7, plus relevant benefits according to the
collective agreement PersennelPelicy. Funding is provided for an average of 5 hours per
week.

Additional Information: A satisfactory police records check will be required as a condition of
employment.
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Outreach and Involvement Worker
Drafted 2010, Draft update July 2011

Accountability: The Outreach and Involvement Worker is accountable to and takes direction
from the Applegrove Program Director.

Education, Training and Experience:
Knowledge of or experience participating in community services available for young
children and their families. Experience with outreach materials such as flyers and
pamphlets (includes developing and reviewing materials). Experience working with
volunteers or as a volunteer. Must have experience working as part of an
interdisciplinary team. Experience in a multi-cultural community with a variety of socio-
economic levels. Assets include Cantonese, Mandarin, Urdu or another South Asian
language.

Skills:
Must be an organized, flexible, warm and creative team member. Must have excellent
communication skills, including English literacy. Must have good computer skills.

Primary Responsibility:

e To provide information about all agency programs and events, through promotion and
outreach to community agencies, programs, and members.

e To assist with recruitment, placement, and supervision of volunteers.

Duties
1. Contact community agencies and programs and set up meetings or presentations for all
agency programs and events.
2. Accompany program participants or graduates to other services.
3. Prepare and update outreach materials and packages; send out as needed.
4. Recruit volunteers, facilitate and supervise placement in assigned programs/event.
+«Will require-occasional-evening-and-weekend-work: (moved to below)
5. Deal effectively with all inquiries, including:
j- identifying and making appropriate referrals,
k. assisting in providing information and informal support.
I. accessing and enhancing the existing information resources.

6. Adhere to all agency policies including:

a. maintaining appropriate statistics and records.

b. ensuring that relevant information is shared with other staff, Applegrove and referring
agencies, including information about emerging needs.

c. meeting relevant deadlines.

d. participating in staff meetings.

e. pursuing professional development through relevant workshops, training, reading,
conferences, etc.

f. preparing reports.
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Additional Information: A satisfactory police records check will be required as a condition of
employment.

Salary and Hours: To be determined according to funding. Depending on funding, may be a
“special project” as defined in the Local 2998 Collective Agreement. Will require occasional
evening and weekend work
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APPLEGROVE COMMUNITY COMPLEX
Job Description
Event Planner
Amended April 2009 — Draft update July 2011

Accountability: The Event Planner is accountable to the Executive Director and will take
direction from the Program Director and event planning committee.

Education, Training and Experience: Experience in planning and implementing large-scale
special events including knowledge and experience of service planning and community
development (normally acquired through an undergraduate degree in social science or
public relations or community college education in event management and relevant
employment). Equivalent volunteer experience considered. Assets include experience
with volunteers and experience in a multi-cultural community with a variety of socio-
economic levels.

Skills: Must be an organized, flexible, warm, creative and detail-oriented team member with
initiative, excellent oral and written communication skills, computer skills (word processing,
spreadsheets, database), problem-solving (including the ability to anticipate and prevent
problems), superior organizational and time-management skills including working to
deadlines. Assets include knowledge and experience in Applegrove’s neighbourhood, a
second language, especially Chinese or a South Asian language, and experience using
Publisher.

Primary Responsibility: To support community engagement through identified strategic
initiatives in the planning, development, promotion, implementation and evaluation of
special events.

Duties
1. Coordinate the development and implementation of special events for the community and
for fundraising purposes including:
A. Work with members of the community, volunteers and staff in the development and
implementation of special events and projects as directed.
. Meet with potential sponsors and partners to promote and discuss the events.
. Develop and coordinate services for the events such as facilities, catering, signage,
special needs, printing, activities, and security.
. Organize and prepare programs and promotional material and publicize events.
. Plan entertainment and activities.
Recruit, train and supervise volunteers and staff required for event.
. Ensure compliance with appropriate by-laws and regulations.

O

OTmmo

2. Manage special event budget as directed through negotiating with suppliers, maintaining
records, reviewing invoices and preparing reports.

3. Support the senior management team in identifying agency priorities and community needs.
4. Prepare a final report on the event including financial information, evaluation and learnings.

5. Other related duties as assigned.
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6. Adhere to all Applegrove policies including:

. maintaining the Petty Cash system.

. preparing reports.

. maintaining appropriate statistics and records.

. ensuring that relevant information is shared with the Planning Committee, other staff and
Applegrove administration.

. meeting relevant deadlines.

participating in staff meetings.

o0Ow>

mm

Salary and Hours: City of Toronto AOCC Wage Grade 7 plus any applicable benefits according
to the collectlve agreement Hours to be determlned An—average—ef—S—heurs—peHNeelewmh

te—@eteber—g- Evenrng and weekend work will be requrred at trmes mcludrng Safeurday—
September19 the day of the event.

Special Notes:

0 A police reference check will be required.

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





APPLEGROVE COMMUNITY COMPLEX
Job Description
Evening Office Coordinator
Revised by Board, April 26, 2006 Draft Revision July 2011

Accountability: The Evening Office Coordinator is accountable to the Office Manager.

Skills: Communicate effectively in English with a broad range of individuals of a variety of ages,

cultural and socio-economic backgrounds. Perform office practices including filing,
photocopying, and collating, keyboarding, and verifying information. Respond calmly and
effectively in emergencies. Working knowledge of computers. Assets include prior
experience in a community organization and/or with children youth or volunteers; and a
second language, especially a Chinese or South Asian or Southeast Asian language or
Spanish.

Primary Responsibility: To act as the on-site administrative worker in the evenings.

Duties

1.

Reception

a Welcome visitors, including members and their children, volunteers and the general
public.

b Answer the telephone, direct callers appropriately and take messages as needed.
¢ Deal effectively with all inquiries.

Provide photocopying, collating, filing, mailing, some typing, and computer data entry into
database and accounting program.

Put together mass mailings to update members and to solicit for donations in local
neighbourhoods.

Maintain and update the membership, volunteer, donor and agency databases.
Establish and sustain a warm, friendly, clean, organized and helpful atmosphere in the office.
Provide support for other Applegrove administrative and program staff.

Promote volunteering through

a. encouraging member involvement in regular activities and special events,
b. involving members in tasks where possible, and
C. encouraging and supervising placements, e.g., high school students completing

their required community service.

Ensure rooms are open, ready and available for pre-arranged meetings; close up after
meetings.

In the absence of the Office Manager, provide bookkeeping services including payroll
calculation, cheque preparation, and bank deposits.

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





10. Adhere to all Applegrove policies including:
a. Maintaining appropriate statistics and records.
b Petty cash disbursement and maintaining the petty cash.
c Meeting relevant deadlines.
d participating in staff and other meetings as appropriate.
e pursuing professional development through relevant workshops, training, reading,
conferences, etc.

11. Other duties as assigned.

Salary and Hours:
City of Toronto AOCC Wage Grade 4 plus relevant benefits according to the collective
agreement PersennelPolicy.
16 hours per week, normally Monday to Thursday, 5 p.m. to 9 p.m. Some Saturdays or
Sundays may be necessary.

Additional Information
o Beginning-in-1995;-a satisfactory police records check will be required as a condition of
employment.

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.
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Non-Union Job Profiles: Executive Director, Program Director and Office Manager

Job Title: Job Code:

Executive Director

Job Type: Hours of Work per Week:
Management 35

Service Area: , Date Prepared:
Association of Community Centres June 15. 2005
Community Centre:

Various

Job Summary:

Responsible for the development of a volunteer, publicly elected and Council-appointed Board of Management.
Facilitates the capacity building of these volunteer directors by supporting the orientation to public and operational
policies and the selection, maintenance, utilization and evaluation of the Board.

Provides leadership to the Board of Management by advising them, advocating and promoting the organization and
stakeholders’ changes related to organization mission. Supports the motivation of employees in the organization’s
products, programs and operations. Leads a responsive, successful organization that advances the City’s Social
Development Strategy and promotes the quality of life of members and residents.

Manages a public agency by overseeing the operations of the organization and implementing plans. Manages human
resources of organization and manages the financial and physical resources of the organization. Manages the goals
and objectives of the Centre as directed by the Board and informed by community and City Council. Co-ordinates
needs identification and analysis, community liaison, program design and financial administration plans, supervises,
engages, co-ordinates, evaluates and promotes services for the effective operation and continuing growth of the
Community Centre.

Provides vision and is an information bearer to ensure that staff, volunteers, partners and Board have sufficient and up-
to-date information. Looks to the future for change opportunities, interfaces among Board and employees, organization
and community,

Reports To:
Council-appointed Board of Management.
Supervises (if applicable):

Directly supervises a staff team ranging from 3.4 FTE to 14 FTE City-funded positions plus up to 30 FTE
Centre-funded positions, members of which are responsible for working directly with individuals and with
staff from other community-based agencies and levels of government in addressing a broad range of
community issues including child development, poverty, homelessness, environment, immigration and
settlement.

Major Responsibilities:

Board Administration and Support

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





In collaboration with other Ctiy staff, other levels of government, community members and agency
stff, directs the identification of community needs and concerns, generates a range of service options
to meet these and recommends innovative strategies to meet identified needs.

Ensures the developmetn of targets and measurement criteria to evaluate the effectiveness of the
centre’s programs and services.

Offers exemplary leadership to other service providers. Creates new standards of service in the
community serivce sector.

Develops and manages partnerships wtih residents and agencies to assess needs and develop
programs, services, business, to solve communtiy problems and build community capacity, social
capital and well-being. Initiates action with and on behalf of the Centre to promote action, change
and consideration of matters to the community, the Centre, its clients, staff and volunteers.

Provides support and leadership to volunteer Board members via orienttion, preparataion of reports,
agenda construction, communications between Board and stff, maintaining confidental material,
implementing Board decisions and identifying issues and ways to address them.

Consults with the Board of Management, staff, volunteers and stakeholders and determines
priorities, establishes objectives and formulates programs, policies and procedures.

Facilitates the functioning of the Board, providing liaison among the Board staff, stakeholders and
City Council.

Programme and Service Delivery
Provides advice, guidance and overall co-ordination relatied to quality improvement for community
programs, including indicator development and analysis, quality improvement initiatives,
identification and use of best practice data and program evaluation.
ldentifies emerging needs, new communities, posible initiatives and entrepreneurial innovative
approaches. Designs and builds new programming with fresh resources.
Manages all aspects of a Community Centre including its viability and operational functions.
Achieves the goals and objectives of the Centre as established by the Board of Management and
informed by community and City Council.
Ensures appropriate automated systems are in place to enhance, develop and implement effective
data management services to ensure that essential information is available to meet programs,
analytical and reporting needs and to facilitate the centre’s management, financial and human
resource administration, membership and funding.
Collaborates, negotiates and advocates with City staff and those from other levels of governmetn and
community agencies, plus community members, to create or strengthen broad social programs and
policies and the impact of initiatives by other levels of government and community-based
organizatios on community issues and servcies.
Reviews and analyzes policies and procedures of the Centre and from different levels of government,
related laws, acts or contracts.
Prevents crises, manages critical issues, solves difficult problems and anticipates and addresses
matters which are or may become critical issues for the Centre before the Centre or City is
compromised

Financial Risk and Facilities Management
Develops, recommends and administers the annual budget for the centre, and ensures that the
centre’s expenditures are controlled and maintained within approved budget limitations.
Develops and monitors financial policies and practices and manages human resources consistent with
the goals and philosophy of the Centre.
Protects and reflects the Centre’s interests in its legal relationships with funders, businesses and
agencies that support Centre operations. Negotiates, executes and administers legal agreements that
affect the Centre with a range of funders that include government departments, the United Way and
contractors of selected services to the Centre.
Exercises signing authority for a broad range of Centre contractual agreements in respect to
facilities, operations, human resources legal documenttion, union agreements and with funders,
progrm partners, users of facilities.

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
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Participates in risk management acitvities including the provision of regular risk indicator reports
and working closely with other City staff, contracted agency staff and clients to manage risks and
minimize liability to the City of Toronto.

Plans and budgets for facilities whether leased or owned by the City. Designs and Manages projects
such as capital building campaigns or relocation. Manages maintenance and operations for the
facility including the physical building, its design and layout including elevators, plumbing, heating
and air conditioning, flooring, lighting and electrical systems, security systems, roofing. Maintains
the grounds and surrounding areas, parking lots, gardens, wheelchair accessibility. Maintains the
furniture and equipment of the faciity.

Provides overall control and direction for all funding including overall and individual budgets for
admininstration and various program areas. Administers and supervises all financial and budgetary
activities of the Centre. Reviews and approves financial statements, monthly reconciliations,
accounts payable, payroll requisitions, purchase orders and receipts. Ensures that timely financial
reports are submitted to funders in the appropriate formats.

Presents and defends budgets before Committees, the Board and Council.

Ensures sufficient financial resources to operate the Centre and programs through planning, co-
ordinating, implementing and evaluating fundraising methods such as special events, gaming, direct
mail, rentals, fees, proposals to governments, foundations and corporations.

Ensures a healthy, safe, welcoming and secure environment where the Centre’s physical and
financial assets, staff, volunteers and users of services are protected and maintained.

Human Resource Managerment
Manages, motivates and ensures the effective training of the Centre’s staff, ensuring effective
teamwork, high standards of work quality and organizational performance, continuous learning and
encourages innovation in others.
Exercises responsibility and control for the hiring, training, management, evaluation, discipline and
termination of all employees including permanent employees, both management and union as well as
casual, contract and seasonal employees and volunteers.
Handles labour relations matters, including the hearing of grievances and the imposition of discipline
as required.
Ensures the efficient utiliization of planning and supervision of clerical, accounting, reporting, EDP,
and purchasing operations.
Negotiates and implements union agreements and issues related to the agreement.
Reports on all the components of the Centre with respect to the range of operating and human
resource policies and procedures outlined in Centre manuals and guidelines and various acts,
statutes.

Community and Public Relations
Gains media coverage of relevant issues and events in order to promote the welfare and rights of
communities and to highlight the impact of centre programming.
Works with the community to find solutions to the problems a community identifies. Develops and
mobilizes community-based leadership and other local resources and skills to initiate actions to solve
identified community problems.
Responds to inquiries, issues and concerns rising from the Board, staff, service users, funders,
regulators, community partners, elected officials and the media.
Maintains formal and informal relationships with the City of Toronto, Council Committees and
departments, divisions, that affect the operations of the Centre including Community &
Neighbourhood Services Department.
Conveys timely information to staff and volunteers.
Initiates, evaluates and supervises the design and implementation of effective publicity, outreach and
public relations/marketing materials and initiatives in order to create ensure a positive Centre image
in the community.

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





Speaks for the Centre and represents it in negotiations, collective bargaining, meetings with the
public, with other organizations and all levels of government and manages Centre relationships with
the media and in public forums.

Prepares reports to Board and funders, correspondence and response to enquiries, makes
presentations to community stakeholders as requested.

Creates and maintins a positive image of the Centre at Council and among City staff. Negotiates and
advocates with a variety of City staff and through a range of departments.

Fundraising
Liaises with various levels of government, corporations, foundations and private donors to sustain
and improve financial reources. Works with committees of volunteers and staff to plan, implement
and co-ordinate dinners, benefits, auctions, raffles, bingos, runs, walks, theatre trips and other
special events.

“Original Confirmation on File”

Board of Management or Designate Manager, Compensation & Benefits

Date Approved:

Date Approved:
Not part of City Job Description
Executive Director of Applegrove Community Complex is at the non-union job level 7.0

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





ﬂl_fﬂ_Tlllllll\IIll Non-Union Job Profile

Job Title: Job Code:

Program Director Community Centre CC0011/12/13/14/15/19/20
Job Type: Hours of Work per Week:
Management 35

Service Area: _ Date Prepared:
Association of Community Centres April 19, 2010

Community Centre:

Various

Job Summary:

To manage the Centre’s programs and services. As part of the management team, to ensure that programs
and services achieve the centre’s mandate, goals and objectives and are in line with the City’s Relationship
framework while ensuring the effective operations, development of the centre and the broader community.

Reports To:

Executive Director, Community Centre (various)

Supervises (if applicable):
Various unionized staff (up to approximately 25 FTE per incumbent)
Major Responsibilities:

o Hires, supervises and supervises staff performance ensuring effective teamwork, high standards of
work quality, organizational performance, continuous learning/improvement and encourages
innovation in others. Monitors and evaluates staff performance, recommends and approves salary
increments, resolves disputes, recommends and implements disciplinary action when necessary in
accordance with the Collective Agreement. Supervises consultants as needed.

o Develops, implements and manages a broad range of community, social, educational and recreational
programs, which may include all aspects of this process: research, community consultations,
organizational impact analysis, program model development, grant/funder preparation, contract
negotiations, etc.

e Leads the service planning, program development and evaluation processes for all community
programs using a community development, participant centred approach, that builds and strengthens
communities and fosters broad social inclusion, public accountability and diversity principles.

e Leads program development and continuity through oversight, development, preparation and
submission of various grant/funding/foundation applications. Ensures that programs and services are
meeting funder/organizational expectations and contractual obligations while ensuring the appropriate
use of public funds.

e Develops and manages various partnerships with community agencies, City of Toronto, funders, local
businesses and community members to provide accessible services that improve community well
being and represents the Centre at broad community events, on committees, taskforces etc. Responds
to concerns/issues and provides information to the public.

e Provides leadership in related annual budget planning cycles ensuring that the budget process
includes timely consultation with relevant units, preparation and coordination of all unit submissions,

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





and related material for the annual budget, and ensuring expenditures and revenues are controlled and
maintained within approved limits.

o Provides leadership in the Centre’s policy and procedural development including but not limited to
Health and Safety, operational and human resources policy development, organizational risk
assessments and develops mitigating policy and practice

e Manages the Centre’s complaints process related to program delivery and ensures the delivery of high
quality public services that meet City of Toronto standards and other best practices.

o Ensures compliance with all applicable legislation including but not limited to Health and Safety,
Collective Agreements, City of Toronto HR policies, ESA, etc.

o Ensures the Executive Director is apprised of issues and assists with such issues in the Executive
Director’s absence.

Centre specific:

Attends Board meeting may take minutes. Provides information, reports, updates and recommendations
on programs, events and activities as requested.

Actively supports the Cente’s volunteer program and coordinates volunteers to participate in/lead various
community activities, events, etc.

Oversees and coordinates Special events for the community including major fundraising initatives.

May sign binding and/or non-binding contracts and agreements

NOT part of official job description
Applegrove Program Director is at the non-union job level of 5.5.

Board of Management or Designate Manager, Compensation & Benefits

Date Approved: Date Approved:

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





ﬂl_fﬂ_Tlllllll\IIll Non-Union Job Profile

Job Title: Job Code:

Business and Finance Director/Manager CC0021/22/23/24/25/26/27/2
9

Job Type: Hours of Work per Week:

Management 35

Service Area: , Date Prepared:

Association of Community Centres April 22, 2010

Community Centre:

Various

Job Summary:

To manage the Centre’s overall financial, business management, information and risk management systems
including accounting, payroll, business, insurance and administrative policy and practice development. To
participate as an active member of the Centre’s management team.

Reports To:

Executive Director, Community Centre (various)

Supervises (if applicable):
Various unionized jobs (approximately .5 — 4 FTE per incumbent)
Major Responsibilities:

Hires staff and supervises staff performance ensuring effective teamwork, high standards of work
quality, organizational performance, continous learning/improvemnet and encourages
innovation in others.

Manages all aspects of the Centre’s accounting, financial operations and business systems.

Prepares regular financial/budget statements and variance reports, and related material for
funding/grant applications. Provides detailed information on financial operations, revenues,
expenditures. Monitors expenditures and controls accounts receivable and accounts payable
for the proper financial management of the Centre. Develops financial control mechanisms.
Oversees banking practices, procedures and develops related policies.

Manages and coordinates the annual budget planning cycles and service plans ensuring
organizational consultation with relevant departments. Prepares all financial submissions and
related material for the annual budget, including the City of Toronto submissions and other
grants, foundation funders.

Ensures the Centre is in compliance with Generally Accepted Accounting Principles and best
practices related to business and financial management. Leads relevant policy and business
practice development to ensure that the day-to-day accounting practices, cash procedures,
investment policies, and expenditures and revenues, are controlled and maintained within
approved limits. Ensures that the Centre complies with all accounting legislative
requirements related to charities.

Leads the annual audit process including preparing all related materials, schedules and
information as required to facilitate the audit process. Coordinates and prepares all

The above reflects the general details considered necessary to perform the principle functions and shall not be construed as a detailed
description of all the work requirements inherent in the job.





applicable reporting related to business and finance including Annual Charitable Returns
and other applicable government regulations/returns/remittances.

Manages the Centre’s payroll and where relevant the pension and benefits systems, including
establishing and maintaining appropriate records, reports and related systems. Ensures that
the Centre completes and submits all required reports and various remittances, T4's,
government returns, tax payments, etc. Monitors and implements applicable changes to the
City’s compensation, pension and benefit packages and ensure that employees receive
related information.

Manages and ensures where relevant that assigned purchasing and materials processes
include appropriate tendering, and inventory management systems. Supports the Centre to
conduct appropriate reviews of current contractors and suppliers to ensure best value for
money. Establishes new supplier, vendor relationships, and troubleshoots when purchasing
problems occur.

Manages where relevant the Centre’s insurance matters and relevant risk assessment
processes.

Provides statistical and financial analysis data, and prepares reports and correspondence. Makes
presentations to the Board, Board committees and the general public/membership. Provides
statistical and financial analysis and collects data.

Oversees and coordinates numerous special events for the community including organizational
major fundraising initiatives.

Ensures compliance with all applicable legislation including but not limited to Health and Safety,
Collective Agreements, and City of Toronto policies, ESA, etc. Liaises with various City and
political staff regarding financial matters and compliance with relevant City policy.

NOT part of official job description
Applegrove job title is Office Manager and the position is at the non-union job level of 5.5.

Board of Management or Designate Manager, Compensation & Benefits

Date Approved: Date Approved:
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1.

Applegrove Community Complex
Complaints Procedure® — Draft 2 August 2011

Introduction

Applegrove Community Complex is a neighbourhood partnership fostering community through
social and informative programs for individuals and families. Applegrove is committed to
providing the highest quality of programs and services.

Sometimes mistakes happen. Applegrove believes that acknowledging and correcting mistakes
shows strength rather than weakness. Correcting mistakes provides opportunities to identify
improvements in services and systems.

2.

Preface

The following procedure applies to complaints directly related to services and processes
related to the operation and management of Applegrove Community Complex.

Some services and processes may have a separate right of appeal, statutory remedy or
prescribed procedure.?

Complaints are reviewed on receipt and complainants are advised if alternative
complaint procedures apply.

Staff are trained and are accountable for their involvement in the complaint process.

Guiding Principles

Itis in the interest of all parties that complaints are dealt with promptly and resolved as
quickly as possible.

Staff and Board Members shall treat complaints as confidential and protect
complainants’ privacy.

Review of complaints is fair, independent, timely, impartial and respectful to parties
involved.

Complainants are advised of their further options if they are dissatisfied with treatment or
outcome.

Complainants are provided clear and understandable reasons for how decisions on the
complaint were made.

Updates are provided to complainants during review processes.

Complaints are used to assist in improving services, policies and procedures.

Types of Complaint
A complaint is an expression of dissatisfaction, either written or oral, made by or on behalf of
a user of a service about Applegrove’s rules, policies, procedures or practices.

Complaints can relate to service, action(s), or lack of action by Applegrove Community
Complex staff, volunteers or Board Members.

The subject matter of complaints may include (but is not limited to):

e The quality and types of services or programs.

! This procedure is longer and more complex than needed for simple complaints. See last page for the
simplified version to hand out as needed.

% See the Human Rights and Anti-Harassment Policy and Procedures for complaints relating to
discrimination and harassment. See the Complaints about Fundraising Ethics procedure for complaints
regarding fundraising.
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The way services and programs operate.

Policies and procedures.

Applegrove’s expectations of behaviour and community rules.
How staff and volunteers work with and treat the public.
How Applegrove operates within the neighbourhood.

The impact of programs and services in the neighbourhood.
Decisions about resources.

Access to service.

Timeliness of Service

Outcomes

Quality of service

Standards of service

Fees

Examples include but are not limited to:

A perceived failure to do something agreed to do;

A failure to observe policy or procedures;

An error made by staff; or

Unfair or discourteous actions/statements by staff, volunteers or Board Members.

Anyone personally affected can submit a complaint and it will be reviewed in accordance
with this procedure.

5. What is NOT a Complaint
A customer complaint is distinct from:

o Enquiry — A general or specific request for service or request for information that

is resolved at the point of service delivery.

o0 Feedback — A participant’s opinion, comment and expression of interest in an
Applegrove program or service.

o Compliment — An expression of approval for an Applegrove service, staff
member, program, product or process.

0 Suggestion — A participant’s idea with the aim of improving services, programs,
products or processes.

Some complaints are exempt from these Guidelines, including:

0 Anonymous complaints — these are difficult, if not impossible, to assess or
investigate and may wilknot be dealt with through the complaint handling
process.

o Complaints by employees — there are alternative procedures available to
employees to initiate complaints within the organization.

o Complaints about other organization’s services; for these, staff should try to

provide the appropriate complaint process or information source, such as 311 for

City services.
0 Appeals

6. How a Complaint is Made
A complaint may be received verbally, in person or telephone.
A complaint may be received in writing, received by hand delivery, mail, fax or email.
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An individual acting on another person's behalf on a written complaint must provide a

signed authorization from that individual.

7. General Receipt and Handling of Complaints
When staff receive complaints, they should try to resolve the issue/concern whenever
possible within the Centre’s policies and procedures.

Staff are expected to explain the complaints process, facilitate resolutions to conflict, include
participants in developing solutions, and provide referrals if necessary.

Staff are also expected to provide assistance (as requested) to help the complainant
complete the Complaint/Appeal form. Assistance may include verifying what the participant
wrote, completing the form accurately based on the participant’s dictation, or arranging
translation service for the participant.

As appropriate, staff should offer appropriate action which might include:

0 apology.

reimbursement.

corrective action.

involving or referring the issue to another staff or management.
other action.

(el elolNe

As appropriate, staff should complete an incident or serious occurrence® form.

a. Written complaints

Written complaints received by hand delivery, mail, fax or email will be date-stamped
and provided to the appropriate front-line or management staff. Within 5 days of the
centre receiving the complaint, the appropriate staff, Executive Director, delegate or
Board representative will contact the complainant to explain the process and obtain
additional details if needed.

Anonymous complaints
Applegrove accepts anonymous complaints; however, the effectiveness of follow up and
resolution may be limited.

8. Complaint Review Process

If the Applegrove staff person is uncertain about how to interpret or handle an issue
raised by the complainant, they should request the assistance of the Executive Director
or designate.

Complaints may be accelerated through the process depending on the nature of the
issue and judgement of relevant staff.

If the staff receiving the complaint decides that the matter should be dealt with by
someone other than themself, the staff person shall inform the complainant of the
Executive Director’s name and contact information.

® Serious Occurrence: programs funded by Children’s Services have specific definitions of Serious
Occurrences and reporting processes.
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a—F#st%tep—l—n#eHmal—Rewewlmmedlate Resolution
All staff will try to solve verbal complaints immediately to the satisfaction of the
complainant without need for a formal written complaint.

¢ When receiving a verbal complaint directly, staff will listen and understand the
complaint, and should attempt to resolve it with certain exceptions.

o Complaints about another staff member, volunteer or Board Member shall be
immediately referred to the Executive Director or designate.

o Complaints not within Applegrove’s jurisdiction are referred to the appropriate
organization as noted above, or forwarded to the Executive Director or
designate for referral to the appropriate City Division or other organization.

In either case, the complainant is advised.

e Staff should ask appropriate questions to understand the issues and take notes.

e Complaints resolved at this level do not need to be logged. However, if staff become
aware of a pattern of related complaints or multiple complaints about the same issue
from the same individual or multiple individuals, staff should advise the Executive
Director or delegate.

e Staff will automatically and immediately refer the verbal complaint to the Executive
Director or designate when:

o0 the complainant requests the complaint to be referred to a Manager;

significant disciplinary action is a possible outcome;

the complainant is unusually upset, extremely angry or threatening;

the verbal complaint cannot be resolved by the staff because it is outside
their specific delegation or area of expertise; or

it is of a serious nature such as alleged controversial conduct, illegal conduct,
or there is threat of legal action.

b. Seeendé&ep— Executive Director Review
All written complaints begin at this stage.

e All complaints about conduct of staff, volunteers and Board Members begin at this
stage.

e |If a complainant is not satisfied with the resolution offered for a verbal complaint or if
the verbal complaint is about another staff member, volunteer or Board Member, the
complaint will be referred to the Executive Director to be addressed at this stage.

e The Executive Director acknowledges receipt with the complainant within five
business days.

e The Executive Director reviews the complaint, and may attempt to resolve the
complaint immediately.

e If required, the Executive Director conducts an informal review of the complaint to
determine its validity and explore a resolution. No later than 14 days after
acknowledgement, the Executive Director will provide the complainant with a status
update.

e Upon completion of the informal review, if no resolution is found, the Executive
Director may conduct a formal review or may forward it to the Board of Management
for a formal review.

e Where the complaint is about a Board Member, the complaint shall be referred to the
Board.

e The Executive Director may request a verbal complaint be put in writing, especially if
it involves a serious or complex matter. If the complainant declines to put the
complaint in writing, the Executive Director should record the details as described by
the complainant.

(el elNe)

@]
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For all verbal and written complaints requiring formal review, the Executive Director
will indicate to the complainant when they will be contacted with a resolution or
update (normally within fourteen days of the acknowledgement of the complaint).

c. Board Review

Where the complainant is dissatisfied with the decision of the Executive Director, or
the Executive Director decides that the matter should be referred to the Board, or
when the complaint involves the Executive Director, the Executive Director refers the
complaint to the Board.

The Board can uphold the decision of the Executive Director, request that the Board
Chair resolve the complaint, offer a resolution, conduct a formal review or forward
the complaint to a Board committee.

d. Last Resort

A complainant who is dissatisfied at the end of the Board Review will be advised of
the opportunity for external review by the City of Toronto Ombudsman.

9. Formal Review Process

A formal review process may be conducted during the second and third steps. The formal
review may include:

10.

11.

Discussion(s) with the complainant to clarify the complaint, confirm common
understanding, clarify outcome sought, and explain complaint procedures.
Discussion with staff involved (with union representative if applicable).

Review of background information such as policies and procedures, previous written
communications and other documentation.

May require obtaining and reviewing other expert opinions or perspectives.

At each step, it should be determined whether the formal review to date has been adequate.

Once a formal review is begun, the formal review will be recorded.

At the conclusion of the formal review(s), a copy of the formal review and any
attachments sent in support of the complaint including any e-mail communications
relating to the complaint, will be scanned and/or saved in a secure folder in the
complaints registry.

Notice of Decision and Resolution

¢ Written complaints receive a written notice of the decision unless otherwise requested by
the complainant.

e Verbal complaints receive written or verbal notice at Executive Director’s discretion or as
requested by the complainant.

¢ If aformal review determines that the reasons for the complaint are not justified, and no
further action is required, the complainant is notified.

¢ If aformal review determines that the complaint is justified, the complainant is notified of
corrective action to be taken and any remedy proposed.

e A copy of all written notifications to the complainant will be saved in a secure folder in
the complaints registry.

Flowchart
The diagram on the next page is a guide to process but does not replace the description

below.
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12. Procedure and Standards for Responding to Complaints

13.

Where a formal review is required, complainants are contacted within 14 business days
of the acknowledgment with either a final response or update.

At that time, the complainant is advised of when the next contact will be either for a
proposed resolution or for the next progress update.

Complainants are automatically contacted when their complaint is moved to the next
step.

The adjudicator may exercise discretion and contact the complainant more frequently or
sooner than the above standards.

NOTE: From time to time, there may arise extraordinary circumstances where
Applegrove may not be in a position to guarantee that these standards can be satisfied
(e.g. during labour disruption, etc.)

Logging of the Complaint and Record

A Complaint Registry will be maintained to ensure a central record of complaints.
This Complaint Registry will be both a binder and electronic record and will be
maintained by the Executive Director or designate. The records will be held in a manner
that ensures confidentiality.
Each file will labelled with the complaint number beginning with the year.
The Executive Director or designate, is responsible for ensuring the logging the
complaint in the complaints registry and assigning a complaint number.
The Executive Director or designate scans and/or saves the complaint in a secure folder.
All written complaints are logged with basic information relating to the complaint and
stored securely.
The City recommends the following:

1. Tracking and resolution:

The form should include:

Tracking number
Date complaints received
Name and contact information of complainant
Contact channel (e.g., in person, phone, etc.)
Complaint summary
Complaint type
Complaint Staff Contact: name, program area, and contact info
Investigation notes
Outcome
Target date for resolution
Escalated investigation information

O

Y Y A

2. Complaints log:

Categories should include:

[1 Date complaints received

Unique tracking number
Contact channel
Complaint summary
Complaint type
Stage of complaint
Name, Role, and Program Area of Complaint Recipient

I O A O
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[1 Name, Role, and Program area of Complaint Owner
1 Summary of Outcome
0O Date Resolved

3. Reporting:
Periodic reports should include
[J Total Number of Complaints
[l Size of current complaint backlog
[0 Percentage of complaints handled within agreed response times (service
standards)
[l The type and number of complaints received
[J The type and volume of escalated complaints

4. Customer service improvements made using complaint data.

14. Monitoring and Reporting on Complaints

Regular monitoring and review of complaints will be conducted to identify issues, trends,
areas of concern and opportunities for improvement.

Board Members’ concerns are a standing agenda item for information and discussion at
Board meetings.

Based on monitoring and review of the complaints registry, a report will be provided to
the Applegrove Board for information and action at least quarterly.

15. Time Limits
The time limit for the filing of complaints under this policy is six months from the time of the
incident. Consideration will be given on a case by case basis as to whether the time limit
should be waived in extenuating circumstances.

16. Frivolous, Vexatious or Persistent Complaints

A frivolous complaint is one found upon investigation to have no reasonable grounds or
to make no sense or to be not serious.

A vexatious complaint is one made only to annoy others.

Because all complaints are treated seriously, frivolous and vexatious complaints and
inappropriate use of the escalation process use resources that could be put to better
use. Applegrove will not conduct additional follow-up on or investigate frivolous or
vexatious complaints.

Persistent complainants are those who tend to have an obsessive and excessive
preoccupation with the complaint. Strategies when dealing with these types of
complaints may include involving the Executive Director to assist throughout the
resolution process.

When dealing with individuals who frequently contact the centre, it is important that their
complaint is not dismissed and that the process is followed.

If Applegrove receives a complaint it has already dealt with, the complainant will be
informed verbally and/or in writing that Applegrove will not conduct further follow up on
the issue unless the complainant provides new information.

17. Other Complaint Processes
a. Applegrove Conflict Mediation Process (see Appendix A)
b. Applegrove’'s Complaint Process regarding Fundraising Ethics (see Appendix B)

C.

Grievance Procedure under the Collective Agreement.





.

Applegrove Community Complex Complaints Procedure Draft 2
9

Human Rights and Anti-Harassment Complaint Procedure for issues of discrimination

and harassment.
City of Toronto Integrity Commissioner for complaints about the Board of Management

City of Toronto Ombuds Office when other processes have not resolved the issue.
http://ombudstoronto.ca/




http://ombudstoronto.ca/�
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Appendix A — Applegrove Conflict Resolution Policy

Every person has aright to equal treatment with respect to Applegrove services and
facilities, without discrimination or harassment because of race, ancestry, place or
origin, colour, ethnic origin, citizenship, creed, sexual orientation, gender identity, age,
marital status, family status, income level, receipt of public assistance, political
affiliation, disability or level of literacy.

1)

2)

Stage 1

In the event of any dispute, complaint, question or disagreement, the persons involved will
use their best efforts to settle the dispute, question or disagreement. They shall consult and
negotiate with each other in good faith and, recognizing their mutual interest, attempt to
reach a fair and equitable solution satisfactory to both persons.

Stage 2
If the parties in a dispute, question or disagreement are unable to reach a mutually
satisfactory compromise, the following process is available.

a) A meeting between both parties and the Program Director will be arranged. At least one
week prior to the meeting, both parties will provide, in writing, an outline of their issues
and concerns.

b) Each party may meet separately with the Program Director prior to the mediation
meeting.

c) During the mediation meeting the following will occur:

i)

All members present will be given a chance to verbally describe the nature of the
conflict in an opening statement that focuses on positive ends. During the discussion
all parties will:

refrain from any stereotyping or name-calling;

get to the heart of the matter and avoid discussing side issues;

respect the other member’s need and values;

describe the proposed and desired outcome;

clear up misconceptions and answer questions politely.

VVVYYVY

Program Director will:

(1) act as mediator, set the ground rules and keep the discussion focused on
relevant issues.

(2) assist parties in identifying common interests, needs, goals and motivations;

(3) assist parties in identifying and defining those issues which cannot be altered or
compromised in relation to the program

(4) assist the parties in identifying and discussing options for a positive outcome

(5) assist the parties in making a mutually beneficial agreement that creates a lasting
solution to the conflict.

d) Potential Outcomes

i)
i)

Satisfaction — this is the ideal end state of the mediation where both parties reach a
state of acceptance and the dispute ends.

Compromise — this is the typical goal of mediation. It is generally a “give and take” or
synthesis of the two positions that both parties can abide.
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iii) Resolution — outcome is clearly more acceptable to one side than the other. This is
not the normal goal of mediation. However, in some cases where the existing laws,
contracts, policies or rules govern the situation, this may be the outcome of
mediation.

e) In cases where the conflict is unresolved, the Program Director will render a decision to
settle the conflict issue. A written decision will be presented to all parties involved, as
well as the Executive Director and, in some cases the Board.

3) Stage 3 -- Appeal Process
a) In a case where the final decision is unsatisfactory, the matter can be taken to the
Executive Director.
b) If the outcome is still unsatisfactory, the matter can be taken to the Board. The final
decision will be made at this level.
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Appendix B — Complaints about Fundraising Ethics
Endorsed by Board on May 31, 2010

Introduction

At a Board meeting on April 26, 2010, Applegrove adopted Imagine Canada's Ethical
Fundraising and Financial Accountability Code as its policy. In so doing, members of the
board made commitments to be responsible custodians of donated funds, to exercise
due care concerning the governance of fundraising and financial reporting, and to
ensure to the best of their ability that the organization adheres to the provisions of the
Code.

The code’s requirements include having a mechanism in place to deal with complaints
relating to matters covered by the Ethical Code. This policy outlines that mechanism.

If you think Applegrove is not following the Ethical Code

a. If appropriate, discuss your concern in private with the person(s) involved.

b. If unresolved or if it is inappropriate or irrelevant to discuss the concern with the
person involved, contact the Executive Director to discuss the problem.

C. If the concern involves the Executive Director, send an e-mail to the Board of
Directors’ confidential e-mail at www.ApplegroveBoard@hotmail.com.

d. If these processes do not resolve the complaint, or if the concern involves the
Board, the City of Toronto’s accountability mechanisms may be relevant. These
include:

i) The Auditor General: responsible for assisting City Council in holding
itself and its administration accountable for the quality of stewardship over
public funds and for the achievement of value for money in City
operations.

ii) The Integrity Commissioner: responsible for providing advice, complaint
resolution and education to Members of City Council and Members of
local boards on the application of the City’'s Codes of Conduct, and other
by-laws, policies and legislation governing ethical behaviour.

iii) The Ombudsman: responsible for addressing concerns about City
services and investigating complaints about administrative unfairness.
iv) www.Toronto.ca/city council/accountability.htm
e. Imagine Canada’s Ethical Code Committee (ECC) can adjudicate complaints that

arise under the Code. In general, complaints should go through the internal
process first. In exceptional circumstances, the ECC may deal with complaints
before an internal process is completed, however, this will only be done where
the complaint is very serious and a quick response is crucial.

f. If Applegrove’s mechanisms cannot resolve a complaint, Applegrove will refer the
issue to the ECC.

Timing

a. The code’s requirements include ensuring that complaints are addressed in a
timely manner.

b. Applegrove’s interpretation suggests that people who complain should receive a
response within 4 weeks, to allow time for investigation and analysis.

C. If a complaint is not addressed within 8 weeks, the complainant can send an

e-mail to the Board of Directors’ confidential e-mail at
www.ApplegroveBoard@hotmail.com.




http://www.ApplegroveBoard@hotmail.com/�

http://www.toronto.ca/city_council/accountability.htm�

http://www.ApplegroveBoard@hotmail.com/�
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For information about the Ethical Code
a. Visit www.imaginecanada.ca/en/ethicalcode
b. Ask Applegrove’s Office for a copy of the Ethical Code handbook.
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Complaint Form — Applegrove Community Complex
Tracking Number

Name of staff making report: Do you think that this is a "serious occurrence"?
Location of incident: If so, report it to the designated person

Date and time of incident: immediately; do not complete this report first.
Program (if relevant): Date and time of this report:

Complainant Contact Data

Name:

Address including Postal Code

Phone (day) (evening)

E-mail

What happened? Describe the incident, using the given name and last initial of anyone injured or involved, the
details of any complaint, etc. Continue on the back or a separate sheet if there is not enough room.

Other persons involved
Given name and full surname: Age: Address:

Reason for the incident (if known):

Attachments, documentation, etc.

Resolution Requested:

Action recommended:

Complete this section only if you reported the incident externally, e.g. to a funder, police, maintenance, etc. Do not
complete it if you reported the incident to the Executive Director or Program Coordinator.

Reported to (name): Reported to Date and time of notification:
(position):

For Executive Director/designated person only: Was "Serious Occurrence Preliminary Report" completed?

Please familiarize yourself with the Ministry of Child and Youth Services and Toronto Children’s Services "Serious
Occurrence Reporting Procedures" to be used for all programs funded by Children’s Services.

Drafted August 2011






Tracking Data

Complaint type

O Verbal O Written

O Anonymous

O Formal Review

O Duplicate

OO0OO0OO0O00O0

Access to service.
Timeliness of Service
Outcomes

Quiality of service
Standards of service
Fees

Other: (specify)

Drafted August 2011
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Number Date Complainant Summary Type Who Who Outcome Date
Received Contact Info received addressed Resolved
complaint | complaint
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Applegrove Complaints Process

Applegrove Community Complex is a neighbourhood partnership fostering community through
social and informative programs for individuals and families. Applegrove is committed to
providing the highest quality of programs and services.

Sometimes mistakes happen. Applegrove believes that acknowledging and correcting mistakes
shows strength rather than weakness. Correcting mistakes provides opportunities to identify
improvements in services and systems.

A complaint might be
e failure to do something;
o failure to follow policy or procedures;
e error; or
e unfair or discourteous treatment.
A complaint is different from an inquiry, feedback, compliment or a suggestion.

When staff receive complaints, they should try to resolve the issue/concern whenever possible
within the Centre’s policies and procedures.

All staff should explain the complaints process, help resolve conflict, include participants in
developing solutions, and provide referrals if necessary.

When necessary, the Executive Director or the Board will investigate or undertake a formal
review.

Applegrove tracks complaints to identify issues, trends, areas of concern and opportunities for
improvement.

For more details, please refer to the Applegrove Complaints Procedure.

For complaints about other City of Toronto services or agencies, please call 311.
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Applegrove Community Complex’s

Fourth’Annual
Fall Festival

Saturday September 17, 2011
11 a.m. - 4 p.m. Free Admission
Woodbine Park (Queen & Kingston Road)

Wear red for a free activity! ===y

Contests - Vendors - Entertainment
Food - Crafts - Games - Silent Auction
www.applicious.ca or 416-461-8143

Applegrove gratefully acknowledges the support of the City of Toronto Community Festivals
and Special Events Investment Program and the Parks, Forestry and Recreation Division
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60 Woodfield Road, Toronto, Ontario M4L 2W6
Tel: 416-461-8143 Fax: 416-461-5513
www.ApplegroveCC.ca

Minutes of the Board of Directors Meeting
June 20, 2011

A neighbourhood partnership fostering community
through social and informative programs for individuals and families.

Present:. Ben Chong, Natalie Coulter, Ann McKechnie, Sydney Schultz (Chair),
Regrets: Carmita Magnaye, Mary-Margaret McMahon, Neil Sinclair, Pierre Trudel.
Absent: Throy Ross, Alana Honsch

Staff: Susan Fletcher, May Seto (Recorder)

Dates of Next Meeting
Special Board Meeting — Monday, August 29 at 6 p.m. (at an off-site location)

1. Call to Order/Adoption of Agenda/Introductions
At 7:00, Sydney called the meeting to order. Quorum of 5 Directors was not achieved;
motions will be confirmed at the next regular meeting. By consensus, the agenda was
adopted.

2. Declaration of Conflicts of Interest
None were declared.

3. Timekeeper
Assigned timekeeper for meeting — Ann

4. Volunteer Hours
Members provided their volunteer hours.

5. Donation Envelope
The donation envelope circulated.

6. Program Presentation — Summer Day Camp
May provided an overview of the day camp and answered questions.

7. Minutes of the May 30 Board of Directors Meeting
MOTION (McKechnie/Chong)
To accept the minutes of May 30.
Carried.

8. Finance and Fundraising
Because no guests were present, there was no need for a motion to discuss the next item in
camera.
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8.1 Budget
Susan provided an overview of the program and admin budget and answered any
guestions. Susan also discussed an option to provide service to the community more
efficiently. The Board gave Susan direction to further investigate this option.

MOTION (Coulter/McKechnie)
To submit an administrative budget with office and purchased service expenses reduced
by $500 to $1,000 and other cuts as discussed to reach the 10% target, and to
investigate methods by which these cuts can be achieved.

Carried.

8.2 Year-to-Date (May) Financial Report
Susan provided an overview.

MOTION (Coulter/McKechnie)
To accept the Year-to-Date Financial Report.
Carried.

8.3 Fundraising Analysis
Susan will lead members through the format and review the issues.
MOTION (McKechnie/Chong)
To accept the Fundraising Analysis.
Carried.

8.4 Appointment of Auditor
Susan provided information.

Membership
Board members agreed to look at membership in a year.
MOTION (Coulter/Chong)
To re-visit the membership issue in a year.
Carried.

Programming Issues
9.1 Edgewood
Susan provided an update and answered any questions.
MOTION (McKechnie/Chong)
To endorse the proposed programming at Corpus Christi Church at a rental rate
of no more than $5000 annually.
Carried

9.2 DINE

The discussion highlighted the importance of quality food and a variety of dinner items.
There should be a goal and strategic plan for DINE and we can start to discuss again after
Pastafest. Ann suggested to decide on 5 menu ideas and resume DINE in January 2012.
She also thought it would be good to find a team of volunteers.
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11. Directors’ Concerns
Deferred.

12. Adjournment
The meeting was adjourned on a motion by Natalie Coulter, seconded by Ann McKechnie.

Chair Secretary
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Minutes of the Board of Management Meeting
June 20, 2011

A neighbourhood partnership fostering community through
social and informative programs for individuals and families.

Present: Ben Chong, Natalie Coulter, Ann McKechnie, Sydney Schultz (Chair)
Regrets:  Carmita Magnaye, Neil Sinclair, Pierre Trudel.

Absent: Alana Honsch, Sheila Cary-Meagher, Mary Margaret McMahon, Throy Ross.
Staff: Susan Fletcher, May Seto (Recorder)

A. Call to Order/Adoption of Agenda
Sydney called the meeting to order. Quorum of 5 members was not achieved; motions
will be confirmed at the next regular Board meeting. The agenda was adopted as
circulated by consensus.

B. Declaration of Conflicts of Interest
None.

The Vice-chair chaired the meeting from this point.

C. Minutes of the April 18 Board of Management Meeting
MOTION (Schultz/Chong)
To accept the minutes of April 18.
Carried.

The Chair resumed her duties as Chairperson.

D. Hiring Reports
May provided an overview of both hiring reports for members.

E. Executive Director’s Report
MOTION (Coulter/McKechnie)
To accept the Executive Director’s Report.
Carried.

F. Correspondence/Information
MOTION (McKechnie/Coulter)
To accept the suggested actions.
Carried.

G. Adjournment
The meeting was adjourned on a motion by Ann McKechnie, seconded by Ben Chong.

Chair Secretary
Next Meeting:
Monday, August 29 — Board Meeting at 6:00 p.m. (at an off-site location.)
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Risk Management: Buying Into It

All life is the
management
of risk, not its
elimination

— Frederick Wilcox

We took risks,
we knew we took them;
things have come out against us,
and therefore we have no cause for complaint.

Robert Falcon Scott 1865-1912,
English polar explorer
in Scotts last Expedition {1913)





Visit us online at: www.riskmanagement.imaginecanada.ca

The Greatest Risk

The greatest risk is that organizations like yours and people like you stop taking risks.
Nonprofits anchor communities. Our communities, especially their most vulnerable members,
need nonprofit organizations to take smart risks on their behalf.

Our goal today is to increase (not diminish) courage among the leaders in this room by helping
you create an eyes-wide-open risk plan for the major risks your organization faces.

Leading a nonprofit is not for the faint of heart. It is hard work that often goes unnoticed and
unrewarded, at least externally. It requires people who are willing to take risks. Today is not
about stopping activities that have the possibility of causing harm or other problems. It is about
being smart and disciplined.

Much of what nonprofits do, by their very nature, and given their resources, is risky. Once we
start talking about common risks faced by Canadian nonprofits, the “fear factor” can make
people start thinking about an exit strategy. That’'s not the answer. The answer is to manage the
risk, to be diligent about it, and then to relax.

Your community needs you to keep doing what you do. It's simply a question of doing what you

do even smarter. Risk management can without doubt increase your confidence and give you
even more courage to lead your nonprofit.

What is Risk?

Risk is anything that threatens the ability of a nonprofit to accomplish its mission.
One way to categorize different risks is to look at the four assets an organization has at risk:

People (board members, volunteers, employees, clients/participants, donors, public)
Property (buildings, facilities, equipment, contents, important papers)

Income (Grants, contributions, contracts, investment earnings)

P wn P

Goodwill (Reputation, ability to raise funds, stature in the community, appeal to
prospective volunteers/board members/staff)

A risk for a board member could be a lawsuit flowing from a board decision. A risk for a
volunteer could be an accident while driving for a nonprofit. A risk a building could be fire. A risk
to office supplies could be theft. A risk of a fundraising activity could be harm to a participant.
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What is Risk Management?

Risk management is the ongoing process of:
e identifying risks
e prioritizing risks — which risks require attention now
e responding with a written action plan
e communicating and training the plan

e monitoring its success, making changes where necessary

Risk management must be a group effort, not a top-down “here’s what we think you should do”
memo. The reasons: 1) so it doesn’t miss important risks or solutions; 2) buy-in...people are
more likely to follow the plan if they helped create it.

The risk management process provides a framework for identifying risks and deciding what to
do about them. Of course, just making a laundry list of all possible risks is not enough. It is easy
to quickly become overwhelmed by the huge list of risks the organization faces.

But not all risks are created equal. Risk management is not just about identifying risks; it is
about learning to weigh various risks and making decisions about which risks deserve
immediate attention.

It's a process. Risk management is not a task to be completed and shelved. It is a process that,
once understood, should be integrated into all aspects of your organization's management.

Another great definition is printed below. “Active” means it is not a one-time thing. Risk
management at its best becomes a part of your every-day decision-making.

Toxic Worry vs. Adaptive Worry

Risk management helps deal with uncertainty. It helps dig and find out the risks you are facing
and this information helps to reduce uncertainty and move towards a risk plan. Risk
management cannot eliminate (negative) risk, but it can help greatly in managing it.

e Good risk management does not create TOXIC WORRY which is worry that paralyzes
you, worry that goes off when it doesn’t need to.

e Good risk management DOES create ADAPTIVE WORRY which is like a good fire
detector alarm that goes off when it needs to. Adaptive worry is an ally.

Obstacles to Starting Risk Management

At first glance, it doesn’t seem fair to load another burden (learn and practice risk management)
on nonprofit leaders when they are already working so hard, often without remuneration. But it is
crucial that nonprofits understand the very real benefits of creating an effective risk
management plan.
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Nonprofit leaders need to really believe in the benefit of risk management if it is ever to be
successful, especially in the long-term as risk management ideas and written policies can take
some time to blanket an organization’s key risks.

Averaging recent studies, only about 40% of Canadian nonprofit organizations engage in risk
reduction activities. And even these 40% have a long way to go in creating and communicating
written plans for all of their key risks.

What is keeping most nonprofits from starting? Here are our top 4 obstacles to risk
management. Like the Dave Letterman show, let’s start with the last one and build from there.

Obstacle #4: “We don’t have the skill or knowledge to do this, and we
can’t afford help”

This is an easy fix. You are going to leave here today with the knowledge and resources you
need to start or continue successfully. Our Centre is here to help going forward by email or
phone (free of charge thanks to the Ontario Ministry of Citizenship and Immigration).

Obstacle #3: “We're fine”

This barrier is decreasing in the face of better communication about the risks nonprofits face
and the need to attract board members and staff, who are becoming increasingly more aware of
their personal liability. However, it is still the largest barrier for tens of thousands of small and
medium nonprofits across Ontario.

Here are examples of the kinds of statements that prevent nonprofits from doing the work of risk
management:

“We're too busy to think about risk management.”

“We're a very small organization. Nobody would ever sue us.”

“Our volunteers have been with us for years. They would never get into trouble!”
“We’ve been doing this for 27 years and nothing really bad has occurred yet.”
“We have insurance so we're fine.”

“l cannot imagine any condition which could
cause this ship to flounder. | cannot conceive of

any vital disaster happening to this vessel”
E.J. Smith, Captain of the Titaniz, 1912

RS 4
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There are many problems with these types of statements. One of them is simply that this they
create an environment that is ripe for crisis-driven decision-making.

The fact is that accidents happen and misunderstandings occur. Hidden behaviours and
dangers are a part of human existence. The failure to recognize this needlessly exposes
nonprofit organizations to loss.

Nonprofits need to start by acknowledging that risks exist. They are not safe little cocoons. Not-
for-profit does not mean not-as-risky!

Obstacle #2: “That’s what we have insurance for”

Insurance ALONE will never be able to PREVENT losses (or “bad things” in general) from
happening. It's there after the fact.

Risk management, however, can prevent a claim from happening in the first place. Any
organization that focuses on insurance alone as their risk management plan is missing the big
picture. Insurance is the important small picture. Risk management is the big picture.

Risk management goes far beyond just paying for property damage or injuries. It is a
commitment to do the hard work to try and prevent the damage or harm in the first place.

Risk management also addresses many risks that are not insurable, including keeping your
organization’s name in good standing with the public, your funders and, if you are a registered
charity, the Canada Revenue Agency.

Bottom line: Insurance is an important but small part of risk management. Insurance is
the small picture; risk management is the big picture.
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Obstacle #1: “We don’t have the time or resources”

Nonprofit leaders have more obstacles to overcome to implement risk management than for-
profit leaders. They have limited resources. They are busy. Their time is stretched between all
kinds of competing priorities and their most important job is to deliver on their mission.

The answer to this is to see the value of risk management. If the value is clearly seen, then you
will somehow find a way to start the process.

At the Insurance & Liability Resource Centre for Nonprofits, we believe that every nonprofit
organization, no matter how small or large, whether it runs one event a year or several events a
day, whether it has one staff member or a thousand, should have as its first priority to
protect its people. No matter how wonderful the mission of an organization, if it does not
protect its people, it cannot fulfill its mission.

The Benefits of Risk Management: 14 Motivators

One of the biggest challenges to effective risk management in a nonprofit is buy-in from the
board and senior staff (e.g., executive director) due to the roadblocks mentioned above.

The most effective way to break through these roadblocks is to provide a clear list of benefits.
Here is our list. We hope it will motivate you as you work to motivate others!

We'll be spending much of today looking at the common risks facing Canadian nonprofits today.
Assuming that various important risks exist that can cause harm or damage to people and the
nonprofit itself, what can risk management really accomplish? It will never eliminate all risk, but
it can do the following.

1. Prevent or reduce harm to your people or damage to their property. For this reason
alone, nonprofits have a moral, if not legal, responsibility to manage risk.

Nonprofits often have unstable and inadequate funding. This leads to overworked staff and
volunteers, who are more prone to mistake. If this is true in for your nonprofit, then you have
extra reason to be motivated to manage your risks.

Risk management reduces the potential for unintentional or unplanned incidents. And if an
incident does occur, risk management can reduce its impact.

2. Prevent or reduce damage to your nonprofits’ reputation and public image. One
negative event, even one in which the nonprofit is innocent of any wrongdoing, can destroy
decades of good work. Image is often more important than the truth.

The media has begun to have a greater informal watchdog role.
3. Help you attract and maintain the confidence of your stakeholders. This includes board

members, volunteers, donors, participants or clients, funders, parent organizations, and the
community in which you operate.
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Nonprofit organizations need competent, committed board members, volunteers, and staff.
Increasingly, such people are aware that their activities on behalf of a nonprofit could leave
them open to personal liability. Good risk management practices can help alleviate these
fears.

Donors and funders want to invest in nonprofits that are smart about risk. They want to
protect their own reputations — and not have their names tied to an organization that attracts
negative attention. They also want to protect their hard-earned money — or the public’s.

4. Increase peace of mind. This happens when a nonprofit organization implements risk
management strategies in areas that cause worry or stress to their people (board members,
other volunteers, staff, activity participants or clients). Someone (I have not yet found who)
said “the greatest leaders deal with their people’s greatest fears.”

5. Keep regulators happy. This is especially important for charities. The Canada Revenue
Agency and the Public Guardian & Trustee of Ontario have formal supervisory roles.

6. Reduce the chance of a lawsuit. Here are some reasons to be concerned about a lawsuit:

e Canadians are now more likely to sue if they are harmed or experience property
damage. People expect a higher level of service and know what course they can take if
they have been wronged.

e Courts are often sympathetic to injured claimants and give them the benefit of the doubt.
e Organizations and their leaders are held to very high standards of care.

e Organizations are being held liable for the actions of their employees/volunteers. This
principle is called “vicarious liability.”

e Organizations (yes, even charities and nonprofits) are often perceived as having a lot of
assets and/or high insurance policy limits.

7. Help obtain (or keep) strong insurance coverage at a competitive price. This is
especially true during insurance “hard markets” when nonprofits without clear risk
management strategies may find it difficult to find or keep coverage. It stands to reason that
insurers are more likely to renew policies and provide strong coverage during hard markets
for nonprofits that are deliberate about managing their risks.

Although it is difficult to find data to back up this statement, the April 30, 2007 Progress
Report of the Atlantic Task Force on Insurance Availability and Affordability noted that in the
last year almost 40% of insurers in the four Atlantic provinces had provided more favourable
policy terms for nonprofits that implemented risk management plans.

The complaint from insurers is that the nonprofit sector often does not take risk
management seriously. We have to change this reputation!

8. Assistin clearly defining insurance needs, especially as needs and activities change.

The ongoing risk management process helps organizations keep their risks front and centre
and forces them to think about what would happen if a loss occurred.
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Save nonprofit resources. Time, assets, income, property and people are all valuable
resources that can be saved if fewer and less severe losses occur. Mopping up after a loss
can be, and often is, a lot of work.

Lessen chance of disruptive investigation. By preventing a claim in the first place,
nonprofit organizations are not disrupted by insurance or police investigations or attorney
interviews, and donors and volunteers will continue to believe that scarce resources are put
to good use. Nonprofits that have been through this talk about how difficult those days were.

Inform decision-making. Risk management provides a clear and structured approach to
identifying risks. Having a clear understanding of key risks allows an organization to
measure and prioritize them and take the appropriate action to reduce losses and look for
ways to move forward.

Reduce uncertainty. Knowing what might happen increases the stability of the nonprofit
and the confidence of its decision-makers. Reduced psychological uncertainty among
leaders makes them more confident in moving forward. Having a risk plan means simply that
the nonprofit is far less in danger of shutting its doors or closing down an important activity
because of a surprise loss.

Risk management may be a valid defence in a lawsuit. See box on next page.

Risk management may be a valid defence in a lawsuit EVEN if your volunteer or
employee did NOT follow your policy. Risk management policies that are regularly
adhered to may even assist in a situation where staff or volunteers don't follow the policy
and cause harm or damage. See box on next page.
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Slip and Fall Lawsuit Against Ontario Grocery Store

The August 2007 edition of Canadian Underwriter includes an article entitled “Careful not to
slip.” The article notes that a recent Ontario Court of Appeal ruling suggests that an
established risk management practice, even if it is not perfectly followed, can help protect
against litigation related to slip-and-fall injuries.

An 80-year old customer had slipped on a grape in a Zehrs grocery store in Barrie,
breaking her ankle in three places and straining her knee. Loblaws (which owns Zehrs) denied
liability on the basis that it had taken reasonable steps to see that its customers were
reasonably safe on store premises. They also argued that the customer had pre-existing and
deteriorating medical conditions and events.

Working against them were two facts: (1) the store did not have its regular floor mat in front of
the grape display the day of the accident; and (2) the store manager had not reviewed the
store’s floor care policy manual.

The Court of Appeal ruled in favour of Loblaws, upholding the original ruling. It gave
three reasons for its decision: 1) there was evidence that Zehrs had a detailed floor
maintenance program in place; 2) there was evidence that Zehrs’ produce employees regularly
checked the floors and removed any fallen items; 3) there was no evidence that accidents from
fallen grapes were a recurring issue at this store or that employees took their maintenance and
inspection duties casually.

The lawyer, David Lauder, observed that although documentation is the best way to show that
steps were taken to minimize risk, the Court of Appeal made it clear the verbal testimony of
employees can also be used as evidence. Grocery stores aren’t guarantors of people’s safety,
Mr. Lauder stated. Their obligation is to take reasonable steps to make sure that people are
reasonably safe. He calls this “the double reasonableness standard.”

“The standard of care that most jurors expect when they apply their common sense is “far from
perfection,” said another lawyer Todd McCarthy. “What is important . . . is to show the jury a
system, if not a perfect system, a system that is carried out and that demonstrates reasonable
care. Perhaps not perfect care, but reasonable care.”

Although we cannot assume that this slip-and-fall lawsuit is a perfect example for how a court
would look at any liability case, it certainly gives an excellent example of the value of a risk
management plan, even one that isn't followed perfectly!
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What is your “slippery grape”?

The “slippery grape” (customers falling on slippery floors) is one of the biggest risks faced by
grocery stores. They certainly face other risks, but slip and falls have been determined to be
their most significant risk. In response, they engage in significant risk management in this area.

Two factors — frequency and severity — help determine how risky each of your risks are:
1. Frequency: Is there a good chance of this risk happening?

2. Severity: Is there a good chance of having severe consequences for people (client
falling), reputation and income (because of lawsuit)?

Question: What is your nonprofit’s “slippery grape”? Is it board issues, volunteer management,
transportation, special events, alcohol, partnerships with other nonprofits, vulnerable clients?

That's where we're going next: risks that are common to many nonprofits. We’'ll look at the risks
and a few SmartTips we believe will assist you in meeting these successfully.

Risk Management: Buying Into It 9
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Please note that Board meetings are on Monday evenings, usually the last Monday of the month.

Applegrove Events and Board / Committee Meetings — August 22, 2011
Office Phone 416-461-8143

August
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
21 22 23 24 25 26 27
Last Day of Camp
28 29 30 31
6 p.m. Special Board meeting
September
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
1 2 3
4 5 6 7 8 9 10
Applegrove Closed for First Day of School S.H. Armstrong
Labour Day Open House
11 12 13 14 15 16 17
Applegrove @ Applicious
Leslieville Market
18 19 20 21 22 23 24
City Executive [All candidate meetings
Committee about education]
25 26 27 28 29 30
Board [Duke of Connaught
School Council]
October
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
1
2 3 4 5 6 7 8
Provincial Election
9 10 11 12 13 14 15
Applegrove Closed
for Thanksgiving
16 17 18 19 20 21 22
Applegrove @
Leslieville Market
23 24 25 26 27 28 29
Board [Duke of Connaught School Council]
30 31
Hallowe’en!

Bold = community event. ltalics = an important change. Underline = an Applegrove special event.
[Brackets] = another group's meeting or event that may affect you.






Applegrove Events and Board / Committee Meetings — August 22, 2011

Office Phone 416-461-8143

November
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
1 2 3 4 5
Pasta Fest
6 7 8 9 10 11 12
Applegrove Closed for
Remembrance Day
13 14 15 16 17 18 19
20 21 22 23 24 25 26
27 28 29 30
Board [Duke of Connaught Kick-off for
School Council] Duke of Connaught’s
100" Anniversary
December
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
1 2 3
4 5 6 7 8 9 10
11 12 13 14 15 16 17
18 19 20 21 22 23 24
School Break
25 26 27 28 29 30 31
Applegrove Closed for Holidays
January 1 January 2
Applegrove Closed for
New Year's Day
January
Sunday Monday Tuesday Wednesday Thursday Friday Saturday
1 2 3 4 5 6 7
School Resumes
Applegrove Closed for
New Year's Day
8 9 10 11 12 13 14

Bold = community event. ltalics = an important change. Underline = an Applegrove special event.
[Brackets] = another group's meeting or event that may affect you.






Applegrove Events and Board / Committee Meetings — August 22, 2011
Office Phone 416-461-8143

15 16 17 18 19 20 21
22 23 24 25 26 27 28
29 30 31
Board [Duke of Connaught
School Council]

February

Sunday Monday Tuesday Wednesday Thursday Friday Saturday

1 2 3 4
5 6 7 8 9 10 11
12 13 14 15 16 17 18
19 20 21 22 23 24 25
Applegrove Closed for
Family Day
26 27 28 29
Board [Duke of Connaught
School Council]

March

Sunday Monday Tuesday Wednesday Thursday Friday Saturday

1 2 3
4 5 6 7 8 9 10
11 12 13 14 15 16 17
18 19 20 21 22 23 24
25 26 27 28 29 30 31
[Duke of Connaught
School Council]

April

Sunday Monday Tuesday Wednesday Thursday Friday Saturday

Bold = community event. ltalics = an important change. Underline = an Applegrove special event.

[Brackets] = another group's meeting or event that may affect you.
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Office Phone 416-461-8143

1 2 3 4 5 6 7
Applegrove Closed
for Good Friday

8 9 10 11 12 13 14

Applegrove Closed

for Easter Monday
15 16 17 18 19 20 21
22 23 24 27 26 27 28

[Duke of Connaught
School Council]
29 30
Board

Bold = community event. ltalics = an important change. Underline = an Applegrove special event.

[Brackets] = another group's meeting or event that may affect you.







Many not-for-profit and charitable organizations (non-profits) are
now operated like businesses, with experienced directors and officers,
and guidelines for authority and accountability. After a number of
scandals in the last decade and with increasing public and regulatory
scrutiny, it is clear that the humanitarian, altruistic and volunteer-
based nature of non-profits will not insulate their members from the
risk of litigation. Non-profits face many liability exposures today,
including the risk of personal liability for their directors and officers.

Potential liability

Directors and officers of non-profits share some of the same types
of exposures as those who control for-profit businesses, while often
receiving little or no compensation compared with their corporate
counterparts. Non-profits can be sued or involved in proceedings
by a number of parties, including members, third parties and
government agencies. Suits may arise from a wide range of causes
including:

*  Conduct of fundraising activities

*  Payment of wages and deduction of taxes for employees

*  Breach of statute, e.g Sarbanes-Oxley, Foreign Corrupt
Practices Act and anti-money laundering laws

* Insolvency
*  Breaches of fiduciary duty and duty of cate

*  Negligent supervision, screening or hiring of employees and

volunteers
*  Additional obligations and higher standards of cate as trustees
*  Tailure to meet requirements for tax-exempt status as a non-

profit

Protective measures for non-profit
directors and officers

There are a number of measures that directors and officers of non-
profits can take to protect themselves from potential liabilities.

Due diligence — The first and perhaps most important is the
practice of rigorous due diligence by:

*  Fulfilling the duties of good faith and loyalty to the

organization and its members

*  Avoiding conflicts of interest

WRISK SERVICES

*  Maintaining confidentiality of board business

*  Taking extra care when authorizing and approving budgets and
financial disclosure

*  Making reasonable efforts to ensure the organization acts

lawfully and appropriately

*  Adopting internal controls for authorizing transactions and
managing assets and costs

*  Establishing a written code of ethics for directors of the non-
profit; and revising it as needs change

Statutory protection — Some jurisdictions have enacted statutes to
protect uncompensated non-profit board members and trustees in
certain circumstances. Directors and officers should be aware if they
are protected by any such legislation and know the limits of this
protection.

Indemnification by the organization — This measure is viable
only if the non-profit is financially able to provide compensation. It
should also be noted that indemnification may not be appropriate if
the directors are acting in a trustee capacity.

D&O liability insurance — Policies can provide coverage

for directors for claims arising from their acts, omissions or
decisions. Where the organization indemnifies its board, a D&O
policy can reimburse the organization for amounts it has paid in
indemnification

Conducting a risk review

To determine the appropriateness of indemnification and/or D&O
insurance for your not-for-profit, charity, community association
or other non-profit organization, it is important to review your
operations to determine the potential for board liability. You also
need to consider whether policy limits and coverage structure are
sufficient to protect personal assets.

Ask your Aon broker for more information and a detailed risk review
for your organization.

This publication contains general information only and is intended to provide an overview of legal, liability and insurance issues.

The information is not intended to constitute legal or other professional advice.

WWWw.aon.com
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Non-profit organizations in the crossfire

The following are examples of recent claims that illustrate the broad
range of non-profit director and officer liability.

Workplace issues

A non-profit organization failed to investigate an employee’s verbal
and written complaints of sexual harassment. The organization
investigated after the employee quit and threatened to sue. The
employee’s allegations were discovered to be true, and the harasser
was fired. The complainant sued the non-profit and its board of
directors for allowing harassment in the workplace, failing to
investigate, and constructive termination. The non-profit was also
sued by the harasser for wrongful termination.

Misrepresentation, failure to advise

A non-profit housing advocacy group helped twenty families obtain

government-subsidized loans to purchase low-income condominiums.

Shortly afterwards, real estate prices dropped dramatically and the
condos’ value was less than the amount of the outstanding loans. The
non-profit and its directors were sued by several of the homeowners
for misrepresentation and failure to advise of the possible loss of the
value of their homes.

Excessive compensation

In 2004, a U.S. state attorney general sued a former stock exchange
chairman under state law governing non-profit institutions, to
compel the chairman to return the greater part of an “objectively
unreasonable” $190M deferred compensation and pension package.
Two and a half years later, the trial court found the chairman had
breached his fiduciary duty and ordered him to return almost
$100M. Six months later, the appellate court reversed the decision,
dismissing four of the six causes of action. However, it is not known
whether any of the parties has appealed.

Fraud, misuse of charitable funds, overstatement of
earnings

When a U.S. health education and research foundation filed for
bankruptcy in 1998, its six top managers received $8M in previously
deferred benefits; 26 managers were receiving a base pay salary
exceeding $350,000, plus luxury benefits including the use of a
corporate jet; and its chairman lived in a foundation-owned mansion
and had an annual salary of over $1M. At the time of bankruptcy, the
foundation had laid off employees; was losing $1M per day in costs
and operating losses; and had $1.2B in debt. Its subsidiaries were
responsible for repayment of at least 13 bond issues totaling more
than $900M.

The state attorney general sued for the return of $79M in charitable
assets, ultimately settling for approximately $20M. The U.S.
Securities and Exchange Commission brought civil fraud charges
including misuse of charitable funds and overstatement of earnings
against the foundation’s CFO, two former vice presidents, and three
auditors. Criminal charges were also filed against the CFO and the
chairman.

Innocent directors

A division of a national safety council suffered financial collapse due
to the fraud of the organization’s managing director. However, all of
the directors (who were acting in a voluntary capacity) were sued by
the council’s principal creditor. All but one board member settled
out of court. The remaining director chose to defend the action and a
$97M judgment was rendered against him. The loss cost the director
his personal assets, including his home.

Prepared by:

Shelley Lloyd, J.D.
Legal and Research Practice
Aon Financial Services Group

For more information please contact:

National Québec
Brad Lorimer Bernard Dupré
Senior Vice President, National Director Vice President

416.868.2479

brad.lorimer@aon.ca

514.840.7783
bernard.dupre@aon.ca

Prairies

Kathleen Cook

Prairie Region FSG Leader
403.267.7878

David A. Griffiths

Senior Vice President,
National Consulting Director
416.868.5554

david.griffiths@aon.ca kathleen.cook@aon.ca
Ontario B.C.

Kimberly Shaw Paul Lively

Vice President Senior Vice President

416.868.5642

kimberly.shaw@aon.ca

604.443.3353

paul.lively@aon.ca

This publication contains general information only and is intended to provide an overview of legal, liability and insurance issues.
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KNOW THE LEGAL RISKS OF BEING
A VOLUNTEER BOARD MEMBER

According to the 2007 Canada Survey on Giving,
Volunteering and Participating, about 9% of Canadian
volunteers serve on boards and committees compared
to 36% of volunteers serving on boards in 2004.

Despite their commitment to countless causes and
organizations many board members may be unaware
of the legal ramifications of their volunteer work and
the possibility of being held personally liable. This
liability applies to all non-profit organizations including
clubs, associations, societies, leagues, committees and
charities.

The basic responsibility of directors is to represent

the interest of the organization, their members and
their constituencies in directing the affairs of the
organization, and to do so within the law. In their role
as “frustee”, directors have three basic duties:

¢ DILIGENCE to act reasonably, prudently, in good
faith and with a view o the best interests of the
organization and its members.

LOYALTY to place the interests of the organization
first and to not use one’s position as a director to
further private interests.

OBEDIENCE to act within the scope of the governing
policies of the organization and within the scope of
the other laws, rules and regulations that apply to
the organization.

A volunteer director who fails to fulfill his or her duties as
outlined above may be liable.

The term “liability” refers to the responsibility of directors and
organizations for the consequences of conduct that fails to
meet a pre-determined legal standard. Usually, the term
“"consequences” refers fo damage or loss experienced by
someone, and being responsible for such “consequences”
can mean having to pay financial compensation.

Directors and officers may be held personally liable for claims
arising from:

e Activities of volunteers and/or staff in the name of the
organization

¢ Employee discrimination

e Wrongful dismissal

* Breach of dufies

volunteercanada.aon.ca

AON

Directors’ and Officers’

Liability Insurance

Claims may be made by:

* Volunteers

* Employees

e Government bodies
e Suppliers

e Customers

e General public

HOW TO MINIMIZE THE RISK TO BOARD
VOLUNTEERS

The process of risk management is a simple three-part
activity. It involves:

e Examining a situation and asking what can go wrong and
what harm could result

* |dentifying practical measures that can be taken to keep
such harm from occurring; and

e If harm does occur, identifying the steps that can be taken
to lessen the impact of harm and pay for any resulting
damage or losses.

DIRECTORS' AND OFFICERS’ LIABILITY
INSURANCE

A common risk management measure, and one that is
particularly important in minimizing directors’ personal liability,
is that the organization carry Directors’ and Officers’ Liability
Insurance (DOLI). DOLI is like general liability insurance

and covers the costs that the directors and officers of an
organizatfion might become legally obligated fo pay as a
result of damages to another party.

However, unlike a general liability insurance policy that
covers losses arising from physical injury or property damage,
DOLI covers only those losses arising from a director’s own
“wrongful acts” or those of the board.

Although few claims against directors are substantiated and
fewer of these result in large financial awards, the cost of
defending any claim can be significant. This is where DOLI
tends to prove its value.

This policy extends coverage to subsidiaries of the
organization with assets that do not exceed 30% of the total
consolidated assets of the organization.

WWwWWw.aon.ca





NATIONAL DIRECTORS" AND
OFFICERS’ LIABILITY INSURANCE
PROGRAM — SIGNIFICANT SAVINGS

(EXCLUSIVE TO MEMBERS OF VOLUNTEER CANADA)

Volunteer Canada strongly recommends that
organizations consider the need to carry DOLI. In order
to assist organizations with DOLI, Volunteer Canada has
partnered with Aon Reed Stenhouse Inc. (Aon) to offer
an affordable policy to all non-profit organizations who
join Volunteer Canada (with few exceptions).

By joining Volunteer Canada, all participants are subject
to significant premium savings. Those organizations whose
operation budgets/revenue are under $5,000,000 per
year have pre-set costs as outlined in the chart and are
required to complete a simple two-page application
form. Organizations with operating budgets/revenue that
exceed $5,000,000 per year are also subject to significant
premium savings; please note that the premium is

not predetermined and in order to provide a quote,
completion of an extended application is required.

Budgets/revenues under $5,000,000 per year

See the Membership section of the Volunteer Canada
website at www.volunteer.ca to download a two-page
application or contact Aon directly to receive your copy.
Send both the completed application and full payment
to Aon atf the address supplied. Upon receipt and
acceptance of completed application and payment,
Aon willissue a certificate of insurance and forward it fo
you along with a copy of the policy wording.

Budgets/revenues over $5,000,000 per year

See the Membership section of the Volunteer Canada
website at www.volunteer.ca to download an extended
application or contact Aon directly to receive your copy.

Payment details/Shared Liability Limit

The common expiry date of the program is March 31st.
Please note that the costs collected are non-refundable
and premiums are not subject to pro-rata costs. The full
annual cost is due for those certificates commencing
March 31st through September 30th and half of the
annual cost is due for coverage commencing October
1st through March 31st. Please note there are limited
excluded classes of business.

volunteercanada.aon.ca

Limits per Certificate

Annual Budget/Revenue $500 K $1 MM $2 MM $3 MM $5 MM
$0 - $50,000 $353 $448 $733 $923 $1,303
$50,001 - $100,000 $543 $733 $923 $1,065 $1,493
$100,001 - $250,000 $690 $909 $1,399 $1,705 $2,777
$250,001 - $500,000 $780 $1,001 $1,552 $1,877 $3,084
$500,001 - $750,000 N/A $1,123 $1,724 $2,060 $3,390
$750,001 - 1,000,000 N/A $1.246 $1.897 $2,262 $3,697
$1,000,001 - $2,000,000 N/A $1,491 $2,275 $2,716 $4,003
$2,000,001 - $3,000,000 N/A $1,797 $2,716 $3,255 $4,310
$3,000,001 - $5,000,000 N/A $2,152 $3,255 $3,905 $4,615

*Please note: Included in the insurance cost above is a $25 administration
fee.

The purpose of this brochure is to raise awareness of the legal risks
facing directors, and to offer directors and organizations some
practical ways to minimize risks. It is not infended to deter people
from volunteering as board members with their chosen voluntary
organization or charity.

Risk and responsibility are facts of life — and every activity
involves a certain amount of risk. The volunteer director needs to
understand the risks involved in the position so that he/she can
act reasonably and appropriately. Organizations must ensure
that volunteers are protected as much as possible from risk in
order to protect the organization’s quality of service, reputation
and volunteer management expertise.

AON

Aon Reed Stenhouse

Dept. 700600

P.O. Box 3309, MIP

Markham, ON L3R 6Gé

Toll Free: 1.877.766.3104

Fax: 1.877.766.9075

E-mail: vcan.insurance@aon.ca
Website: volunteercanada.aon.ca

VOLUNTEER

BENEVOLES

C ANADA

Volunteer Canada

353 Dalhousie Street, 3rd Floor
Ottawa ON KIN 7G1
Telephone: 613.231.4371

Toll Free: 1.800.670.0401

Fax: 613.231.6725

Email: membership@volunteer.ca
Website: www.volunteer.ca

WWwWWw.aon.ca







<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




_ Pagelof

_ (30
Agglegrove Community Complex .

From: "Melody Johnson" <melodyj1000@gmail.com>
To: <applegrove@applegrovecc.ca>

Sent: Tuesday, August 09, 2011 2:32 PM

Subject:  Applicious Vendor

Hi Susan;

Thanks so much for your time and information today. | am writing because | am disappointed that a local
home-business person can not be considered for your Applicious event as a vendor. | am a small
business person trying to find venues to educate and market my product into the local area and your
market would have been perfect for me. It feels very discriminatory to me that only hand-made would be
considered when there are so many different types of small home businesses that support our local
economy.

| recently acquired the GTA rights for a new alternative health product that would be great to exhibit and
educate people about them at your venue, as we are trying to find venues to get this product off the
ground and into the market place, and yours would be perfect. We have our own booth and tent for an
outside set up. You can learn more about my product here: www.pureenergytoronto.com

| truly appreciate the conversation with you today and your willingness to take this to the Board for
consideration. | look forward to hearing back from you.

Warm regards,

Melody Johnson
416-550-1958
www.pureenergyforonto.com

8/9/2011






60 Woodfield Road, Toronto, Ontario M4L 2W6
Tel: 416-461-8143 Fax: 416-461-5513 "]m T“ﬂ“"'“

www.ApplegroveCC.ca An Agency of the City of Toronto

Executive Director’'s Report
August 19, 2011

It is hard to believe that August is here already. But I look out of my office window at the purple
blooms of the “butterfly bush” and see cabbage butterflies, Monarchs and others in the late
afternoon sun.

For several months, the Board has deferred looking at Risk Management. Members agreed to
address this at the August meeting in a more relaxed environment.

Therefore, the Board package includes the following:
o Applegrove risk management summary
e background information

0 Buying Into It
o ldentifying Risks
0 Oversight of Risk by the Board
o D&O Insurance
e supporting information
o0 sample City insurance certificate
0 revised job descriptions
0 draft complaints procedure

Please review the background information and summary well before the meeting as they may
raise questions or require additional information. Because the meeting is off-site, | will be in the
off-site location and will have difficulty getting additional information after about noon on the 29".

In addition to Risk Management, your Board package includes additional information. Over the
summer, there were a number of new issues or more information about prior issues.

First, there was new information about the City Service Reviews and the AOCC review. The
July Executive Committee meeting that received deputations and considered the KPMG reports
on City agencies (including AOCCs) recommended the following:

1. Directed that the list of opportunities contained in Appendix A, Part 2, of
the KPMG Standing Committee Summary be further considered by
the Executive Committee on September 19, 2011.

2. Requested the City Manager to review the list of opportunities to ensure
service efficiencies are maximized to meet the 2012 budget targets and
multi-year service and financial planning objectives and report to the
Committee on September 19, 2011.

3. Recommended that the City Manager review opportunities identified in
the KPMG report related to efficiencies through shared service models for
communications, facilities management, fleet, real estate, information





Executive Director’'s Report — August 2011
2

technology, legal services, human resources, and finance and
administration for all City divisions and large City agencies, including
Toronto Library, Toronto Police, Toronto Transit Commission, Toronto
Zoo and other agencies as appropriate; and incorporate as appropriate in
the 2012 and 2013 budget process.

4, Recommended that the City Manager consider all opportunities identified
in the KPMG report related to City Agencies and incorporate as
appropriate in the 2012 and 2013 budget process.

Consequently, the September 19 Executive Committee meeting and the subsequent September
26/27 Council meeting will have a significant impact on Applegrove’s 2012 budget. The Board
package includes the KPMG report on AOCCs.

Expecting that the Board will need to discuss this, | have included the City service reviews /
2012 budget on the agenda and suggested some additional agenda items. They include:
e an Applicious vendor request (our vendor form is online at www.Applicious.ca for your
reference)
e an update on Edgewood.

The Board package and agenda also include preparation for changing our “360°” form. For
some years, one component of performance review for management has included input from
Board and all staff members for the Executive Director or all staff members for the other
managers. The current form is very detailed so during the 2010 performance reviews, we asked
about changing the form. To complete the revisions so we can begin 2011 performance
reviews in a timely manner, Applegrove needs to begin the process now. To that end, | have
included the current form and 2 alternatives. There may be other alternatives to consider.

In addition to changing the content, we should also change the rating scale. Each of the 3
forms uses different scales. | would recommend that any scale include both NA (not applicable)
and NS (not seen). Probably a 4 point scale, similar to that used in many of Applegrove’s other
evaluation processes, should be used.

This August Board meeting will probably not have time to discuss the 360 in detail; however,
perhaps the Board can identify a process to change the form.

(Unfortunately we ran out of different colours of paper so all 3 forms are in one white package.)

Please note that the background material about the City Service Reviews contains confidential
information which will not be in the on-line version of the Board package.

Respectfully submitted,

Susan Fletcher.



http://www.applicious.ca/�
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Meeting Main Issue Additional Issues Program Results
Presentation
May 30 Admin Budget Passed the
Admin budget
June 20 Membership Edgewood Day Camp
Review DINE
August 29 Review Risk Management | City Service Reviews
/ 2012 budget
September 26 Results of City Service Review Applicious Edgewood
Review
October 24 Program Budgets
Revised Admin Budget
November 28 Review Pasta Fest Helping Our

Babies Grow

December 19?







Volunteer Risk Management in Action: Identify the Risks

By Linda L. Graff

Are There Any Risks Here?

The first step in the risk management model is to identify risks in whatever aspect of the
volunteer program is being reviewed. The aim at this stage is to create a “master list” of
risks.

Consider the component of the volunteer program or service under examination and try to
think of what could go wrong. Ask the question “Are there any risks here?”

If the answer is “no” (very rare), many of the remaining risk management steps may be
skipped. But do keep in mind that even if there are no apparent risks detectable at
present, things can change and risks can surface in the same setting at some future date.
Hence, it is wise for the committee to conduct a periodic review. Setting a specific date
for the review will ensure all aspects of volunteer involvement are scanned from time to
time for emerging risks.

If the answer to the “Are there any risks here?”” question is “yes,” the risks are recorded
on a master list. Big or small, probable or remote, if a risk can be envisioned it should be
added to the list. No editing takes place at this stage. The master list will be sorted and
subdivided in the next step. The list need not take any special format at this point in the
process — it is simply a list.

Remember: Since an organization cannot manage the risks it does not identify, risk
identification is an extremely important step in the risk management process, and the risk
management team must push into all corners of the volunteer service to identify risks.
Here are some tips to help with risk identification:

e Brainstorming is a free flowing, unedited, uncensored exercise of idea
generation.

e Foresight is about anticipation, about thoughtful and prudent regard for the
future, and about being open to what might be.

e Fantasy requires imagination, creative visioning, and a willingness to consider
the improbable.

All of these elements contribute to effective risk identification.






Go Looking for Risks

Of all agency operations and functions where volunteers and community service
members are involved, ask the question, “What possible dangers, potentially risky
situations, or might occur because of, or related to, volunteer involvement here?”
Solicit input from a range of sources about what risks might exist related to volunteer
involvement. Here are some suggestions about who the risk management team might
consult as it begins to search out risks:

Talk to volunteers themselves since there is no one who knows more about risks
in the job than the person actually doing the work. Volunteers and community
service members may very well have noticed risk issues and not wanted to bother
anyone by reporting them.

Consult with supervisors of volunteers, other staff in the program area, and even
clients — any of these people may turn out to be surprisingly good sources of
information about risks.

Canvass administrative and support staff as well; they often notice things —
events, behaviours, attitudes — that other staff miss.

Consider asking for input from persons who are completely unfamiliar with the
operation of your organization and/or its volunteer program since they will notice
different things than people who are in the organization every day, and the “more
heads are better than one” rule definitely applies here.

Following are other suggestions to help in the identification of risks:

Review both current and past operations and occurrences, as well as existing
policies and procedures, and personnel and operating manuals. At minimum,
make certain that all policies and other written materials pertaining to volunteer
involvement are in compliance with any pertinent legislation, regulations, codes,
licensing agreements, and so on. For example, check the applicability of human
rights and other anti-discrimination legislation to volunteers in your province or
state. Find out what grounds are covered and make certain that your volunteer
application form, your reference checking form, and the questions you ask in your
screening interview(s) are in compliance with relevant legislation.

Canvass current volunteers. Ask them about dangerous or uncertain situations
they have experienced in their volunteer duties.

Systematically examine each aspect of service delivery and all volunteer position
descriptions and consider what might go wrong in the various pieces and steps.
Members of the board of directors are volunteers as well. Assess risks related to
their recruitment, screening, training, performance, and discipline and dismissal.
Non-attendance, conflicts of interest, breaches of confidentiality, and a range of
other issues related to volunteers in governance can pose significant risk and
liability exposures for nonprofit organizations.

Examine safety records, workers’ compensation claims, and serious incident
occurrence reports. They are good sources of past dangers that may need






additional attention. A sample “Serious Occurrence Report” form is located in
Appendix B. Its implementation will help organizations to both deal with serious
incidents as they occur as well as track serious incidents over time. Records such
as these can be invaluable to risk management teams that are seeking patterns in
past events as indicators of current risk and liability exposure.

More Tips:

It is recommended that organizations consider implementing a “near miss”
procedure. This is a mechanism by which staff and volunteers are required to
report any potentially serious events that nearly materialized. The “near miss”
system creates an opportunity for the risk management team to implement
preventive measures before the next “near miss” becomes an actual tragedy. This
is where the development of a positive organizational culture about risk
identification pays off: personnel are empowered to report events before they
materialize into something much more serious.

In some cases, the team may need to go beyond the details of the incident report
and talk directly to the people who have firsthand knowledge of the circumstances
to find out why an incident happened and what might be done to prevent a
reoccurrence. The team might find [a] sample “Risk Tracking Form” useful in
keeping track of the details of incidents that turn up in their investigation.

Look for risks at the worksite. Go to where clients receive their services, go to all
of the sites, projects, floors, clinics, wards, routes, stations, and braches where
volunteers and community service workers perform their dutites. Walk the
site(s), look around, think about risks related to the site itself and the state of
working conditions. Equipment should be examined, buildings inspected, and
staff-client and collegial relationships observed.

Combined Risks

Risks can increase exponentially when combined with other risks. The obvious example
from everyday life is drinking and driving. The same principle applies in volunteer and
community service programs when a more or less risky activity or situation is
exacerbated by the presence of one or more additional risk factors. Consider the
following illustrations:

volunteers driving... long distances... at night... and/or in bad weather
volunteers using a chain saw... from the raised bucket of a tractor

volunteers handling large sums of cash... at an outdoor fundraising event... with
no security personnel on-site

volunteers visiting clients in clients’ homes... volunteers go out alone... into
homes where illegal drugs are used or where family violence is a regular
occurrence






e individuals for whom the characterization “reckless daredevils” is not far-fetched
tend to be the kinds of volunteers who sign up to lead the annual bird migration
inventory along the escarpment edge

e the participants in the adventure activities led by your volunteers tend to be very
susceptible to peer pressure and dares

e the political climate worsens around the volunteers working in overseas relief
efforts and flights out of the country are getting more difficult to arrange

The Factor of “Human Error”
The risk management team must keep in mind that people make mistakes:

“Even at their best, human beings make mistakes. They can fail to see the issues
or not appreciate the consequences. Plain bad judgment or failure to
communicate well — or not at all — is at the bottom of a myriad of problems that
confront [organizations].” *

Forecasting and brainstorming ideal scenarios where everyone does everything right is
not the right approach in risk management. Fantasize about the setting when it is full of
smoke and people are trying to locate the exits; consider how the situation is made worse
because half of the participants at the fundraising event cannot get down the stairs, the
elevator service was automatically terminated when the fire alarm was initiated, and
everyone is beginning to panic; a patient has fallen out of her wheelchair and the
volunteer is trying to pick her up.

A familiar instance of human error is the overworked employee who asks a volunteer to
do something outside of his or her position description on the spur of the moment, not
realizing that the volunteer has not been screened or trained to perform the extra duties.
The volunteer, wanting to be helpful, attempts to comply.

While we do not want to be ruled by “worst case scenarios” the process of risk
identification forces us to at least consider what worst case scenarios the
organization and its volunteers might face.

Note: This post is provided as information only. Readers are cautioned not to act on information provided without
seeking specific legal advice with respect to their unique circumstances.

! Walton, Jane. 2002. “Risk Management — Are People Your Weakest Link?” Standards Australia
International Ltd. Retrieved January 30, 2002 from www.riskmanagement.com.au
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Certificate of I nsurance

No. 2011-8-REV-1 Dated: May 27,2011
This document supersedes any certificate previously issued under this number

MARSH

Thisisto certify that the Policy(ies) of insurance listed below (" Policy” or " Policies") have been issued to the Named Insured identified below
for the policy period(s) indicated. This certificateisissued asa matter of information only and confersno rights upon the Certificate Holder
named below other than those provided by the Policy(ies).

Notwithstanding any requirement, term or condition of any contract or any other document with respect to which this certificate may be
issued or may pertain, theinsurance afforded by the Policy(ies) is subject to all the terms, conditions and exclusions of such Policy(ies). This
certificate does not amend, extend or alter the coverage afforded by the Policy(ies). Limits shown areintended to addr ess contractual
obligations of the Named Insured.

Limits may have been reduced since Policy effective date(s) asaresult of aclaim or claims.

Named Insured and Address:

City of Toronto
100 Queen Street West
Toronto, ON M5H 2N2

Certificate Holder:

Toronto District School Board
5050 Y onge Street
Toronto, ON M2N 5N8

Toronto Cathalic District School Board
80 Sheppard Avenue East
Toronto, ON M2N 6E8

Thiscertificateisissued regarding:
Occupancy of property for various events and activities.

Type(s) of Insurance Insurer(s) Policy Effective/ | Sumslnsured Or Limits of Liability
Number (s) Expiry Dates
COMMERCIAL GENERAL ACE INA Insurance CGL523851-GL Jun 01, 2011 to | Inclusive Limit, Property $ 4,000,000
LIABILITY Jun 01, 2012 Damage and Bodily Injury | Per Occurrence
Self Insured Retention $ 1,000,000
UMBRELLA ACE INA Insurance XBC523851 Jun 01, 2011 to | Per Occurrence $ 4,000,000
Jun 01, 2012 Per Occurrence
Annual Aggregate $ 10,000,000

Additional infor mation:

Additional Named Insureds: The Toronto Police Services Board, The Toronto Public Library Board, Exhibition Place, The Board of
Management of various Business Improvement Areas, The Toronto Zoo and The Sony Centre for the Performing Arts are added as
Additional Named Insureds but only with respect to liability arising out of the operations of the Named Insured.

Toronto District School Board is added as Additional Insured but only with respect to liability arising out of the operations of the Named
Insured.

Toronto Catholic District School Board is added as Additional Insured but only with respect to liability arising out of the operations of the
Named Insured.

The above noted CGL policy includes Cross Liability and Severability of Interest, Personal Injury, Contractual Liability and Tenant's Legal
Liability.

Notice of cancellation:

Should any of the policies described herein be cancelled before the expiration date thereof, the insurer(s) affording coverage will
endeavour to mail 30 days written notice to the certificate holder named herein, but failure to mail such notice shall impose no obligation
or liability of any kind upon the insurer(s) affording coverage, their agents or representatives, or the issuer of this certificate.

Marsh Canada Limited

(ahonnd AN

Catherine Evans

Marsh Canada Limited
TD Canada Trust Tower, Brookfield Place

161 Bay Street, Suite 1400 By:
Toronto, ON M5J2%4

Telephone: 416-868-7353

Fax: 416-815-3489

catherine.evans@marsh.com
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Association of Community Centres

Standing Committee

Executive

Cluster

Agency

Program

Association of Community
Centres (AOCCs)

Service Type

External Service Delivery

Budget ($m)
Gross $15.6
Net $7.3

Rationale for Core and Service Level Assessment

The 10 Board-operated Community Centres address

community-based recreation and social needs and strive

to promote a sense of community and civic engagement.

The AOCC's provide core organizational structure to

support delivery of programs, with the City funding core

administrative costs. The services in this program are
largely traditional, except for:

» Volunteer Engagement and Strategic Partnership
development, which are discretionary services that
support the program, and,

» Administration and Management of community centres,
assessed as essential for effective program delivery.

Jurisdictional Examples

Most cities operate their community centres directly.

Chicago provides this service through a City ABC, the
Chicago Park District- which manages parks, recreation
and event facilities, beaches, museums, lagoons,
conservatories, and gardens throughout Chicago (9 public
skating rinks; 534 baseball fields).

Ottawa has community centres operated by community
associations under purchase of service agreements.

Discretionary

Below Standard At Standard Above Standard

Mandatory
AOCC Administration and
® Management
Essential
Community Neighborhood and .
Civic Engagement Commumty Centre
Programming
T aditional \%Commumw Centre Fund
Public Space and Raising Management
Facility Management
Community Centre Public/Private  Community Centre Volunteer
Other Strategic Partnerships Management

Key Opportunities

The key opportunity is to look at the community centres (and
arenas) city-wide to determine the relative effectiveness of
community board operation, direct city operation and other
approaches to determine how arenas and community centres
should be governed and operated to achieve peak efficiency
and community responsiveness.

© 2011 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG
International, a Swiss cooperative. All rights reserved. Printed in Canada. KPMG and the KPMG logo are registered trademarks of KPMG International, a

Swiss cooperative.
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Services
Service Name Gross Cost Net % Core Service Source of City Notes
($m) ($m) Net Ranking Level Standard Role
Community Neighborhood 251 1.06 42% 3 s C/IM/F D
and Civic Engagement
Public Space and Facility LIjtaiI(i:ZiIei;tiﬁ)snOperations and effective
—_ 0, -
Management 2.50 1.91 76% 3 S CcM D Building Repairs and Maintenance.
Community Centre Access Welcome Service and General Information.
Social, Recreational and Cultural -150,000
) individuals participated last year.
Community Centre Educational and Training - 44,130
Programming 5.38 1.01 19% 3 S C/IFIM D individuals participated last year.
Supportive Counseling and Advice 20,998
individuals participated last year.
Community Supports — meals and clothes.
120 s e st sl o e
.. 0 0 .
Fundraising Management 1.87 1.05 56% 3 S M D 3,751 individual donors contribute on
average 2.14% of program revenue.
Community Centre o Each AOCC is governed by a local board
Volunteer Engagement 0.84 0.42 50% 4 S FIM D of management made up of volunteers.
Financial Management, Administration,
AOCC Administration and Resource Development, Reporting
0 ,
Management 1.89 151 80% 2 S C/FMIL D Compliance, Communications, Community
Engagement.
Community Centre Private partners contribute an additional
Public/Private Strategic 0.62 0.36 58% 4 S M/ F D $1.5m of in-kind programs and services.
Partnerships
© 2011 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG Clty Of Toronto Core Service ReViEW 90

International, a Swiss cooperative. All rights reserved. Printed in Canada. KPMG and the KPMG logo are registered trademarks of KPMG International, a
Swiss cooperative.
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Options, Opportunities, Risks and Implications

Potential  Timeframe
Type Options and Opportunities Risks and Implications Savings * ** Barriers

SSR  Consider examining the existing business A clear identification of the relative advantages of the community
and governance models currently in place at board model and the city operation model is needed. A series of
all community centres (internally operated options could be examined, including:
and association operated). This could be » Converting these community centres to city-operation , OR,
done with a similar study of arenas. » Converting more city run community centres to community board

operation, OR,

» Creating a single City-wide Board for community centres
(including Parks, Forestry & Recreation Arena’s) with several
Community Advisory Committees

» Other models for community centre operation, such as private
operation, or operation by large non-profits with purchase of

. Low
service agreement.

(up to 5%) 2013 Medium

In considering these options, a number of changes to the board
model could be considered, including:

» Opportunities to gain economies of scale by centralizing part of
the function — such as IT systems to support booking and
registrations, bulk purchasing, sharing of specialized facilities skills

The study would need to consider these options under a number of
criteria including impact on costs (to the city and to users),
responsiveness to local communities and needs. The possibility that
different models may be appropriate in different circumstances
should not be ruled out.

* Potential Savings are relative to the size of the corresponding program/service/activity the option/opportunity relates to, and may include increased revenues to produce lower tax requirements.
Savings will accrue to utility rates rather than taxes where noted.
** Timeframe refers to first year in which savings could be realized. Full savings may take longer.

© 2011 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG H i i
International, a Swiss cooperative. All rights reserved. Printed in Canada. KPMG and the KPMG logo are registered trademarks of KPMG International, a Clty Of Toronto Core Service Review 91
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To: Applegrove Staff
From: Susan Fletcher, Executive Director

C.C.  Chris Brillinger, Executive Director, SDFA
Denise Campbell, Director, SDFA
Date: June 24, 2011

Re: Association of Community Centres (AOCCs) Program Review

The City of Toronto developed a program review framework to complement existing
management and accountability systems in 2006. The purpose of reviews is to look at all the
programs and services the City delivers to ensure that they respond to the community’s needs,
to ensure that the services continue to be relevant and that they are delivered effectively and
efficiently.

In addition, during the 2010 budget process Council directed that the City Manager's office,
along with the Executive Director of Social Development, Finance and Administration Division
and the Director of Financial Planning, update the AOCC governance review (2003) and report
to the Community Development and Recreation Committee on any recommended changes in
2011.

The community centres under the Association of Community Centres program will be
undergoing a program review starting the beginning of July. The purpose of this review is to
determine where efficiencies can be realized that will result in cost savings and improved
service in the AOCCs.

This program review will be structured into two distinct phases each with its own time lines and
deliverables. Phase One will delve into the "back office" management and administrative
support services and tasks In order to preserve community service levels within the AOCCs. This
study will focus on efficiencies and cost reduction where possible, within non-operational areas
and will be completed by the beginning of September 2011. Phase Two will commence after
this date and will be completed early in 2012. This part of the review will look at the
operational aspects of the centres: services provided; community engagement; governance and
effectiveness in meeting AOCC mandate. Please note that this review is distinct from the
various core service reviews that the City is currently undergoing.

The review will be done by staff in the Social Development, Finance and Administration Division
and will be assisted by other divisions in the City as required. The project team is comprised of:

Project Sponsor: Chris Brillinger, Executive Director, SDFA Division





Project Lead: Denise Campbell, Director Community Resource Section, SDFA
Division

Project Team: Natalie Latyshko, Operations Review Analyst,
14" Floor East Tower City Hall
416 392 8729
nlatyshk@toronto.ca

Ed Reed, Policy Development Officer,
14" Floor East Tower, City Hall

416 392-5187

EReed@toronto.ca

Project Advisors: AOCC Executive Directors

Please feel free to contact me or the Project team if you have any questions regarding this
process.

Your assistance in this review will be greatly appreciated.
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Oversight of Risk by the Board of Directors

The Question:

What is the Board'’s role in addressing risk?
The Answer:

Risk and risk management can be a real challenge for many not-for-profit organizations, and boards of
directors often struggle with their role. Some boards run into difficulties by micromanaging and
attempting to control every potential area of risk. Other boards allow fear of risk to paralyze the
organization and stifle new initiatives. Still others move blithely from one meeting to the next,
approving campaigns, events, and programs without ever discussing the potential risks involved.
Obviously, none of these approaches is ideal. But how can the board of directors fulfill its responsibility
to the organization when it comes to risk?

The role of the board may depend on the organization

The board’s responsibility for the oversight of risk includes making sure that the organization effectively
identifies, assesses and manages risks. The nature of the board’s involvement may vary with the size
and sophistication of the organization and its staff. In larger organizations with experienced
management, the board can often rely on staff to manage day-to-day risks, and the board’s role is
limited to oversight of risk management activities and approval of policies, strategies and major
decisions. In organizations with fewer experienced staff members, the board may need to be more
hands-on.

Risk Tolerance Policy
The board sets or approves the risk tolerance policy for the organization. The risk tolerance policy sets
out the amount of risk that the organization is willing to assume. It has two key components: appetite
for risk and capacity for risk.
o Risk appetite reflects the organization’s willingness to take on risk — some are very risk averse,
whereas others are more daring.
e Capacity for risk reflects the ability to withstand risk and is based on the strength of the
organization’s finances, donor support, reputation and credibility, as well as the experience and
competence of volunteers and staff.

Risk Identification

Risk is the chance of something happening that will have an impact on
objectives. It is measured in terms of consequences and likelihood.

Risk management includes the culture, processes, and structures that are
directed towards the effective management of potential opportunities and
adverse effects.

Based on definitions developed by the Joint Technical Committee OB/7, Risk Management. Standards Australia
and Standards New Zealand, Australian/New Zealand Standard 4360:2004: Risk Management.






Not-for-profit organizations are very diverse, which means that risks can vary depending on mandate,
stakeholders, funding etc. In order to ensure that all applicable risks are “on the radar”, it can be helpful
to consider categories of risk, such as:

e Compliance risk — the risk of fines and other regulatory penalties for offences such as failure to
remit payroll deductions, violation of privacy laws, etc.

e External risk — the risk of becoming irrelevant, losing the support of funders or the public, or
failing to respond to economic, demographic and other trends.

e Financial risk —loss of funding, the risk of fraud, or inability to meet financial obligations.

e Governance risk — the risk of ineffective oversight, poor decision-making or lack of direction.

e Operational or Program risk — the risk of poor service delivery, day-to-day crises, and misuse or
neglect of resources, including human capital.

e Reputation risk — the risk of losing goodwill, status in the community, and the ability to raise
funds and appeal to prospective volunteers.

e Strategic risk — the risk of inappropriate or unrealistic programs and initiatives, or failure to keep
the organization strong and relevant.

It is important to use a variety of approaches in order to identify risk. Whether the board is doing risk
identification itself or hearing a report from management on the process used, it is important that there
is a process in place for identifying risks and that it involves a variety of approaches, techniques and
participants to ensure that all the bases are covered.

Risk Assessment

The next step is to identify the highest priority risks so that steps can be taken to address them. This
can be done by using processes like risk mapping or scoring, which involve assigning values to risks
based on the likelihood of occurrence and potential impact. The goal is to classify risks in terms of
priority, which will help determine how to manage them and also pinpoint major risks which the board
should remain aware of.

Boards should not forget that risks are interconnected. Impact from one risk can affect the probability
of other risks. Problems in one area can cause problems in another. Boards should also consider the
effect of more than one risk coming to pass at the same time: while the organization might be prepared
for the occurrence of one adverse event, the impact of two or more occurring simultaneously may be
more than it is equipped to handle. Tools such as scenario planning can help in imagining these
possibilities.

Risk Management
There are, essentially, four ways to manage risk:

e Avoiding risk —This can be a legitimate strategy but can also result in missed opportunities.
Before abandoning a promising idea, it makes sense to consider other ways to manage the risk.

e Transferring risk — Share the risk with someone else, for example by buying an insurance policy.

e Mitigating risk — Develop procedures with checks and balances to detect and reduce the
likelihood and/or severity of risks.





e Accepting risk — Provided that the risk is unlikely or would not cause serious harm to the
organization, it may make more sense to accept and monitor it.

In selecting risk management strategies, cost is an important consideration. The cost of managing a risk
should generally be compatible with its potential consequences. The choice of risk management
strategies should also be compatible with the culture of the organization and the risk tolerance policy as
approved by the board.

Ensuring that risk is on the board’s agenda

Risk isn’t something that should only be discussed once a year, or only in response to a report from
management. Directors should ensure that discussion of risk occurs regularly, for example, during
strategic planning sessions and before motions to approve major programs or projects. Regular review
of risk identification, assessment, and management should be part of the board’s work plan, and
frequent reports should be requested on areas of key risk.

Oversight of risk is an integral part of good governance. It should not imply risk aversion. Rather, boards
of directors can help guide their organizations by balancing opportunities and threats to achieve
objectives in a way that is compatible with their values and tolerance for risk.

Further information on risk for not-for-profit organizations can be found in the CICA publication 20
Questions Directors of Not-for-Profit Organizations Should Ask about Risk, authored by Hugh Lindsay.
Much of this discussion is based on that publication.

The content above is provided for general information only and does not constitute legal advice. The views
expressed are those of the author and do not necessarily reflect those of the Canadian Institute of Chartered
Accountants.
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Risk Management Review
Board Meeting — August 2011

1. History

In the fall of 2009 and early winter 2010, the Board worked on risk management, starting with an
understanding of the difference between risk management and risk avoidance, then identifying a
wide range of risks that the organization could face, and finishing by reviewing policies and
procedures that address these. In January 2010, the Board suggested reviewing and updating
the Risk Management information at least every 2 years, preferably annually.

2. List
In October, 2009, Board members identified a number of risks. The list below presents them
grouped into categories, with some items in more than one category, in alphabetical order.

a. Problems in programs

child not picked up after program

injury to a caregiver whose children are not identified

off-site injuries during trip

off-site transportation crash

one participant hurting another

problem behaviour (by participants or people attending events)
theft from program participants

©OO0OO0OO0OO0O0O0

c

Injury and infection

centre-spread infection via common objects
construction accident

food poisoning

injury in program

injury to a caregiver whose children are not identified
lifting injuries (staff, volunteers, participants)

off-site injuries during trip

reaction to centre-supplied (legal) drugs

slip and fall

OO0OO0OO0OO0OO0OO0O0OO

Abuse and harassment

harassment

one participant hurting another

problem behaviour (by participants or people attending events)
racist or homophobic comments or hate activity (real or perceived)

& o0o0o0o0?°

O O0OO0OO0OOo-

lllegal activity

drug activity

fraud

harassment

hostage, kidnap, bomb threat
one participant hurting another
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on-line sabotage, bad postings
sabotage

sexual abuse by staff/volunteers
sexual abuse within program
theft from organization

theft from program participants

©Oo0oo0o0O0O0

e. Damage to reputation

on-line sabotage, bad postings

problems after function where alcohol is served and liability
risk to reputation/bad press

[e}NelNe)

f.  Personnel

loss of funding

loss of key staff/volunteers, e.g. web-designer
sexual abuse by staff/volunteers

strike by AG staff

strike by school staff

succession planning

©OO0O0O0OO0O0

Disaster

hostage, kidnap, bomb threat, fire, flood, explosion
natural disasters

power outage

toxic spills

ocoooo®

=

Building issues

internal air quality problems (HVAC or central air toxic fumes, Legionnaires, etc)
lack of adherence to fire regulations

power outage

toxic spills

Oo0O0O0o

Other

data destruction

disrepair

e-mail corruption

loss of funding

ongoing loss of quorum

people with mental health problems

problems after function where alcohol is served and liability
reaction to centre-supplied (legal) drugs

OO0OO0OO0O0OO0OO0O0O"

3. Risk Management
There are policies and procedures in place to address some of the above risks. The table
below outlines them. The items in bold print are the most likely to occur.
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Area Risk Policy/Procedure
Problems in | child not picked up at end = office staff are always scheduled until after end of program for children 12 and under
programs of program program staff (camp, after-4, etc.) bring left-over children to office at program end

(happens at least once per
month)

program or office staff call parent(s), emergency contact, etc.
if there has been no contact with parent or emergency contact, and child is not
picked up for minimum 1 hour, staff would contact relevant Children’s Aid Society

injury to a caregiver whose
children are not identified

strongly encouraging all caregivers to provide names and contact info for their
children

while one staff helped caregiver, another staff would attend to the children. As
needed, one of these staff could be an office staff.

(see injury in program)

off-site injuries during trip

at least 2 program staff attend off-site activities

office staff on duty (or on call) during off-site activities

office staff have list of trip participants

trip staff arrange for staff to stay with uninjured and injured participant(s).

trip staff accompany injured participant to hospital as appropriate. Trip staff pay for
taxi if an ambulance is not required.

trip staff notify office staff

if needed and possible, office staff come to site or hospital. May help transport
injured participant(s).

if a staff or volunteer has been approved by management to transport participants,
that staff or volunteer would be covered by the City’'s non-owned auto insurance.

off-site transportation crash

(see off-site injuries during trip)

one participant hurting
another

staff ensure the safety of all participants, including protecting them from further injury.
As needed, staff would call the office for support.

response depends on ages and relationships of participants and severity of incident.
a parent hurting their child would follow child abuse reporting requirements

if both participants are adults, staff would probably call police.

if both participants are campers, their parents would be notified and at least one
camper would probably be suspended

(also see injury in program)

problem behaviour (by
participants or people
attending events)

staff in charge address problem as needed. May include speaking with the individual
or their parent, calling police, etc.
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Area Risk Policy/Procedure
theft from program = strongly encourage participants not to bring valuables and to keep their wallet/purse
participants with them
= if theft is reported, staff would help to look for the item(s) and write incident report.
= staff would follow participant’s direction regarding whether to call police.
Injury and centre-spread infection via TDSB responsible for regular cleaning
infection common objects staff clean equipment, etc. regularly.

= staff increase frequency of cleaning during outbreaks of illness
= Applegrove has had hand sanitizer available in all program and admin spaces for
some time. This is increased during outbreaks of illness.

construction accident

= City/TDSB hires contractors and includes Health and Safety requirements.
= staff monitor construction sites for issues.

food poisoning

= atleast 1 staff in each program area has food service certificate

= try to follow appropriate food handling procedures during snack and meal preparation

= decreasing opportunities for program participants to bring home-prepared foods to
share

injury in program
(happens several times per
week in day camp)

try to minimize risks, such as slip and fall, etc.

some variation in procedure depending on program

all staff have first aid training. Most program staff have current first aid certificates.
if a participant is injured, program staff would attend to the person, call for help from
the office as needed, and call an ambulance if required.

all programs have a first aid kit, as does the office.

= the centre has gloves and masks to protect people administering first aid.

injury to a caregiver whose
children are not identified

= strongly encouraging all caregivers to provide names and contact info for their
children

= while one staff helped caregiver, another staff would attend to the children. As
needed, one of these staff could be an office staff.

(see injury in program)

lifting injuries (staff,
volunteers, participants)

= provide lifting aids (trolleys, additional staff, etc.)
= access to City Health and Safety

off-site injuries during trip

= at least 2 program staff attend off-site activities

= office staff on duty (or on call) during off-site activities

= office staff have list of trip participants

= trip staff arrange for staff to stay with uninjured and injured participant(s).

= trip staff accompany injured participant to hospital as appropriate. Trip staff pay for
taxi if an ambulance is not required.
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Area Risk Policy/Procedure
= trip staff notify office staff
= if needed and possible, office staff come to site or hospital. They may help transport
injured participant(s).
= f a staff or volunteer has been approved by management to transport participants,
that staff or volunteer would be covered by the City’s non-owned auto insurance.
reaction to centre-supplied = do not make a practice of offering medication
(legal) drugs = when adult participants ask for pain medication for themselves, check with them that
they can take the available medication (aspirin, acetaminophen, ibuprofen)
= when adult participants ask for pain medication for their children, only offer
acetaminophen.
slip and fall = all permanent staff have attended Health and Safety orientation
= regular inspections by Health and Safety rep.
= regular visits by management staff
= look for wet floors, etc.
Abuse and harassment = Board has adopted the AOCC anti-harassment policy
harassment | one participant hurting = staff ensure the safety of all participants, including protecting them from further injury.
another As needed, staff would call the office for support.
= response depends on ages and relationships of participants and severity of incident.
= a parent hurting their child would follow child abuse reporting requirements
= if both participants are adults, staff would probably call police.
= if both participants are campers, their parents would be notified and at least one
camper would probably be suspended
(also see injury in program)
problem behaviour (by = staff in charge address problem as needed. May include speaking with the individual
participants or people or their parent, calling police, etc.
attending events)
racist or homophobic = Anti-harassment and hate activity policy and procedure
comments or hate activity
(real or perceived)
lllegal drug activity = staff aware of signs of drug use
activity fraud = when hiring staff, screen, check references, police reference check
= separation of duties where practical
= cheques and contracts require 2 signatures
= Executive Director reviews bank reconciliation and cheques
harassment = Board has adopted the AOCC anti-harassment policy
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Area Risk Policy/Procedure
hostage, kidnap, bomb threat | = TDSB policies
one participant hurting = staff ensure the safety of all participants, including protecting them from further injury.
another As needed, staff would call the office for support.
= response depends on ages and relationships of participants and severity of incident.
= a parent hurting their child would follow child abuse reporting requirements
= if both participants are adults, staff would probably call police.
= f both participants are campers, their parents would be notified and at least one
camper would probably be suspended
(also see injury in program)
on-line sabotage, bad = staff and volunteers check website occasionally
postings = Facebook site does not accept postings
sabotage = when hiring staff, screen, check references, police reference check
sexual abuse by = when hiring staff, screen, check references, police reference check
staff/volunteers = rarely leave a volunteer or staff alone with participants
= Program Director visits programs.
sexual abuse within program | = always have a staff or highly experienced volunteer present in program.
theft from organization = when hiring staff, screen, check references, police reference check
= geparation of duties where practical
= cheques and contracts require 2 signatures
= Executive Director reviews bank reconciliation and cheques
= procedures to check and reconcile petty cash and cheques issued to staff
= try to minimize cash on site while having sufficient to purchase supplies.
= will probably move to grocery cards for staff who do not have credit cards to buy
groceries.
theft from program = strongly encourage participants not to bring valuables and to keep their wallet/purse
participants with them
= f theft is reported, staff would help to look for the item(s) and write incident report.
Damage to on-line sabotage, bad = staff and volunteers check website occasionally
reputation postings = Facebook site does not accept postings

problems after function
where alcohol is served and
liability

see Alcohol Policy (attached)
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Area Risk Policy/Procedure
risk to reputation/bad press = provide quality services
= demonstrate high ethical standards and require these of staff and volunteers
= when hiring staff, screen, check references, police reference check
= when appropriate, Board tests decisions via “how would it look as a headline”
Personnel loss of funding = provide quality services
= meet reporting deadlines
= fundraise
loss of key staff/volunteers, = Board approved policy for lines of communication and decision-making
e.g. web-designer
sexual abuse by = when hiring staff, screen, check references, police reference check
staff/volunteers = rarely leave a volunteer or staff alone with participants
= Program Director visits programs.
strike by AG staff = collective agreement prohibits strike but only during the term of the contract
= one of Executive Director’'s annual performance objectives is “Maintain and enhance
collegial working relationships within Applegrove”.
strike by school staff = in the past, we were able to transfer programs and key administrative functions to
Corpus Christi School; with this option no longer available, we might continue some
services out of Corpus Christi Church or close services and maintain key
administrative functions (e.g., accounts payable) from another centre, City site, or
other location.
Disaster hostage, kidnap, bomb = TDSB policies and procedures
threat, fire, flood, explosion = a set of computer back-ups kept in storage facility offsite. When we vacate this
facility in late 2011, we will identify appropriate offsite storage.
natural disasters = TDSB policies and procedures
= a set of computer back-ups kept in storage facility offsite. When we vacate this
facility in late 2011, we will identify appropriate offsite storage.
power outage = hard copies of key information
= computers have Uninterruptible Power Supplies (UPS) to allow for safe shutdown
= a set of computer back-ups kept on site
toxic spills = TDSB policies and procedures
Building internal air quality problems = TDSB policies and procedures
issues (HVAC or central air toxic = access to City of Toronto Occupational Health to check air quality

fumes, Legionnaires, etc)

lack of adherence to fire
regulations

= TDSB policies and procedures
= Health and Safety rep
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Area Risk Policy/Procedure
management staff inspect facilities
power outage hard copies of key information
computers have Uninterruptible Power Supplies (UPS) to allow for safe shutdown
a set of computer back-ups kept on site
toxic spills TDSB policies and procedures
Other data destruction 2 sets of back-up files, one on-site and one off
disrepair TDSB policies and procedures

Health and Safety rep
management staff inspect facilities
City Facilities and Real Estate

e-mail corruption (if
Applegrove’s e-mail is
hacked)

City’s “acceptable use” policy prohibits the following activities among others:

using IT resources for anything unrelated to the City’s business

sending messages that are obscene or offensive

violating copyright, patent, trade secret or other intellectual property laws

unauthorized copying, destroying, deleting, removing, concealing, modifying or

encrypting messages, client information, files or other data

disclosing personal and/or confidential or proprietary information/data of any nature

e accessing another user's computer account, e-mail or voice mail messages, file or
other data without consent of the user or direction of an authorized supervisor

Applegrove has set up g-mail for managers that mirrors their work accounts.

have the Board hotmail address

would send out a message reporting the problem to mailing list (or at least key

contacts from the mail list)

would report to ISP, to technical support and to the City.

loss of funding

provide quality services
meet reporting deadlines
fundraise

ongoing loss of quorum

would request City help

would arrange for a Special Meeting of the membership to elect Board members.
The constitution allows a Special Meeting on “submission to the Board of a request
for a special meeting signed by twenty (20) members stating the object of the
proposed meeting. A special meeting so requested will be held no later than six weeks
after the date the request was submitted to the Board.”

people with mental health
problems

these people are actually part of the community who we should serve.
see Abuse and Harassment
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Area

Risk

Policy/Procedure

problems after function
where alcohol is served and
liability

= see Alcohol Policy (attached)

reaction to centre-supplied
(legal) drugs

= do not make a practice of offering medication

= when adult participants ask for pain medication for themselves, check with them that
they can take the available medication (aspirin, acetaminophen, ibuprofen)

= when adult participants ask for pain medication for their children, only offer
acetaminophen.
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4. General Risk Management Procedures
a. Human Resources Procedures/Policy

Collective Agreement
Hiring
e in addition to procedures identified in Collective Agreement, Applegrove
0 has up-to-date job descriptions. (in package)
0 generally has at least 2 members on an interview committee.
0 requires Hiring Reports to be submitted to the Personnel Committee or
Board after all hirings.
o utilizes an anonymous grid to identify interview candidates from applicant
pool.
0 develops a list of questions for first and second interviews, including at
least one written question, using the same questions for all candidates.
0 keeps written notes of answers.

Consultation
¢ City Human Resources, Labour Relations and Legal staff are available.

iv.  Reviews
o staff performance is reviewed regularly.
e 360 input process for managers is a “best practice” that few other AOCC'’s
follow.
b. Training

o all program budgets and the admin budget include training.

0 management staff identify training needs and opportunities for themselves and
other staff.

o0 the Executive Director has arranged for one free registration in a Risk

Management Conference, organized by Imagine Canada’s Insurance and
Liability Resource Centre in November 2011.

c. Oversight and Accountability

o

(0]
0]

in a small office, staff overhear conversations and tend to be aware of each

other’s activities.

regular financial reports to the Board.

the Board usually includes at least one member with financial knowledge and

experience.

variance reports to key program funders and City (monthly/quarterly, etc.,

depending on funder)

Children’s Services (the same City staff who license daycares) review our family

resource and day camp programs. For many years, they have identified only

minor issues which staff have addressed, e.g., updating a policy or putting

thermometers in refrigerators.

annual audit:

¢ financial statements go to the City’s Audit Committee as well as Applegrove’s
Board and key funders.

e auditor has not issued a “management letter” in some years. The last
management letter identified the inability to separate functions as a possible
control concern (because there are so few staff, the same person opens the

10
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mail with cheques, prepares the bank deposit, enters information into the
accounting system, and reconciles the accounts).

d. Cash Handling

(0]

0}
(0}

cash, grocery vouchers and TTC tokens are kept in a safe or locked cabinet
inside a “security room” that TDSB caretakers do not have a key for.

only admin. staff are authorized to open the safe or issue cash.

petty cash disbursements are made via signed voucher, with change and
receipts returned.

cashbox is reconciled frequently.

payments for program fees (after-school and camp) are matched with receipts
and registration confirmation forms.

thank you letters for charitable donations include a charitable receipt and a
mention of the amount donated.

e. Insurance

(o}

(o}

Applegrove pays into and is covered by the City’s insurance (non-owned auto,
D&O, slip and fall, etc.) See certificate.

Applegrove’s also has Directors and Officers Liability insurance (D&O) which
covers the Board of Directors and Executive Director for specific risks associated
with governance of the non-profit corporation.
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Alcohol Risk Management Policy
Adopted by Board, June 27, 1996

Introduction and Purpose

11 This policy was developed in accordance with the City of Toronto's Municipal Alcohol

Policy (MAP).

12 Its purpose is to help Applegrove and its members take responsibility for reducing the risks
associated with the use of alcohol, namely,

1 risks to people: injury, death, grief, personal expense.

2 risks to the centre and the City: legal action and public expense from vandalism and
destruction of property increased insurance rates, suspension or loss of alcohol
permit privileges by the LLBO, and loss of revenue due to reduced public
participation.

3 loss of enjoyment by non-drinkers and moderate drinkers as well as complaints
from offended parties.

1.3 It should supplement the requirements of the LLBO for alcohol permits.

1.4 It is not intended to prohibit legal and moderate drinking.

Application

2.1 Because of Applegrove's location in facilities leased from the Board of Education, this
policy will apply only to Applegrove's special events off-site.

2.2 At events in which alcoholic beverages may be served, servers may be either Applegrove
members, or supplied by the facility.

2.3 This policy will apply directly only to events using Applegrove members as servers.

2.4 If another organization's members act as servers, Applegrove will provide the organization
with a copy of this policy.

2.5 Events involving alcohol must be covered by a Special Occasion Permit from the LLBO and
all LLBO regulations must be followed.

2.6 Alcohol may be served at events for adults or families, such as concerts, dances, dinners, etc.,

but should not be served at events for teens or children including banquets for children
which will be attended by adults.

Advertising and Promotion

3.1

3.2

3.3

As appropriate, event advertising will include messages about responsible alcohol
consumption.

Events sponsored by alcohol manufacturers must include messages about responsible
consumption of alcohol.

Event names must not suggest that drinking alcohol is the principal activity or the purpose of
the event.

12
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Servers and Other Staff

41

4.2

4.3

4.4

4.5

4.6

All people serving at the bar and serving drinks to tables should receive LLBO approved
server intervention training.

At least one bar-tender must have completed server intervention training.

Servers must not consume alcohol while they are working at the event, or after the bar is
closed and the event is over.

Servers must ensure that participants do not engage in activities that could harm themselves
or others.

One floor monitor must be available for every 100 participants.

Servers and other staff should be easily identifiable, e.g. badges, hats.

Bar Rules and Procedures

5.1

52

5.3

54

5.5

5.6

5.7

5.8

59

5.10

The attached "Event Bar Rules" must be posted near the bar.
The legal drinking age in Ontario is 19.

The only acceptable proofs of age are:

A a driver's licence with photo, or
2 an Ontario photo 1.D. card, or
3 a passport.

Ticket sales for alcoholic beverages are restricted to four per person per purchase, with no
price advantage to volume buying.

The bar tender must not serve more than four alcoholic drinks to one person at any time.

All bottles must remain in the bar area. Drinks must be served in glasses or plastic or paper
cups.

Floor monitors must be located so that they can monitor the participants consuming alcohol.
Ticket sales must end at least 30 minutes before the bar closure time.
There will be no last call.

The bar must close at the indicated time.

Food and Beverages

6.1

6.2

6.3

High alcohol beers (over 5%) are not permitted.

At least 35% of beverages available for sale must be of low alcohol content e.g. beer with an
alcohol content of 4% or less.

Non-alcoholic beverages must be available, either free or at less than half the price of the
lowest-priced alcoholic beverage.
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6.4 Participants should be encouraged to consume food.

6.5 There will be no oversize drinks, double shots, pitchers of beer, drinking contests or volume
discounts.

Safe Transportation
Applegrove must ensure that provisions have been made for safe transportation of intoxicated
participants. Plans could include:

1 a designated driver program (including advertising of such a program at the event
and free non-alcoholic drinks for the designated drivers);

2 arrangements to drive intoxicated patrons home;

3 taxi chits;

4 calls to police if intoxicated participants insist on driving.





