
 

 

 

 

 

 



 
 
 

WELCOME TO RYSE 
This Handbook is one of your tools while living at RYSE. In this handbook we will go over YOUR 

RIGHTS, and what you can expect of RYSE. It will also give you an overview of some of our 

policies related to care. We hope that you find this information helpful. If there is information 

that you require that is not covered in this 

Handbook, please don’t hesitate to ask a 

RYSE staff. We are happy to help.   

 
 
 
 

 
 

OUR FOCUS IS YOUR CARE! 
 
This statement is the cornerstone of 

everything RYSE does.  It is the fibre woven into the fabric of our company’s Quality Assurance 

Standards, Privacy & Security Policies and our person-centered culture at RYSE. 

 

 
  

 

 

RYSE Mission Statement 

 “To provide the highest standards of care for 

the physical, emotional, and intellectual support 

and growth of children and youth. Through 

compassion and integrity, we operate on the 

foundations of human dignity, respect and 

ethics” 

 



THE FOUR PILLARS OF BELONGING 

RYSE bases our home environment around these core values. It is our mission to 

create a place where you feel a true sense of belonging. And you can say, “In this place 

and with these people. I feel safe.” 

 

Creativity 

 

A large part of our 
growth and learning 
happens through 
creativity such as 
art, music and play.  
Bringing this level of 
aliveness requires 
openness, 
imagination and 
vision. We invite you 
to think about 
adopting a vision for 
what’s possible. 

 

Genuine Caring 

 

All human beings 

need to feel cared 

for and sense that 

they matter.  We 

understand that 

change is difficult 

and requires time to 

create new 

connections. Caring 

is a vital part of the 

RYSE culture.  A 

“family” level of 

caring from our 

deeper sense 

humanity involves 

expressing feelings 

in a healthy and 

respectful way, 

showing concern, 

encouraging and 

uplifting each other. 

We invite you to that 

level of caring. 

Solutions Based 

 

Your Ideas can 

make a difference 

in your house! 

Solutions-based 

problem-solving 

includes being 

curious, looking 

with new eyes, 

listening and seeing 

possibilities that 

uplift, and accessing 

supports as 

necessary to resolve 

situations. We ask 

that you try viewing 

situations through a 

solutions-based 

lens. 

 

Consistency 

 

You have a right to 

safety, security, 

nourishment and 

healthy interaction 

daily.  Consistency is 

required in areas 

such as morning 

routines, mealtimes, 

attending school and 

other regular 

activities as 

scheduled.  We 

invite you to partake 

in this and know that 

RYSE staff care. 
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     YOUR Rights are OUR Promises 

 

1. You have the right to high quality 

care.  

2. You have the right to good health 

care, and a right to special help if 

need  

3. You have the right to be safe and 

protected from abuse  

4. You have the right to be involved 

and have your family (Legal 

Guardians) involved in decision 

making. 

5. You have the right to express your 

views and have your opinions taken 

seriously, to be treated the same as 

people not in care.  

6. You have the right to have your 

religion and heritage respected.  

7. You have the right to have regular 

support of a social worker 

8. You have the right to a good 

education and assistance with 

developing your talents. 

9. You have the right to information 

about your life and to have your 

personal information treated with 

respect and in confidence.  

10. You have the right to time for 

leisure activities. 

11. You have the right to participates in 

and give back to the community.  

12. You have the right to contact your 

family, relatives and friends unless 

the court decides it is not safe.  

13. You have a right to come forward 

with a complaint without fear of 

retaliation or disruption of your 

service.  

 

 

1.  RYSE provides dignified and respectful 

personalized care 

2. RYSE will help to prevent illness and 

promote good health to the best of our 

ability.   

3. RYSE ensures safe and secure home like 

environment.  

4. RYSE encourages you and your family’s 

(Legal Guardians) involvement in 

decision making. 

5. RYSE will promote choice, freedom and 

independence. RYSE respects your right 

to express your views and have your 

opinions taken seriously, 

6. RYSE is inclusive and understands your 

right to have your religion and heritage 

respected.  

7. RYSE supports your right to have regular 

support of a social worker 

8. RYSE encourages and supports your 

development and growth.  

9. RYSE maintains confidentiality and 

privacy.  

10. RYSE encourages and co-ordinates 

leisure and recreation  

11. RYSE encourages community 

involvement and participation.  

12. RYSE supports positive relationship and 

advocates your right to help and 

support after you leave care.  

13. RYSE supports your right to come 

forward with a complaint without fear 

of retaliation or disruption of your 

service, and willingly provides you with 

the tools you need to come forward.  

 



YOUR Rights in Pictures 

 

 

 



 

 

 

You have the right to participate in your religion and culture  



 

 

If you or your family feels that any of your rights are violated, you may do the following:  

1. Contact our Services Manager, Danielle Kemble (604) 613 0485 

2. Fill out a Feedback/Complaints form and email to the RYSE’s Services Manager at Head Office 

(daniellek@rysesupportiveservices.ca) 

3. Contact the funding agency  

Reference: 

- Adapted from RYSE Client Rights and Quality of Life Service Standards Charter 

- Charter of Rights for Children and Young People in Care 

- Images illustrated by Alex Leonard  

- BC Canadian Charter of Rights and Freedoms  

  

Right to have regular 

support from your Social 

Worker  

mailto:daniellek@rysesupportiveservices.ca


 

 

 

 

 

 

 

 

 

 

 

 

RYSE Supportive Services has created policies and procedures to ensure that your needs and rights 
will be met. RYSE will do this by:  

Removing Language Barriers: 

If there is a need for non-English 
interpretation, Staff with bi-lingual skills will 
be able to assist. RYSE has staff that speak 
Punjabi, French, and Sign Language along 
with other languages. These staff will be 
used as translators.  Attempts will be made 
to acquire an interpreter for other 
languages.  

Providing tools to meet your Needs:  
 
Tools will be made available to youth 
requiring accessibility and communication 
tools. Staff will also be trained to meet the 
specific needs, and use the tools provided.  

 
And Protecting your Privacy: 

 
All records and files are the property of RYSE Supportive Services.  You will have full access to 
your information in the Service File, under the supervision and with the support of your staff. 
This procedure is explained to the you/your family during the orientation process.  Access by the 
caregiver, or anyone else, must be by written consent of the Youth, by court order, or by 
submitting a formal request under the FOIPPA Act. RYSE Supportive Services staff may withhold 
information in the file from the Youth, if: it is information provided by a third party, and that 

How will RYSE share Rights with me? 

To ensure YOU have a clear understanding of your rights, RYSE Supportive Services will 

communicate and share these rights with you in a way you best understand. Your rights will 

always be available for you to go over. During the intake process you will be asked to read 

and sign a copy of this policy. This form will be kept in your central Youth file. RYSE 

Supportive Services’ employees are responsible for ensuring the protection of those rights. 

Complaints, concerns, or grievances will be dealt with in an open, courteous, and efficient 

manner 

 



party has not consented to the Youth viewing the information, or; the staff believes the 
information would be detrimental to the well-being or best interest of the Youth.  In either case, 
the Youth may file a complaint, or apply for the information by applying under the Freedom of 
Information and Protection of Privacy Act 
http://www.qp.gov.bc.ca/statreg/stat/F/96165_01.htm 
  
Guidelines for Sharing of Information: 
• Must Share: we are required to share under law, under a court order, or under specific 

written policy, or; it is our duty to share to protect the health, safety, and well-being of the 
Youth or others in the community. 

• Should Share: we should share information that is necessary to support the continuity of 
care, integrated case management, or quality services. 

• Should Not Share: we should not share information that is not relevant to the case, or not 
necessary to assist our Youths and fulfill our job requirements. 

If a dispute arises between a Youth and/or RYSE Supportive Services staff from different 
components regarding sharing information; the Services Manager should be consulted to resolve 
the dispute. The Team Leader(s) may consult with the CEO if they do not reach an agreement to 
resolve the issue or require further clarification.  If a dispute arises with another service provider 
regarding the release of information, the matter should be referred immediately to the CEO. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.qp.gov.bc.ca/statreg/stat/F/96165_01.htm


HOW TO COMPLAIN: 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

A complaint can be made in one of three ways. 

• By filling out the Youth complaint form (PAGE ) and sending it to the Team 
Leader. 

• By calling the Team Leader directly and verbally make the complaint. 
• By having a support person to help to make the complaint/fill out form. 

 

When the written complaint is received, the Team Leader will talk to the you 
within 48 hours and attempt to solve the problem that led to the complaint. 
If the complaint is made directly by phone to the Team Leader, they will 
make every attempt to address the issue immediately. If they are unable to 
do so they will call the you within 48 hours and attempt to resolve the 
complaint. 

 

If the complaint remains unresolved, the Team Leader will offer to 
schedule a meeting, at your convenience within 7 days. You will receive 
written notification as to time, place and circumstances. If it is appropriate, 
the assigned RYSE Supportive Services staff will be invited as well as any 
caregiver/advocate/support individual that you indicate you would like to 
have present. Every attempt will be made to resolve the complaint. If you 
are unable to put the complaint in writing, the Team Leader will do so 
based on the verbal complaint and ask you to verify the accuracy of the 
facts and sign the form. A copy will be made available to you. 

 

If the complaint remains unresolved, the Team Leader will offer to schedule a 
formal review within 21 days that would involve your Care Team. You will be invited 
to come with any caregiver/advocate/support person you wish.  You will receive 
written notification as to time, place and circumstances. This is the final attempt at 
complaint resolution from the RYSE’s end. If the complaint is not resolvable at this 
level, you will be notified of the option of applying for a review of the RYSE’s 
handling of the complaints process through the Office of the Ombudsman. As part 
of the ’s closure on the matter, a ‘Note of Closure’ will be drafted and a copy sent 
to you.  

 

RYSE, as part of its ‘Quality Assurance’ will review all complaints on a semi-
yearly basis.  A report will be generated and provided to the Executive 
Management Team and Contractors with attached recommendations on 
proposed improvements to the complaint resolution process.  The Executive 
Management Team will incorporate findings and recommendations into the 
Annual Review. 

STEP 1 

STEP 2 

 

STEP 3 

STEP 4 

 

STEP 5 



YOUR HEALTH AND SAFETY 

RYSE has comprehensive Health and Safety procedures in place to ensure your wellbeing while in 

our care.   

Evacuation Procedure: If there is a fire, flood, power outage or other critical incident, our RYSE 

resources will be put into action to ensure you are safely evacuated from the building.  

Medical Emergencies/Access to First Aid: All our RYSE staff are First Aid and CPR qualified.  They 

are prepared to administer help if needed.  

Our Health and Safety Manager reviews our emergency procedures regularly to ensure that we 

are well prepared in the case of an emergency. 

 

CONFIDENTIALITY OF INFORMATION/PRIVACY POLICY 

At RYSE, protecting personal information is one of our highest priorities.  

RYSE follows key privacy rules as they apply to the collection, use and sharing of personal 

information:  

• Identifying Purposes: RYSE will identify the reason for the collection of your personal 

information prior to, and/or at the time of collection.  Only personal information related 

to this purpose will be collected.  This information will be collected through fair and legal 

means.  

• Personal information collected will not be used or shared for any other reason than what 

was first communicated with you, unless approval is given by you or is required by law.  

Personal information will be held on to for only if is necessary.  

• Permission:  The understanding and permission by You for the collection, use and 

sharing of personal information is important.  Giving of personal information is voluntary 

(your choice) and done only with your agreement, except when inappropriate.  

Permission may be taken back by you at any time. This is subject to legal and contractual 

restrictions. 

• Safeguards:  All personal information is protected by security protections related to the 

sensitivity of the information.  



• Accountability:  RYSE is responsible for the personal information under its control.   

• Accuracy:  RYSE will make sure that the information is correct, as best as possible.  If 

there is a mistake in a youth’s personal information, the youth may request for it to be 

fixed. 

• Access:  When you ask, you will be provided with access to the personal information held 

regarding you.  You will be informed of the use and sharing of this information and can 

challenge the correctness and/or completeness of this information and ask for the 

information to be corrected and/or fixed as appropriate.    

• Openness:  RYSE will make specific information readily available regarding its policies and 

practices relating to the handling and management of personal information under its 

control.  

•  Compliance:  We have appointed two RYSE executive management staff who are 

accountable to ensure compliance with all facets of our Privacy Policy.    

  



RYSE Supportive Services is committed to the goal of helping positive change with our Youth, 
spotting the unique abilities and strengths of each person.  In working with our Youth, RYSE will 
respect and acknowledge differences such as (but not limited to): 

 

 
 

 
 
 

 
 

We welcome and care about you. 

 

  

 

• culture 

• gender 

• sexual orientation 

• spiritual beliefs 

• socioeconomic status 

• language 

 



 

I (the youth) _________________ have received a copy of the youth handbook and have 

reviewed it either on my own (if requested) or with a family member or staff. 

 

I (the youth) understand that this handbook is to remain in my possession and is a resource to 

better understand my rights and responsibilities. 

 

Signature: _________________________ 

On this date (Day/Month/Year): __________________ 

 

 

Youth’s Personal Copy of consent 

  



Youth Feedback Form 

This form will be given to you each month to fill out for our continued quality improvement and commitment 

to providing the best services for you. 

 

Your Initials: __________________________                                                          Date _______________________ 
 
 

1. Overall, I am satisfied with the service I receive. 
 
Agree                         Sometimes Agree                        Disagree  
 

2. My calls and messages are answered quickly.  
 
Agree                         Sometimes Agree                        Disagree  
 
 

3. I understand why RYSE is involved with my family.  
 
Agree                         Sometimes Agree                        Disagree  
 
 

4. I am treated with kindness and respect.  
 
Agree                         Sometimes Agree                        Disagree  
 

5. My Staff listen to me. 
 
 Agree                         Sometimes Agree                        Disagree  
 

6. I am involved in the planning and decision-making.  
 
Agree                         Sometimes Agree                        Disagree  
 
 

7. My opinions are valued. 
 
Agree                         Sometimes Agree                        Disagree  
 
 

8. My Staff have the knowledge and skills to help. 
 
Agree                         Sometimes Agree                        Disagree  
 



 
 

9. My Staff know about available resources/opportunities in our community and 
suggest them to me regularly.  

 
Agree                         Sometimes Agree                        Disagree  
 
 

10. I am comfortable talking about my culture and race and it is respected. 
 
Agree                         Sometimes Agree                        Disagree  
 
 

11. RYSE provides services in the language of my choice 
(using an interpreter if needed) 

 
Agree                         Sometimes Agree                        Disagree  
 

12. In this home and with these people I feel safe.  
 
Agree                         Sometimes Agree                        Disagree  
 

13. I enjoy the food that is provided 
 

Agree                         Sometimes Agree                        Disagree  
 

14. This house feels like a home, it is comfortable and inviting.  
 
Agree                         Sometimes Agree                        Disagree  
 

 Please comment on what improvements you would like to see.  
_________________________________________________________________________________________________________
_________________________________________________________________________________________________________
_________________________________________________________________________________________________________
_________________________________________________________________________________________________________ 
 
 
 
Signature______________________________ 
 
 
 
 
 
 
RYSE thanks you for your feedback. Your voice matters.  



RYSE Youth Complaint form 

     

RYSE takes complaints of discrimination, harassment and unethical or unfair conduct as serious 

matters. So that we may properly investigate your concern, you are requested to fill out (with 

assistance if needed) this form as completely as possible. Please use additional sheets of paper 

where needed. After a prompt and thorough investigation into your complaint, you will be 

notified of RYSE’s intended action. Should you have any questions about the process, please set 

them forth at the end of this form and we will do our best to answer them. Thank-you. 

 

Your Name : _______________  Team Leader’s Name: ____________________ 

Name of the home:______________  Date of occurrence:________________ 

 

1. Please describe in as much detail as possible the nature of your complaint. 

Please provide or identify all known persons, documents, and witnesses to 

your concerns. 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________ 

 

2. Please describe how the things you complain about have affected you. 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________ 

  



 

3. Please describe any positive solutions you believe can help resolve your 

complaint. 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________ 

 

4. Please provide any additional comments you wish the company to consider 

when investigating your complaint. 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________ 

 

I declare that the facts set forth in this complaint form are true and accurate. 

 

Signature: ___________________   

Date the form was filled out: ___________________ 

 

 

Please be advised that your Team Leader will notify you within 3 days that your complaint has been 

received and forwarded to an executive management member. The Services Manager, Danielle Kemble, 

will follow up promptly.  

 

If you wish to give this form directly to our Services Manager, Danielle Kemble, she will be happy to 

arrange a meeting with you. Please call her at #604-613-0485 

Please read the steps on complaints for more information. 

  



Administrative Copy 

-------------------------------------------------------------------------------------------------------------------------------   

 

I (the youth) _________________ have received a copy of the youth handbook and have 

reviewed it either on my own (if requested) or with a family member or staff. 

 

I (the youth) understand that this handbook is to remain in my possession and is a resource to 

better understand my rights and responsibilities. 

 

Signature: _________________________ 

On this date (Day/Month/Year): __________________ 

RYSE Administrative Copy – Detach and forward to head office within 30 days of receival  

 

 

 


