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Copies of this handbook, as well as informaƟon on our programs,  
confidenƟality policies, our complaints procedures,  and your rights as a client 

are available at all CBFRS locaƟons. Ask your worker for more informaƟon.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

If you have any quesƟons, do not hesitate to contact us 
CBFRS OFFICE 
1592 10th Ave 
PO BOX 2054 

Fernie BC 
V0B1M0 

250-423-4687/1-800-339-7393 
250-423-3633 (fax) 

cbfrs.com 
 
 

Last Updated: July 2025 

  

 

 
CÊ½çÃ�®� B�Ý®Ä F�Ã®½ù 

R�ÝÊçÙ�� SÊ�®�ãù  
 
 

C«®½�Ù�Ä �Ä� YÊçã« ó®ã« 
SçÖÖÊÙã N���Ý 

(CYSN) 
 
 
 
 

YÊçÙ Gç®�� ãÊ S�Ùò®�� 
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A¥ã�Ù HÊçÙÝ Ι EÃ�Ù¦�Ä�ù S�Ùò®��Ý 

 
Should you have a need for emergency care, we encourage you to access other 
support and services appropriate to the type of need or emergency you are 
experiencing.  This includes: 

 
 

Medical Needs or Emergencies 
Call 911 in the event of a medical emergency 

Contact Healthlink BC for medical informaƟon and advice: 811 
 

Need for Respite Care 
 Contact MCFD for Emergency Respite Care: 250-423-5311 

 
Family or Mental Health Emergency 

Contact Mental Health hotline: Dial 9-8-8 or 3-1-0 
 Contact Kids Help Phone: 1-800-668-6868 

Contact the MCFD AŌer-Hours helpline:  
1-800-663-9122  
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H��½ã« Ι S�¥�ãù Ê¥ C½®�ÄãÝ 
 
We take the safety and security of both our clients and our staff very seriously.  
We have  health and safety policies and procedures that our staff are familiar 
with and are required to follow.  We maintain our equipment and faciliƟes 
consistent with all applicable laws and regulaƟons.  We have regular Health and 
Safety meeƟngs within the agency to address safety concerns. If you have any 
quesƟons about safety or have any safety concerns, please feel to free to ask or 
bring items to our aƩenƟon. 

 

 
 
 

EÃ�Ù¦�Ä�ù PÙ�Ö�Ù��Ä�ÝÝ 
 
Our organizaƟon has a series of policies and procedures in place designed to 
ensure safety in the event of an accident or other kind of emergency.  Staff are 
familiar with these procedures and have specific training, such as First Aid, to 
deal with these situaƟons.  If you have any quesƟons about emergency 
preparedness or about the training that staff receive, please feel free to ask. 

 
 
 
 

A��ÊÃÃÊ��ã®Ä¦ SçÖÖÊÙã N���Ý ÊÙ R�Øç�ÝãÝ 
  
As part of our commitment to providing accessible services to all clients, we 
make efforts to minimize the impact of potenƟal barriers to parƟcipaƟng in 
services.  We do our best to accommodate needs related to disabiliƟes or 
special requests related to how we deliver our services, such as a request for a 
staff persons with specific characterisƟcs.  If you have a disability that requires 
some accommodaƟon or a request your would like to make, please let your 
worker know as soon as possible. 
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IÄãÙÊ�ç�ã®ÊÄ  

Welcome to the Columbia Basin Family Resource Society! 
(CBFRS) We provide a wide range of services to children, 
youth, adults, and families.  This booklet contains both 
general informaƟon about our services and about the 
agency, as well as informaƟon about the specific program 
you are interested in or have been referred to.  We hope you 
find the informaƟon useful.  Please feel free to ask any 
quesƟons you may have. 

 
 
 
 
 

 
OçÙ M®ÝÝ®ÊÄ… 

The society will provide support and assistance to families and 
individuals in the Fernie and Columbia Basin area as well as 
providing programs and services that will encourage safe and 
healthy families and individuals. The society may also carry on 
educaƟon and research related to families.  

 
A¦�Ä�ù IÄ¥ÊÙÃ�ã®ÊÄ 

 
250-423-4687 

1-800-339-7393 
250-423-3633 (fax) 

cbfrs.com 
 

1592 10th Ave 
Fernie, BC 
V0B1M0 
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C«®½�Ù�Ä �Ä� YÊçã« ó®ã« SçÖÖÊÙã N���Ý (CYSN) 

 
CYSN provides one to one services for children, youth and their 
families who qualify for services through the Ministry of Children and 
Family Development. The goal of the program is to enhance or 
improve your health, development, learning, quality of life, 
parƟcipaƟon and community inclusion. Your individual goals are 
determined through your input as our client, as well as your family 
and the social workers.  
 
CYSN refers to children and youth up to 19 years of age who require 
addiƟonal educaƟonal, medical/health, and social/environmental 
support to enhance or improve their health, development, learning, 
quality of life, parƟcipaƟon and community inclusion. 

 
The CBFRS works primarily with children and youth from the Elk 
Valley and South Country. All CYSN referrals are made by the 
Ministry of Children & Family Development (MCFD) directly to 
CBFRS. Our services are free of charge.  
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CÊÃÖ½�®ÄãÝ PÙÊ���çÙ� 
 
Should you have a complaint or concern with the services you are receiving, 
including concerns that your client rights have been infringed or violated, we 
encourage you to assist us in resolving the maƩer by following these steps: 
 
It is important to know that no complaint will result in you losing service, we 

are commiƩed to making sure you are heard and respected. 
 
1. If you require the services of an advocate or other assistance, we 

encourage you to do so as soon as you can. InformaƟon on advocates in 
the area can be found in the Community Resources in the Elk Valley 
guide. You have the right to employ an advocate at any point in the 
complaint process. 

2. All formal complaints must be submiƩed, in wriƟng, to the CBFRS main 
office: 1592 10th Ave, Fernie BC, V0B1M0. Please contact the CBFRS office 
for the Client Complaint Form, download it from our website, or talk to 
your worker. 

3. The office must tell you, in wriƟng, that they have received your complaint 
within 5 days of receiving it.  

4. The office has  to reach a decision about your complaint within 30 
calendar days, during which Ɵme we have to respond in wriƟng. The 
CBFRS recognizes that 30 days is a long Ɵme to wait for a decision so we 
will do our best to give you a reply in wriƟng in 10 business days. 

5. You have the right to appeal any decision made by the CBFRS. You can do 
this by submiƫng an appeal in wriƟng, following steps 1-4 above.  

6. The staff of the CBFRS also have the right to employ the use of an 
advocate at any point in the complaint process. 

7. If your complaint could also be directed to an outside review process such 
as the MCFD complaint process or the BC Human Rights Tribunal staff will 
inform you of those specific processes. 
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OçÙ AÖÖÙÊ��« ãÊ B�«�ò®ÊÙ IÝÝç�Ý 
 
CBFRS believes in each person’s ability, responsibility and right to be heard, to 
be safe, and to have informaƟon to make decisions about their own life.  CBFRS 
is commiƩed to creaƟng and promoƟng a safe environment for all clients and 
staff.  The CBFRS does not use or endorse restraint, or seclusion, nor does it 
condone violence or abuse against others. 
 
 
 
 
 
 
 
 
 
 
 
 

PÊÝãÖÊÄ®Ä¦ �Ä� Ù�®ÄÝã�ã®Ä¦ Ý�Ùò®�� 
 

If you or one of your caregivers become violent or abusive during service and 
non-violent de-escalaƟon does not work, we will postpone service. You will be 
asked to leave or be escorted from the CBFRS premises or our workers will 
leave their locaƟon and return to the CBFRS office. You would be welcomed to 
return to service aŌer meeƟng with your worker and the Team Leader to 
discuss acceptable behavior and we establish a safety plan. This plan will be 
reviewed with you, your caregivers, your worker and the team leader within the 
first month service is reinstated and then at three month intervals aŌer that. If 
you have any quesƟon about this policy please ask your worker.  
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HÊó DÊ I (ÊÙ Ãù �«®½�) Qç�½®¥ù? 
 
The program will accept youth referred directly to the CBFRS by the 
Ministry of Children & Family Development. Please contact MCFD for 
further informaƟon around eligibility criteria at 1-800-661-6131 

 
 

W«�ã ®¥ I �Ã ÄÊã �½®¦®�½� ¥ÊÙ ã«®Ý Ý�Ùò®��? 
 
If you are not eligible for this service, you will be provided with 
informaƟon about the reasons why you are not eligible and with 
informaƟon about other services you may be able to access.  This 
could include both services we offer and other services available in 
the community.  We will support you in accessing these services and 
help with the referral process if you need it.  If you believe that you 
are eligible for this service and would like the decision reconsidered 
please contact the MCFD office. 
 

 

DçÙ�ã®ÊÄ Ê¥ S�Ùò®�� 
 

It is important to remember that all CBFRS service is voluntary and 
you can chose to opt-out at any point in service. If you qualify, you 
can receive service unƟl you turn 19. At that point we can support you 
in transiƟoning to service through Community Living BC (CLBC) as an 
adult.  
 
The amount of Ɵme a worker spends one-on-one with their clients is 
determined by the CBFRS Team Leader, depending on your needs and 
the hours available in the contract from CYSN. 
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CBFRS Gç®�®Ä¦ PÙ®Ä�®Ö½�Ý 
The following values and beliefs guide the work of the Columbia Basin Family 
Resource Society:  
 
· CBFRS is open to all families, recognizing that all families deserve support.  
· CBFRS values the voluntary nature of parƟcipaƟon in their programs and 

services.  
· CBFRS compliments exisƟng services, builds networks and linkages, and 

advocates for policies, services and systems that support families’ abiliƟes 
to raise healthy children.  

· CBFRS works in partnership with families and communiƟes to meet 
expressed needs.  

· CBFRS promotes relaƟonships based on equality and respect for diversity. 
CBFRS advocates non-violence to ensure safety and security for all family 
members and to work towards power-with versus power-over dynamics.  

· CBFRS focuses on the promoƟon of wellness and uses a prevenƟon 
approach in their work.  

· CBFRS operates from an ecological perspecƟve that recognizes the 
interdependent nature of families’ lives.  

· CBFRS values and encourages mutual assistance and peer support.  
· CBFRS affirms parenƟng to be a lifelong process.  
· CBFRS conƟnually seeks to improve their pracƟces by reflecƟng on what 

they do and how they do it.  
 

Sã�¥¥ Qç�½®¥®��ã®ÊÄÝ 
 
All program staff employed at the CBFRS have either educaƟon and/or 
experience in the Human Service field with specific training on working with 
children and youth with support needs. They also have completed an 
emergency first aid course which is re-done every three years. All staff have  
clear criminal and driving records. If you would like informaƟon about the 
qualificaƟons of a staff person you are working with, please ask us and the 
informaƟon will be provided to you. 
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Wඐඉග Wඍ Eච඘ඍඋග Fක඗ඕ Y඗ඝ 
 
 

We have some expectaƟons that we have of you while you are  parƟcipaƟng 
in CBFRS services. All clients will:  
 
· Treat others with fairness, honesty, and respect, including maintaining 

the privacy of other clients and CBFRS staff 
· Be acƟvely involved in all aspects of their services 
· Supply necessary informaƟon to allow staff to assist in determining    

service needs and in developing and assisƟng the client in achieving 
goals and objecƟves. 

· Inform staff of any medical condiƟon, disability or cultural need that 
requires our awareness or accommodaƟon in providing service. 

· Inform workers if they are unable to aƩend an appointment or will be 
late.  

· Do not aƩend their appointment if they are sick. Reschedule their  
appointment once they have been feeling beƩer for at least 24 hours.  

· Inform workers if their address or telephone number has changed 
· Inform workers if they no longer choose to parƟcipate in services 
· Not smoke tobacco within 3 metres of CBFRS premises, or within CBFRS 

staff vehicles.  
· Not possess or use weapons, illegal drugs, and/or alcohol when           

engaging in CBFRS programs or on CBFRS property  
· Be in control of all legal and prescribed drugs and not possess any      

medicaƟon prescribed to someone else.  
· Ensure their home is safe for a home visit. This includes:  

o No unsecured dangerous animals at large in the home or on the 
property. 

o No unsafe structural condiƟons of the dwelling 
o No exposure to unhealthy fumes and/or unsanitary condiƟons 

(including excessive smoke)  
o No visitors in the home that have not been idenƟfied and/or 

may appear to present a health/safety concern. 



10 

 

CÊÄ¥®��Äã®�½®ãù 
 

Building trust with you is the worker’s top priority. It is the basis of a posiƟve 
relaƟonship. The worker will put your privacy first, and strive to maintain 
confidenƟality. Any informaƟon shared with your worker during a session is 
considered to be a private maƩer. This means that your worker will only share 
necessary informaƟon with the CBFRS Team Leader and your CYSN social 
worker, with the following excepƟons:   
 
· If you reveal something that is potenƟally harmful to yourself like thoughts 

of suicide. 
·  If you let the worker know that you will potenƟally harm others. 
· If you let the worker know that someone is harming you or another child. 

This would also include neglect (not caring for basic needs). 
· If your worker receives noƟce from the court system that requires them to 

hand over your file or records. 
· Please know that the CBFRS will do their very best to maintain your dignity 

and confidenƟality and if your worker needs to inform others about what 
you have discussed, they will try and speak to you first. 

· If your worker is unsure about the best way to help you with something, 
they might talk to the Team Leader to gather their thoughts and 
suggesƟons regarding your circumstance. They will maintain your 
confidenƟality by providing only relevant informaƟon. 

· In order to ensure your privacy, your worker will not acknowledge you if 
they see you in the community unless you acknowledge them first. This is 
so you will have the power to decide if you wish for others to know that you 
are working with the CBFRS.  

· You should be aware that the phone and email records are considered part 
of your client record and could be called into court by another party. For 
this reason you are encouraged to use this means of communicaƟon only 
for discussing appointment scheduling, when ever possible.   
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YÊçÙ R®¦«ãÝ AÝ A C½®�Äã 
 

As a Client of the CBFRS you have a right to: 
· Be treated fairly and respecƞully by all staff, no maƩer your race, culture, 

gender, age, disability, sexual orientaƟon, spiritual beliefs, and financial 
or social background 

· Be seen as the expert of your own life and have your experiences 
respected 

· Make informed choices about your services. This includes making the 
personal choice to take part in services, deciding what informaƟon about 
you can be collected and who can then receive that informaƟon, and 
asking about staff qualificaƟons, training, and experience 

· Receive services that are Ɵmely, caring, professional, and ethical 
· Taking part in planning and making decisions about your services 
· Get informaƟon about your services without delays 
· Request access to your client record 
· Share your opinions, values, and beliefs, and have them respected. This 

includes the right to pracƟce your religion or spiritual beliefs when 
receiving services 

· Receive a copy of the agency’s complaint process, have it explained to 
you, and file a complaint if you feel your rights or concerns are not being 
respected 

· Include your family or legal guardian in your services, and allow them to 
help make decisions with you or for you when appropriate 

· Get help accessing special care to help meet your needs while 
parƟcipaƟng in services 

· Know what personal informaƟon is being collected and why, and have 
your informaƟon kept safe, private, and confidenƟal 

· Receive services that do not force or pressure you into anything, and that 
protect your right to make your own choices. This includes being free 
from abuse, exploitaƟon, retaliaƟon, humiliaƟon, or neglect 

· Have the rules and behaviour expectaƟons of our services explained to 
you, and understand that if they are not met, your services may be 
stopped 

· Have your cultural background recognized, respected, and incorporated 
in the services you receive 

· Receive services in a safe and healthy environment  
· Get referrals to other services, including legal support, advocacy groups, 

or self-help services 
· Be informed about your service plan before services begin 
· Choose to refuse services 
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W«�ã TÊ EøÖ��ã ¥ÙÊÃ UÝ 
 
 
R�¥�ÙÙ�½Ý: 
Once a social worker from MCFD sends a referral to the CBFRS office, our Team 
Leader matches the best worker to you. The worker is selected based on your 
unique needs, their skills, what community you and your family live in, and how 
many hours have been assigned to you. The Team lLader then shares the 
referral with the worker who will contact you or your caregivers. 
 
 
OÙ®�Äã�ã®ÊÄ:   
Our Team Leader will first go over and complete a “Service Plan” with you. 
These plans will help us to outline your goals, keeping your unique needs in 
mind when you and your worker are working together. These plans will be 
reviewed every year to make sure that you are geƫng the best possible service.  
 
Then your worker will set up a Ɵme to see you as soon as possible to get to 
know you. During this iniƟal meeƟng the worker will go over this manual and  
“Your Rights as a Client” handbook. They will ask you quesƟons about what you 
like and what you do not like to do.  
 
They will also go over a few important documents for you and your      
caregivers to read over and sign. They are:  The Client Service Agreement and 
where appropriate: a Release of  Liability/Waiver and a Release of InformaƟon. 
 
YÊçÙ S�Ùò®��: 
Once you have met the worker they plan acƟviƟes for your sessions by taking 
into account informaƟon on your referral from CYSN, the informaƟon provided 
in your orientaƟon as well as other conversaƟons you or your caregivers had 
with the worker. Your acƟviƟes are chosen to enhance your life, skills and 
understanding of the world around you. This could range from ouƟngs into the 
community, outdoor acƟviƟes and involvement with your peers.  
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YÊçÙ S�Ùò®�� (CÊÄã®Äç��): 
We will make sure that the acƟviƟes will fit your schedule, are within your 
capabiliƟes and are what you like to do. When ever possible you and your 
family will be included in the planning of acƟviƟes.  SomeƟmes, we can provide 
you services in a group too. The amount of Ɵme you and your worker spend 
one-on-one is determined by the CBFRS Team Leader and your CYSN social 
worker, depending on your needs and the hours available in your contract from 
CYSN.  
 
We can also support your family. When requested, we can support your 
parents or caregivers in developing parenƟng and child management skills, 
accessing informaƟon and community programs, which may include parent 
support groups, parent skills training, counseling, life skills and organized 
acƟviƟes.  
 
Should services have to switch from in person to online, we will make sure to 
contact you by phone or email. We will provide you with  
support with this switch to make sure there is as liƩle impact to your services as 
possible.   
 
W«�Ä ùÊçÙ S�Ùò®�� EÄ�Ý: 
CYSN service is only for children and youth up to 19 years old. If you would sƟll 
like to receive service, our workers can help you apply for Community Living BC, 
an organizaƟon that provides services to adults. If you and your family choose 
to leave to community or age out of service we will provide you with what ever 
appropriate referrals we can. We will also provide the Ministry with a discharge 
summary. 
 
R�ÖÊÙãÝ: 
We are required to provide quarterly reports to your CYSN social worker. These 
reports include a descripƟon of acƟviƟes you and your worker did, as well as: 
your personal growth and development and any issues you are sƟll struggling 
with. The reports are kept confidenƟal and secure. Your file is the property of 
MCFD, if you would like to see your file you will need to file a request through 
the Freedom of InformaƟon and ProtecƟon of Privacy Act (FOIPPA). More 
informaƟon on FOIPPA can be found at the CBFRS office and at: hƩp://
www2.gov.bc.ca/ 


