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April 7, 2006

To whom it may concern:

This letter is to confirm that this report gives, to the best of my ability, an accurate and verifiable account
of funding, community involvement and statistical results related to the shelter program of Inn from the
Cold-Kelowna from November 15, 2008 to March 15, 2009 and the Inn-Home Support program from April
1, 2008 to March 31, 2009.

In preparing this report and compiling its contents, I have been reminded of the thought, effort,
commitment and good will exercised by every contributor to this endeavour. I would like to thank the
City of Kelowna, B.C. Housing and Service Canada for furthering our work, the many church and civic
groups who fund, inspire and work with us, our “wind-beneath-our-wings” principal benefactor and all
businesses and individuals who keep us aloft with donations, volunteering and faith in what we do.

We are humbly indebted to our staff for their beautiful, sensitive and professional service. We have been
especially fortunate for the leadership and initiative of our volunteer and shelter coordinator in managing us
through a transformative year.

Let it also be known that the compassion, resourcefulness and generosity of volunteers, including in no
small way the board of directors, is an authentic model of selfless giving.

All this takes place for the benefit of our brothers and sisters, our shelter guests and Inn-Home Support
clients, whose humanity and courage shine through even in adversity and make everything worthwhile.

Yours sincerely,

Peggy Salaberry, president

Board of Directors, Inn from the Cold-Kelowna

Tel. 250.764-9575 (Kelowna)
Email: salaberryp@yahoo.com

P.O. Box # 21130
Orchard Park Postal Outlet
Kelowna, BC V1Y 9N8 Canada

Inn From the Cold – Kelowna

Providing Support for People Experiencing Homelessness
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A Home for Ourselves!

This past fall, our newly-acquired shelter space, upstairs at 1157 Sutherland, was renovated to
include three water-reduced toilets, two waterless urinals, three showers and a kitchen. We up-
graded emergency lighting and exit signs. The City of Kelowna granted Inn from the Cold-
Kelowna a staged process for compliance with the BC Building Code, and in May of 2009, as per
agreement, a full fire alarm system and complete fire-separation drywall between our tenancy and
the tenancy below were installed. (We just have to figure out how to pay for it!) Work parties
were held for each of the renovation periods. We had a cadre of exceptional volunteers both fall
and spring. Inn from the Cold-Kelowna volunteers were aided by men from Ozanam House and
Freedom’s Door and workers from the Pro-Life Thrift Store, our downstairs neighbours, who
generously and cheerfully contributed their assistance.

This project took place with inspiring, concerted assistance from many businesses, City of
Kelowna administrators, government, public and private donors and the unwavering commitment
of our board members, coordinator and faithful volunteers. Please refer to Appendix B or to our
website (www.innfromthecoldkelowna.org) to view a letter thanking these wonderful people. The
same type of energy and good will occurred once again in the spring, to install the fire alarm
system and the fire separation dry wall. As this work is just in the end stages, that story will first
be told on our website and included in the 2009-2010 Annual Report.
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Programs

Inn from the Cold-Kelowna operates two programs – an emergency shelter program known as
“The Inn” and a homelessness prevention program, called Inn-Home Support, to assist those at risk
of homelessness to remain in their homes.

The Shelter Program

Guests

It is our intention to find a way to shelter those in need of warmth and protection during winter
weather. This is carried out with the underlying consideration of safety and respect for all
involved.

The Inn from the Cold-Kelowna model, especially because of its response to cold or extreme
weather conditions, is a low barrier program. Many of our guests find Inn from the Cold-Kelowna
a viable option because, along with slightly more lax restrictions, we earnestly strive to avoid a
drug scene atmosphere in the environs of the shelter. In many cases, this allows return guests
enough respite from a substance abuse situation to foster their plans to get into detox, discontinue
unproductive associations or, especially in the case of some younger guests, to return home, or at
least to their hometown, where there are usually more supports in place. As many of our guests
come from situations of abuse and/or violence, we wish to imbue our setting with a sense of peace,
well-being and the practice of non-violence.

As we entered winter this year, our role was greatly clarified by the Extreme Weather Protocol of
the City of Kelowna. Due to this policy, the City, related shelters and agencies cooperated to
assure that anyone wishing shelter in seriously inclement weather was accommodated. Priorities
for intake to Inn from the Cold-Kelowna were as follows:

1. Women,
2. Couples,
3. Working people – especially those going to jobs or job marts in the early morning,
4. Seniors or people with health challenges (too ill to be on the street, but not sick enough to

be in hospital),
5. Referrals.

This year, with a capacity of 35 guests, we were generally able to admit all guests who applied for
shelter. We accepted referrals from Kelowna General Hospital, the Interior Health Authority
(Urban Outreach Health), the Canadian Mental Health Association, the RCMP, and on a few
occasions, from an out-of-town agency or the Greyhound bus depot in Kelowna. In this way, these
organizations could make referrals of people they knew were in need. We could depend on other
shelter services (Kelowna Gospel Mission or Alexandra Gardner House) to reciprocate when
necessary. Many of our guests were on the caseload of outreach workers. Our coordinator’s
regular attendance at PICC (Partners in Community Collaboration) meetings enhanced Kelowna’s
community support system. It is a matter of pride and hope to us that we, as a community, are
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increasingly dedicated to addressing problems facing individuals living on the street, instead of
simply hiding these difficulties away and ignoring the persons suffering from them.

Shelter Capacity, Number of Guests over Limits

The allowable number of guests, determined by the Kelowna Fire Department, was 35 adults per
night. The average number of guests per night was 28. The highest number of guests per night was
38, and the lowest number of guests was 11 per night.

Number of Guests: # Comment

Total Guests: 3,388

Total Nights: 121

Min. Guests per Night 11 Nov 23

Max. Guests per Night 38 Fe 15,Mar 8

Nights Over Capacity 11 9%

Nights at Capacity 9 7%

Service

Season

Inn from the Cold-Kelowna extended the season of service from 3 to 4 months, adding two weeks
at the end of November and two weeks at the beginning in March.

Intake

Intake took place between 7:00 pm and 8:00 pm. Exceptions were made to this rule in the case of
persons who were working late or who found themselves completely stranded in dangerously cold
weather. Intake workers introduced new clients to the routines and lay-out of the shelter and
reminded all guests of the house rules.

Staffing

As last year, staff persons were hired and trained specifically for determined shifts. Both regular
workers and relief workers had related training and/or experience. Two of our shelter workers had
worked with us the previous year, and we were very fortunate to have them re-apply.

How it worked

Routines

Upon arrival, volunteers and staff set out food, beverages, mattresses and linens.

At intake, the intake worker reviewed basic rules and expectations: “Treat the other guests, the
staff and volunteers with respect; treat the building and materials respectfully; smoke outdoors
only, and remain on the premises after checking in.”

Guests made their beds, and staff and volunteers served supper. Volunteers contributed huge
portions of time, groceries, planning and energy to guests night after night.
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Accommodations

Separate shower facilities were available for men and women up to 10:00 pm and again after 5 am.
For sleeping, women had a portion of the large room divided off by office partitions. This was
mostly to offer privacy, but it also helped to remind people that, although couples are welcome at
the Inn, they sleep apart from each other in consideration of the overall group housed in such close
quarters. All slept on mats with donated blankets and linens freshly laundered by the KGH. When
possible, persons ill with digestive or respiratory problems were put in a separate part of the
facility. On a few occasions, if symptoms became severe, or if a person showed effects of
inebriation or withdrawal not evident at intake, staff called the police or ambulance for assistance.

Evening Activities

From time to time, outreach workers or volunteers came for presentations on topics of housing,
life-skills or self-awareness. In February, Kara, from Canadian Mental Health, was available for
consultation with guests on Thursday evenings.

When organized events were not taking place, movies and conversation were standard fare. Some
guests would read, draw or listen to music.

Outcomes for Guests 2008-2009

1. There were 3390 bed nights provided. (2843 beds for men and 547 beds for women)

2. We had 295 unique individuals stay for this winter season: 221 men and 74 women.

3. The average stay per guest was 11.5 nights.

Ten percent of our guests were working, which means 24 working people from our small shelter
alone, live in Kelowna, but have no home.

Season 2007-2008:

We had 2866 overnight stays, of which 2472 stays were male, 394 stays were female.

Conclusion: We had an increase of 524 overnight stays. We were able to accommodate more
guests because our limit of beds increased from 24 to 35 due to our new shelter location. We had
an increase of female guests this year.

Total Guests: 3,388

Total Nights: 121

Gender Number % Total

Male 2,841 84%

Female 547 16%
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Gender

84%

16%

M ale

Female

Couples Number % Total

Couple 207 12%

Single 3,181 94%

Couples
12%

88%

Couple

Sing le

Priority Stays

Of the many guests who stayed with us, we gave priority to guests who worked, had health issues
or other priorities/concerns.
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Priority Number % Total

Works 494 15%

Health 169 5%

Other 145 4%

Non Priority 2,580 76%

Priority 808 24%

Priority Type

15%

5%

4%

76%

Works

Health

Other

Non Prio rit y

Number of Guests in Relation to Outdoor Temperatures

It was a cold, long winter. The coldest temperatures dipped below – 20 degrees Celsius in January,
February and March.

The following graph shows that the number of guests who stayed any given night was directly in
correlation with the colder temperatures outside. The colder it was, the more guests there would
be. Yellow bars indicate nights when shelter was at capacity and red bars show a night when the
shelter was over-subscribed.

Date Guests % Capacity Temp

Nov 15 18 51% 4.1

Nov 16 23 66% 2.9

Nov 17 19 54% 3.3

Nov 18 22 63% 3.7

Nov 19 13 37% -2.2

Nov 20 15 43% -3.6

Nov 21 11 31% 1.7
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Nov 22 17 49% 3.4

Nov 23 21 60% -1.1

Nov 24 27 77% -0.8

Nov 25 27 77% -0.2

Nov 26 25 71% -1.2

Nov 27 30 86% -0.3

Nov 28 19 54% 1.3

Nov 29 20 57% 1.3

Nov 30 26 74% 2

Dec 01 29 83% 5.9

Dec 02 27 77% -0.5

Dec 03 32 91% -4.5

Dec 04 34 97% -6.1

Dec 05 23 66% -0.9

Dec 06 33 94% 3

Dec 07 25 71% 1.7

Dec 08 35 100% 1.5

Dec 09 33 94% 1.3

Dec 10 36 103% 1.5

Dec 11 32 91% -2

Dec 12 28 80% -0.8

Dec 13 34 97% -4.9

Dec 14 35 100% -13.2

Dec 15 36 103% -18.3

Dec 16 34 97% -18.7

Dec 17 20 57% -11.9

Dec 18 26 74% -12.8

Dec 19 14 40% -19.9

Dec 20 31 89% -24.2

Dec 21 34 97% -16.7

Dec 22 30 86% -16

Dec 23 25 71% -19.8

Dec 24 23 66% -9.9

Dec 25 32 91% -9.2

Dec 26 29 83% -12.4

Dec 27 29 83% -3.4
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Dec 28 32 91% -5

Dec 29 33 94% -5

Dec 30 28 80% -6.2

Dec 31 28 80% -2.2

Jan 01 28 80% -4.3

Jan 02 27 77% -12.2

Jan 03 27 77% -15.6

Jan 04 31 89% -7.8

Jan 05 36 103% -4.6

Jan 06 31 89% -1.1

Jan 07 26 74% 3.7

Jan 08 28 80% 3.5

Jan 09 21 60% -2.8

Jan 10 27 77% 1.4

Jan 11 27 77% -0.8

Jan 12 27 77% -1.3

Jan 13 35 100% -2

Jan 14 31 89% -2.1

Jan 15 32 91% -1.2

Jan 16 24 69% -0.9

Jan 17 29 83% -0.2

Jan 18 25 71% -1.4

Jan 19 28 80% -2.8

Jan 20 30 86% -3.7

Jan 21 14 40% -4.9

Jan 22 20 57% -5.1

Jan 23 25 71% -5.9

Jan 24 24 69% -7.1

Jan 25 31 89% -13.6

Jan 26 30 86% -16.7

Jan 27 28 80% -8.7

Jan 28 29 83% -7.6

Jan 29 27 77% -5.2

Jan 30 26 74% -2.5

Jan 31 22 63% 2.3

Feb 01 28 80% -2.7

Feb 02 23 66% -0.6
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Feb 03 24 69% -3.5

Feb 04 28 80% -3.9

Feb 05 26 74% -1.1

Feb 06 20 57% -2.5

Feb 07 23 66% -6

Feb 08 27 77% -2.8

Feb 09 23 66% -1.8

Feb 10 31 89% -8.9

Feb 11 33 94% -3.7

Feb 12 31 89% -4.8

Feb 13 26 74% -3.5

Feb 14 24 69% -2.7

Feb 15 38 109% -2.4

Feb 16 31 89% -3.7

Feb 17 36 103% -5.8

Feb 18 12 34% -5

Feb 19 20 57% -4.1

Feb 20 22 63% -4.4

Feb 21 28 80% -5.2

Feb 22 35 100% -5

Feb 23 34 97% -0.3

Feb 24 23 66% 3.4

Feb 25 36 103% -2.5

Feb 26 31 89% -10.7

Feb 27 31 89% -11.6

Feb 28 27 77% -7.2

Mar 01 29 83% 0.1

Mar 02 36 103% 3.6

Mar 03 35 100% 2.7

Mar 04 36 103% 2.5

Mar 05 35 100% -0.5

Mar 06 32 91% -5.6

Mar 07 35 100% -3

Mar 08 38 109% -7.9

Mar 09 36 103% -9.7

Mar 10 35 100% -14.5





© Inn fro m the Cold - Ke lo wna 2 0 0 9 Page 13

appointments, cooking, nutrition planning, support and check in by telephone, recreational
activities, getting furniture, going grocery shopping. One advocate even helped her client prepare
food for her sister's wake and supported her through the grieving.

To decrease the risk of becoming homeless again, advocates also have helped in a legal matter
regarding a landlord or roommate and connecting the client with a community program. Advocates
also share important social skills with clients which help them integrate back into community.
Some of these may include attending the Parkinson Recreation Center to go swimming together,
attending a computer class for seniors, playing chess or cards, going to movies or coffee, attending
a health forum, playing pool, walking or exercising for health and emotional well-being, providing
support for the client to see his/her counselor or social worker when needed, checking on the client
after medical test results or surgery and bringing extra food, like turkey and ham for Christmas or
Easter goodies.

Response

Advocates have been a huge help to service agencies and outreach. The feedback from agencies is
glowing with praise for the program, advocates and work of the coordinator. Many times
advocates have alerted the involved Outreach Worker of concerns they have about their clients,
like a shift in behaviour or physical well-being.

Here is a statement from one client: "I'm a single mom, just moved to Kelowna last year. You
introduced me to the advocates, Michelle and Steve. Thank you so much for bringing them into my
life. They are wonderful. I work at the airport now. I shine shoes. They helped me set up my chair
and everything I needed. I'm no longer requiring social assistance money. I'm working again and
earning my own living. I can't say enough good things about their help. They are good family
friends now. Thank you so much for this."

An advocate had these thoughts to contribute: "The act of being an advocate has been
tremendously rewarding … every family should adopt another person or family and support them.
Our community will be a better place when we all do our part."

The number of outreach agencies accessing our Inn Home Support clients has also increased.
There are now seven agencies involved. The coordinator has held several advocate training
sessions in the last year, with more than thirty volunteers completing a session.
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Website, Database, Computer, and Phone

The database has been a tremendously helpful tool for administrating the Shelter and Inn-Home
Support program. Every task involving the online volunteer applications, automatic shift sign up
and electronic communication with volunteers frees up many hours of work for more planning,
relating, responding to needs of guests and clients Our www.InnfromtheColdKelowna.org website
has grown as well. It has been an invaluable tool to provide the public with information and
awareness of our services. It allows us to support our donors by displaying their names on our
webpage, attracting volunteers and new staff and providing resources to agencies through the
online intake database.

Through the donation of a computer and printer, we were able to keep a laptop computer firmly
stationed on a desk at the intake area. A staff member was able to read and record log entries, see
at a glance which volunteer or staff was scheduled for which shift and had other resources handy at
the push of a button. The coordinator was able to email notices, and the staff could be better
prepared for their tasks. A computerized data spreadsheet produced the intake sheet specifically
designed for the staff to fill in on the laptop. Agencies were able to refer guests online via a
protected link.

Furthermore, we set up a phone number, 250-448-5153, specifically for the shelter site. The office
phone of the coordinator, 250-448-6403, remains separate.
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Shifts per Volunteer
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Recruiting Volunteers, Training

A campaign for attracting and recruiting new volunteers included internet advertising through
Castanet.net and Craigslist. We received as many as 3600 hits from the four ads on Castenet.net
during the last season. It was here that many new volunteers first learned about the online
application and scheduled training sessions. We also sought volunteers for both programs through
a standing webpage with Kelowna Community Resources (KCR). A volunteer posted flyers at the
library and on other public bulletin boards. Volunteers also come to us through church, work or
leisure connections in the community.

Several shelter orientation and training sessions were held last season, with a total of 128
volunteers in attendance.
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Outcomes and Indicators:

Outcome: Increasing Community Capacity and Management of Initiatives

Indicator -15 local businesses involved in fall shelter renovations – delivered services on time,
often gratis or at considerable price reduction of materials and/or services

Indicator - 8 new staff and volunteers attended FoodSafe course

Indicator - 175 volunteers involved in the reception & overnight shelter program

Outcome: Increasing Capacity of Shelter

Indicator - 7 new beds, resulting in a total of 35 beds, set up in separate areas to serve men and
women experiencing homelessness in Kelowna

Outcome: Participation

Indicator - 128 volunteers have attended volunteer training sessions

Indicator - 55 volunteers came to shelter renovation workdays, for a total of 429.5 hours

Indicator - 50 people attended appreciation event. Invited guests represented businesses,
outstanding volunteers, officials from 3 levels of government and Inn from the Cold-Kelowna
coordinator, staff and board members and representatives of Columbus Holding Society (building
owners).

Outcome: Partnering and Collaboration

Indicator - for 121 nights at no cost, Kelowna General Hospital (KGH) laundered all of our guests’
linen, bedding and towels

Indicator – the CMHA outreach supervisor visited the shelter to provide information and referrals
to any guests who were seeking support

Indicator – several agencies are showing an interest in Inn from the Cold-Kelowna’s online sign-in
for shifts

Outcome: Networking

Indicator - Coordinator attended 120 community meetings including PICC, PHAT-CO, Kelowna
Homelessness Networking Group (KHNG), PHD, RCMP, various agencies, board and numerous
client/outreach meetings. We have been recognized by the community agencies as a "Proud
Member of PICC (Partners in Community Collaboration)".
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Key feedback from volunteers during our annual celebration and debriefing:

Perhaps the most telling set of comments came under the heading of

What I've learned:

"stereotypes are not true - our guests are great individuals with big hearts"

"what need there is"

"how special our guests are; how alike we all are; how good all are"

"tenacity and adaptability of guests and volunteers"

"I just keep on learning - I feel so fortunate to be a part of this program"

"huge majority of guests are supportive, respectful and kind"

"everyone needs to be heard"

"how to listen and recognize the uniqueness of each guest"

Many volunteers gave us positive feedback on our programs and how happy they are to be
involved in the organization. They have stated that "the sign up to the shifts is now so easy to do",
and "the staff is so welcoming" and "the clients are much more mellow at our new location" and
"the routine of volunteering at the shelter is organized and simple to follow".
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Improvements over Previous Year

Communication, log reports and statistics:

Lisa Armstrong, programmer extraordinaire, and the coordinator of Inn from the Cold-Kelowna
have vastly enhanced the basic computer database implemented in December 2007. This database
has completely transformed the job of keeping the staff and over 170 volunteers updated on
changes and guest situations. On-line intake also allows for the production of valuable, password
accessible data.

Please see the website section and parts of the report dealing with statistics for detailed
descriptions and examples of these innovative and valuable services.

Advocacy for guests:

Guests arrive needing more assistance than simple shelter. Through the liaison with agencies, we
were able to provide more advocacy and referrals for guests. It has helped immensely to have the
expertise of regular personnel and a clearer mandate, with more resources, to provide better, if yet
inadequate, support for our shelter guests.

The Inn-home Support program has been underway for one year, and the success of it indicates
very positive avenues for helping persons at risk of homelessness to remain in their homes. Please
see the section of this report on Inn-Home Support.

Description and organization of volunteer tasks:

This program requires many volunteers to make it work. Shift organization – timing, sign-up,
availability of replacements, receiving on-line reminders, group-mails for special needs – all
converged to make this aspect of our service one that volunteers commented on very positively!

Location:

In spite of challenges, this location has been a net plus for our guests and the operation of our
programs. It is accessible by guests on foot or by bus. We have had the assistance of Canadian
Mental Health for the provision of bus tickets for those unable to walk the distance from other
services to the shelter. The Inn’s larger size and accommodating lay-out have been much more
welcoming for guests, staff and volunteers. Many of people in these groups comment on a less
tense atmosphere due to the space. Recreational activities and a place to relax, even just watching
TV, were a real boon. Guests were very appreciative
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Showers:

So very much appreciated by guests, especially those going to work! The showers provide a
whole new sense of home and dignity.

Water-saving devices, recycling:

These features promoted a new feeling of inclusion among our guests and heightened awareness of
conservation issues in our whole community.

FoodSafe, Nurses, Public Health Information:

All of these fostered buy-in among guests, volunteers and staff regarding health and safety
concerns.

Visits of Outreach Workers, workshops:

Visits helped guests to think about and begin to be hopeful of the possibility of change in their
future. This is just a beginning, but it has huge potential.

Hours and days of operation:

The longer season, though inadequate, was a huge improvement over the three month season last
year. The 7:00 pm – 8:00 pm intake time was reasonable.
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Challenges

New location:

Having the shelter in a central location close to downtown was also a challenge. At-risk street
behaviours, such as drug dealing and vandalism, occurred more frequently. We had to screen and
shield guests more closely. In order to protect volunteers, guests and staff, we installed a video
security system which monitors areas outside and inside. More often than we liked, we had guests
show up at the shelter after intake was complete.

Lack of adequate policy in written form:

Although staff, volunteers and the coordinator carried on admirably, lack of clear, written policy
made some situations frustrating and more risk-laden than necessary.

Storage of personal belongings for guests:

This is an on-going challenge.

Length of the Season:

Although an improvement was made by opening earlier and closing later, the cold weather did not
fit neatly within the set dates.

Supervision of Smoking:

This supervision presented challenges in regards to the length of supervision outside for
volunteers, establishing the number of guests to be out at one time, interacting with guests leaving
the smoking area or insisting on smoking after lights-out.

Leaving Time in the Morning

Departure time in the morning (7:00 am) was difficult for many guests, especially on week-ends,
when few facilities remain open to people on the street during the day.

Inside Temperature

The main hall was cold!

Hiring, Training of Staff

The amount of time to hire and adequately train staff was very rushed in the midst of extensive
renovations carried on up to and following the day the shelter opened. New awareness for safety
and liability issues make adequate training all the more crucial.

Vulnerability of Guests

Death, drug overdose, alcohol poisoning, poor physical health (including T.B.) and mental illness
are sad footnotes of the ordeals which our guests endure and which visited our Inn this year.
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Growing Tasks of Board, Staff and Volunteers

We work efficiently, intelligently and with integrity. Although people are extraordinarily generous
with their time and resources, the need is huge, and much work is necessary to gain the support
needed.
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Appendices

Appendix A: Financial Report

Appendix B: Letter of Thanks to Partners in fall renovation project


