¢ Thrive Group

QUALITY FRAMEWORK

Thrive Group prides itself on a culture of quality and continuous improvement. The Quality Framework has been
designed to ensure that alignment with the Strategic Directives is woven into every aspect of the service design.
Forming the foundation of our framework is our commitment to our mission, vision and values which places our clients
and the community within which we operate at the centre of all our decisions and interactions. The standards for
quality are set by the Board of Directors and guided by the senior leadership team using a number of quality
improvement structures and processes. These standards are adopted by all partner organizations, which include
Ableliving Services, Capability Support Services, Idlewyld Manor and St. Peter’s Residence at Chedoke. The primary
components consist of:

1. A Quality Committee of the Board has been charged with monitoring management’s quality of client/resident
care, support, and service delivery. The Committee makes recommendations to the Board of Directors with
respect to any policies or plans to maintain and improve the quality of care and customer service to our
clients/residents. The Board Commitment to Quality Policy supports the work of the Board and staff by
providing guidance to the Thrive Group of organizations to ensure the highest possible care, customer service
and support within a culture of continuous learning and quality improvement.

2. The Mission Score Card is a balanced scorecard that has an established set of performance measurements that
are used to set goals to support the Strategic Directives and measure outcomes and overall health of the
organization. The scorecard is used to measure incremental achievements, monitor progress and evaluate
efforts to ensure quality and plan for continuous improvement. These goals are cascaded down into the
organizations’ performance management system to ensure alignment of efforts that will ultimately support
the realization of the Strategic Directives.

3. Internal Score Cards are developed for each organization to monitor and measure indicators important for
operations, safety, enterprise risk management, quality improvement and cascaded goals from the Strategic
Directives and Mission scorecard.

4. Quality Improvement Plans are developed by each organization. These Plans identify goals and strategies to
ensure effective monitoring and meeting set metrics and accreditation standards.

5. The Enterprise Risk Management Plan has been developed and is regularly updated to identify and prioritize
risks from an integrated, organization-wide perspective. As well as contributing to legal compliance and good
governance, the risk management plan contributes to the strategic directives and the operational activities of
the organization and is key to risk mitigation and service improvements across the Thrive Group organizations.

6. Commitment to Customer Service Excellence is core to our work and aligns with our strategies, values and
Service Promise. It is designed to support employees, volunteers, and staff throughout the organization to
consider Thrive Group’s standards and commitment to service excellence, for enhancing the experience of
residents/clients, staff, and stakeholders.

These six components contribute to the creation of a client-centric culture of excellence, quality improvement and
innovation. Not only does the Quality Framework guide our efforts in meeting the needs and being responsive to our
current clients, but will ensure that we create an organization that is well-positioned to address the future
requirements of an ever-changing client population.



