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TRADITION 1
Our common purpose should come 

first; individual success depends 
upon organizational unity.

TRADITION 2
We have but one ultimate 

authority: the combined ‘voices’ 
of our organizational stakeholders 

– as expressed through our 
spiritual principles and guided 

by our Board of Directors.

TRADITION 3
The primary requirement for 

organizational membership is a 
commitment to our ‘abstinence-

based, 12-Step’ model for 
treatment and recovery from 

alcoholism and addiction.

TRADITION 7
We will never compromise  

our Traditions in exchange for 
resources from government,  

private sector or any other entities.

TRADITION 8
While we value professional 

credentials, qualified candidates 
with ‘lived-experience’ will 

be given preference in all our 
recruitment activities.

TRADITION 9
Our Board of Directors holds itself 
accountable to govern and serve 

on behalf of all stakeholders.

TRADITION 4
Each Hope Place Centres 

program should be autonomous 
– except in matters affecting 

other programs or the 
organization as a whole.

TRADITION 5
Our primary purpose is to be a 

leading provider of high-quality 
addiction treatment services.

TRADITION 6
We never endorse, finance or lend 
our name to any related facility or 
outside enterprise that may divert 

us from our primary purpose.

TRADITION 10
We have no opinion on outside 

issues unrelated to our 
primary purpose; hence our 
organization ought never to 
be drawn into such issues.

TRADITION 11
Our public relations policy is based 

on attraction rather than promotion; 
we need always ensure our integrity 

and vigilantly protect the privacy 
and confidentiality entrusted to us.

TRADITION 12
Spiritual Principles are the 

foundation of these Traditions; 
ever reminding us to place 

principles before personalities.

12 TRADITIONS

VISION
to be a leading 

provider of high-
quality addiction 

treatment services

MISSION
to inspire hope, provide 

gender-responsive treatment, 
and promote abstinence-

based recovery for individuals 
and families experiencing 

alcohol and drug addiction
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Greetings from your HPC Board of Directors. Every September, Hope Place 
Centres prepares for our Annual General Meeting and as Board Chairperson, 
I am given this opportunity to reflect back on the last twelve months. To 
say that this past year has been unprecedented in our 17 years of providing 
addiction services would be an understatement. Despite the historic 
upheaval to health care provision due to the current COVID-19 pandemic, 
our doors have remained open and our staff have surmounted numerous 
hurdles, professionally and personally, to continue our stated mission of 
providing abstinence based drug and alcohol rehabilitation.
 
The last 6 months have been consumed with ensuring a safe environment 
for all HPC clients and staff, necessitating countless hours of dedicated 
planning by management, Board and staff. We have succeeded in our goal 
of continuing admissions into HPC throughout this period due largely to our 
“superheroes” at the Men’s, Women’s and Community Treatment Centres.

While the Covid crisis seems to have overshadowed all of our lives these 
last few months, we have had victories in other areas that need mentioning. 
With respect to our new build, approval has been given to locate our future 
facility at the current Mens site in Hornby. We are in the final stages of an 
extensive 5-year process to secure the build site and funding approval –  
the many dedicated contributors to this process, in-agency and out, are to 
be congratulated.

No less challenging has been our requirement to strategically place Hope 
Place Centre in the new Ontario Health Team (OHT) model of care, ensuring 
our continued ability to provide outstanding abstinence-based addiction 
rehabilitation. Many hours of participation at stakeholder meetings and in 
discussion with experienced consultants has allowed HPC to be front and 
centre in the Halton Region’s new OHT landscape. 

I would like to acknowledge the Swing4Hope Golf Tournament organizers 
who continued raising funds virtually, resulting in a generous donation to 
HPC this year. 

I would also like to express our sincere appreciation to our funders at the 
Ministry of Health, the Mississauga-Halton LHIN, the United Way of Halton-
Hamilton and the Green Shield Foundation. And as always, a heartfelt 
thank you to our community partners, 
alumni, clients and family members who 
champion our agency’s message of hope 
and recovery.

My personal gratitude is extended to my 
fellow Board Members, Deborah Gatenby, 
CEO, Suzanne McKay, Director of Finance, 
and to all of HPC management and staff – 
your dedication and enthusiasm ensures 
that our Mission and Traditions are 
continually valued and respected.

We are indeed #HPCStrong. 

Karen Stolee
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SUPERHEROES 

By definition, a superhero is a character with extraordinary or superhuman powers 
that are used to do good things and help others in need. I can say with full confidence 
that every employee at Hope Place Centres has been a superhero this year to each 
other, to our clients and their families, to our alumni and to our community at large.

ADMISSIONS TEAM

2020 started off with lots of excitement and ambition in our Admissions Department. 
After a thorough time study was completed, it was acknowledged that over 60% of 
our admissions team time is spent in providing direct client care. The admissions 
team decided that to create efficiency, reduce systematic gaps, improve overall 
client experience and increase access to our live in treatment programs, our client 
intake process would be improved by providing a group intake process. What better 
way to introduce clients to a group than right at the intake process? However, even 
with the best of intentions, COVID-19 had other plans. Although we were not able 
to implement our group intake process this year, we were able to demonstrate 
extraordinary super skill in our admissions department. 

ADMISSIONS & COVID 19

This team of superheroes works in the epicentre of it all. In a matter of days, our 
entire admission process was moved and revamped in its entirety. We even had a 
dryer installed at HPC to ensure bed bug protocols were not compromised! With our 
very own CEO, Deborah Gatenby leading the client health screeners herself, HPC has 
been successful in a 100% infection prevention rate  
with ZERO COVID-19 outbreaks to date! 
 Thank you to our Admissions Superheroes!

MEN’S & WOMEN’S LIVE-IN TREATMENT PROGRAMS 

I have been honoured to work closely with both the Men and Women’s live in 
treatment teams during these highly challenging times. These teams provide 
thousands of hours in direct therapeutic care and nope, not even COVID-19 could 
stop them! Aligned with our restructure in 2019, both the Men’s and Women’s 
treatment teams have continued to prioritize: 1. Enhancing quality care; 2. Creating 
capacity to meet the diverse and growing needs of those we serve; and 3. Being 
responsive to client feedback. 
 How do we know we are doing outstanding clinical work at both sites? We now 
have statistically relevant data to support what we have always known! 
 In the fall of 2018, HPC officially launched the Routine Outcome Monitoring (ROM) 
project at both live in treatment sties. The purpose of this project was to collect 
consistent client feedback regarding treatment effectiveness and satisfaction. This 
data guides our quality improvement of treatment care and ensures accountability 
to our clients, their families, our communities and stakeholders. The ROM utilizes 
the Outcome Questionnaire – 45 (OQ45) and is administered to clients in treatment 
weekly. The OQ45 measures functioning in three domains: symptom distress, 
interpersonal functioning and social role. 
 In addition, the ROM collects real time data on peer support, therapeutic alliance, 
program efficacy, therapeutic milieu and interpersonal effectiveness and distress. 
 The OQ45 score is a range of 0-180. The higher the score, the more disturbed the 
client is rated. A score of 63 or higher indicates symptoms of clinical significance. 
The “average population” has an OQ45 score of 44. Reliable change is indicated 
when a client’s score changes by 14 points or more. 
 Below is a high-level overview of OQ45 administration results from both the Men’s 
and Women’s Treatment Centres at Hope Place Centres from the 2019 fiscal year: 
 

Men’s Treatment Centre
Total number of valid OQ45 administrations: 609
Average score on intake: 68
Average score on 6th administration: 33.9
Percentage of clients experiencing “reliable change”  

(14 points or more difference between intake and discharge): 81%
Percentage of clients experiencing no reliable change: 18%
Percentage of clients experiencing reliable deterioration: 1%
Percentage of clients experiencing improvement overall: 96%
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Women’s Treatment Centre
Total number of valid OQ45 administrations: 339
Average score on intake: 87.1
Average score on 4th administration: 58.2
Percentage of clients experiencing “reliable improvement”  

(14 points or more difference between intake and discharge): 57%
Percentage of clients experiencing no reliable change: 41%
Percentage of clients experiencing reliable deterioration: 2%
Percentage of clients experiencing some improvement overall: 84%

MEN & WOMEN’S LIVE-IN TREATMENT PROGRAMS & COVID-19

Our treatment teams never lost sight of our goals all while restructuring our physical 
treatment centres and therapeutic programming to meet the social distancing 
parameters as set out by Public Health. 
 Our Men’s treatment team was able to restructure a 42 day program, open cycle 
program into a 25-day closed cycle program in less than two weeks!
 Thanks to these tremendous superheroes and the outstanding care they provide, 
our client’s perception of care has not been impacted by these significant changes. 
 Thank you treatment teams! 

BABY’S BEST BEGINNINGS PROGRAM (BBB) 

This unique program offers safe and supportive counselling, case management, 
empowerment and advocacy for Women who are pregnant and/or parenting children 
six years of age or younger. This program includes: assessment and treatment 
planning, person centred individualized counselling, internal and external referrals, 
outreach, support and stabilization. Women receiving services have an opportunity 
to learn about effective parenting, how to reduce or abstain from substance use, 
how substance use impacts attachment styles and how that may impact a child’s 
development. This program offers HPC distinctive opportunities to engage in 
community initiatives and committees to better serve our communities and further 
build our professional reputation. 

FAMILY PROGRAM 

A family is both affected by and has a role to play in the treatment of any health 
care problem, including substance abuse. That is why Hope Place Centres has a 
specialized family program. Since addiction does not happen in isolation to one 
person, Hope Place Centres strives to tailor our treatment to meet the needs of 
all family members. Our family program offers individualized counselling, case 
management, community referral, psychoeducation and peer support. This program 
aims at intervening in complex relational patterns to offer solutions that can bring 
about productive and lasting change for the entire family. 

BBB / FAMILY PROGRAM & COVID-19

Hope Place Centres continues to offer quality care to our clients in need. Clients 
are able to access our community counsellors via telephone and virtual care. 
Our psychoeducational family program can be viewed online. Fred, our Family 
Program Clinician is even helping to support our new admission process not only by 
supporting the client experience and promoting the family program to clients loved 
ones, but also by sharing inspiring music for everyone to enjoy that day! 
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HIS STRENGTH / HER STRENGTH (CONTINUING CARE) 

Living a life abstinent from all mind/mood alerting substances is not a single act, but 
rather a continuous chain of actions and decisions made throughout one’s recovery 
journey. The time an individual spends in live-in treatment is only a small period 
of time compared to the many years that follow in on going recovery. For many of 
our clients, adjusting to life after treatment can be especially challenging and that 
it is why we take our continuing care programs so seriously! His and Her Strength 
provides Peer led step studies, pre-admission support, post treatment support 
calls and weekly alumni support groups. Last year 550 individuals participated in 
our continuing care programs. These services are facilitated by Peer Liaisons who 
encompass living experience, astuteness, empathy and admirable commitment.

HIS STRENGTH / HER STRENGTH (CONTINUING CARE) & COVID-19

Not only has our continuing care programs doubled their step study groups in 
response to the pandemic, they have also very quickly lead all client support group 
(12-step and continuing care) in becoming virtual. Clients are leaving significant 
positive feedback, sharing that building a relationship with a Peer Liaison was 
invaluable in helping them to successfully navigate the pre-admission world and 
ultimately ensured that they made it into our treatment facilities. Our men’s alumni 
group is the largest it has ever been and that recovery community is coming together 
more than ever before to support each other during this challenging time. 

PROFESSIONAL DEVELOPMENT 

Hope Place Centres commits to investing in ongoing learning and professional 
development. We strongly encouraging our staff to continue to grow professionally, 
not only to enhance client outcomes but also to have a positive influence on the 
greater health care system. In June of 2019, Hope Place Centres sent our entire 
Women’s treatment team to Connecticut for a full four-day training. At this time 
the Women’s treatment team was fully trained in the ‘Helping Women Recover’ 
curriculum. This curriculum is an integral part of the therapeutic programming 
at the Women’s Centre. Last year, Hope Place Centres also had additional Case 
Managers successfully obtain their ‘Global Assessment of Needs Index’ (GAIN Q3 
MI ON) certifications. HPC also had significant representation at the 2019 Issues 
of Substance Conference hosted by the Canadian Centre of Substance Abuse 
and Addiction and the Addiction and Mental Health Ontario annual leadership 

forum, communities of practices and AGM. These only capture a few of the formal 
professional development opportunities, HPC participated in. In addition to formal 
professional development, our staff utilize their daily work experience to continue to 
grow and respond more efficiently to our clients, each other and our overall addiction 
community. Thank you to everyone who has committed to be a lifelong learner at HPC! 
 I appreciate that all of the above mentioned programs and opportunities exist 
because of those who continue to invest and believe in us. Thank you to everyone 
who works at Hope Place Centres, Thank you to our leaders, to our CEO, our Board 
of Directors, our funders, investors, fundraisers and advocates. Your work is 
inspirational, admirable and deeply appreciated. 
 Last, but certainly not least, I want to sincerely emphasize how grateful I am to 
every single person who has participated in our therapeutic communities at Hope 
Place Centres. Thank you for having the courage to step forward and entrust us to 
work alongside you as you fight every single day for your recovery journey. Thank you 
for believing in us to make a positive difference in your battle. Thank you for allowing 
us the opportunity to learn and grow with you to continue improving the lives of 
those affected by substance use and 
the addictions and mental health 
sector at large. I know I represent our 
entire agency when I say, I deeply 
admire your courage, your devotion 
and your strength. thank you again to 
each and every one of you. 

With a grateful heart, 

Trista Robertson
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We continued to meet or exceed all regulation standards during our Annual 
Fire Department Inspections and Bi-Annual Halton Health Department Food 
Safety Inspections of our Kitchens & Food Services. We also meet or exceed 
standards with our Commercial Bus Inspection. 

United Way continues to be a huge advocate for us in helping with projects 
and working with us in the upkeep of our facilities. The barn at Women’s site 
has been decluttered. A dumpster full of junk – the size of a transport truck 
– was removed. The weeds in our gardens at the live-in sites were pulled by 
superheroes and what a difference it made! We greatly appreciate all that 
they do for us! 

Sarah Carroll has treated us to a menu of healthy new options including 
smoothies and VERY-VERY-VERY healthy snacks. (In fact, they are so healthy 
you can’t just eat one!) Everyone loves the healthy treats and the plated 
meals which have helped clients experience how healthy eating can improve 
overall wellness. Clients express that they are leaving our programs not only 
emotionally, mentally and spiritually better, but also feeling physically better, 
thanks to this amazing new approach in our food services department and 
the exceptional new diet and menu options.

With the challenges we continue to face with our legacy buildings and the 
ongoing maintenance issues that come with them, we continue to focus 
on our vision for a new facility so that all of our programs and services can 
be located at one site. This continues to be a top priority for the Hope Place 
Centres SUPERHEROES led by Amy Wilson, Deborah Gatenby, Suzanne 
McKay and our Board of Directors as they continue to plan for this vision to 
come to fruition.

We express our overwhelming gratitude 
to the Ministry of Health, Mississauga 
Halton LHIN and Public Health Ontario 
as we ended this fiscal year dealing 
with the most difficult health crisis 
that we and our population have ever 
experienced. We thank these agencies 
for the guidance and resources they 
have provided as we continue to live 
through the Covid-19 pandemic and the 
challenges that come with it. 

All of our SUPERHERO staff continue to strive to inspire hope, provide 
gender-responsive treatment, and promote abstinence-based recovery for 
our clients and their families. They truly are the SUPERTEAM! They continue 
to have our clients’ best interests at the centre of this approach while 
we continue to be a leading provider of high-quality addiction treatment 
services.

Best wishes and stay safe,

Rick Moir
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I’m not sure I’ve ever come across a quote that 
would better describe the team we have at Hope 

Place Centres than this, especially as we move 
into our 2021 Accreditation peer review. 
With the uncertainty of a global pandemic 
as our backdrop we continue to focus on 
the goal ahead – surpassing our 2017 
results and once again proving that we are 

a leading provider of high-quality addiction 
treatment services. 

While we wait to find out whether our 2021 peer review will 
be rescheduled or perhaps restructured as a virtual visit we continue to 
work diligently to prepare. Numerous policies are being reviewed by staff 
members, revisions being made to ensure we have best practices in place. 
These revisions are regularly being presented to the Board Members for 
consideration and approval. As you can imagine it is no small feat for the 
Board Members to give their attention to these important policy revisions 
while guiding our agency through such new and uncertain times, yet they 
continue to provide HPC with unwavering support and guidance – sounds 
like the qualities of a superhero team to me!

HPC Team Members stay present and focused on the important work we do, 
always ensuring we are following these policies and sharing with/learning 
from each other so that what we present to our Peer Review panel is our daily 
truth – we live these policies through the work we do. These documents are 
not simply words on a page that we commit to memory out of obligation, 
but rather they are the description of the high quality work we do within 
our organization, put to paper as evidence that we hold ourselves to a high 
standard of excellence. 

Going into an Accreditation peer review always creates an energy within the 
organization – but if we remind ourselves and each other that we do amazing 
work, superhero level work, every day with such a natural approach we realize 
there is nothing to feel anxious about; our dedication will be obvious to our 
peer reviewers, impossible to miss. 

I would like to take this opportunity to acknowledge the 2020/2021 
Accreditation Committee members: Jay Becaroo, Lisa Bero, Victoria Emilio, 
Deborah Gatenby, Eftimia Georgakakos, Samantha Hall, Debbie Hnatiw, 
Marilyn Kennedy, Rick Moir, Marc Nadeau, Trista Robertson and Amy Wilson. 
While we haven’t seen each other in a while thanks to social distancing 
requirements and a need to focus on service delivery above all else during 
these times, I look forward to reconvening our committee in the near future 
and continuing the hard work we have 
already begun. In the meantime I know we 
are all keeping accreditation in mind, with 
an eye on every policy and practice we have 
at HPC to ensure we will meet and exceed 
the standards that the Canadian Centre 
for Accreditation will hold us to. Thank you 
all for your dedication to this committee, I 
can’t wait to see us all together again soon!

With gratitude,

Janice Williamson 
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“WE ARE THE 

SUPERHERO, NONE OF 

US INDIVIDUALLY, BUT 

ALL OF US TOGETHER”

-HANK GREEN

AGM ACCREDITATION REPORT

POW!
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AWARD OF EXCELLENCE

LAST YEAR’S HEATHER 

MACDONALD AWARD 

OF EXCELLENCE WENT 

TO EXECUTIVE CHEF 

SARAH CARROLL.

THE 2019-2020 

AWARD WINNER WILL 

BE ANNOUNCED 

BEFORE OR ON THE 

DAY OF THE ANNUAL 

GENERAL MEETING.  

CONGRATULATIONS TO 

THIS YEAR’S WINNER!

HEATHER MACDONALD

BRAVO!

RICK MOIR (LEFT) AND DEBORAH GATENBY (CENTRE) PRESENT SARAH CARROLL WITH THE AWARD OF EXCELLENCE



Please excuse any lack of eloquence in this year’s report, as very little has 
ever happened before in my career to actually prepare me for leadership 
through a worldwide pandemic. What a great year to work in healthcare! Time 
is short right now and workload remains higher than ever, so I have promised 
myself that I will just cover the essential pieces in this formal communication; 
many others have also written excellent reports that will nicely round out 
what I’ve captured here.

Heartfelt gratitude to the HPC Board, as our governors you all embody the 
archetype of servant leaders. You bravely soldiered on with wisdom and 
compassion, through some incredibly high-risk territory; regular Board 
Meetings became anxiety-inducing with liability exposure discussions – and 
not a one of you even flinched! While everyone deserves recognition, I must 
add extra emphasis on Steve and Karen, our Chair and Vice-Chair. COVID-19 
may have made this the most terrifying year in both our organizational 
history and my career, but the two of you also made it the most rewarding. I 

am in awe of the courage you have shown and inspired 
by the example you set!

Thank you to every single member of the HPC Team,  
your bravery kept our agency operational and 
addiction treatment accessible to those in utter 
desperation. But more than that: you stepped up 
and stepped in; you did things that were never asked before. You supported 
one another and just shone through all the changes, challenges and setbacks! 
One of the hardest things we had to do this year – no lie, was to pick only ONE 
person to single out for our annual award – competition was so fierce.

There are simply no words to express my profound appreciation for the 
entire Leadership Team, especially Trista, Suzanne, and my personal pick 
for “pandemic G.O.A.T.” Rick: clinical services, finance, and operations were 
never more critical and you  KILLED IT! There just cannot possibly be a 
prouder organizational leader than me!

Bravery at its Finest!

Deborah Gatenby
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DEBORAH GATENBY
CEO

#HPCSTRONG

“YES, YOU

WILL RISE FROM

THE ASHES, BUT THE

BURNING COMES FIRST.

FOR THIS PART, DARLING,

YOU MUST BE BRAVE.”

-KALEN DION

WITH STEVE DYKSTRA 
IN THE BEFORE-TIMES

PANDEMIC G.O.A.T. RICK 
-WITH GOAT KAREN WITH SUPERHERO CAPES DISPLAY

GREETINGS HPC STAKEHOLDERS,
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“THE 
MURDER 
OF GEORGE FLOYD WAS THE 
RESULT OF INHUMANE POLICE BRUTALITY THAT 
IS PERPETUATED BY A CULTURE OF WHITE SUPREMACY. WHAT 
HAPPENED TO GEORGE FLOYD WAS NOT THE RESULT OF A BAD APPLE; IT WAS THE 
PREDICTABLE CONSEQUENCE OF A RACIST AND PREJUDICED SYSTEM AND CULTURE 
THAT HAS TREATED BLACK BODIES AS THE ENEMY FROM THE BEGINNING. WHAT 
HAPPENED TO GEORGE FLOYD IN MINNEAPOLIS IS THE FRUIT BORNE OF TOXIC SEEDS 
PLANTED ON THE SHORES OF OUR COUNTRY IN JAMESTOWN IN 1619, WHEN THE FIRST 
ENSLAVED MEN AND WOMEN ARRIVED ON THIS CONTINENT. FLOYD IS THE LATEST 
IN A LONG LIST OF NAMES THAT STRETCHES BACK TO THAT TIME AND THAT SHORE. 
SOME OF THOSE NAMES WE KNOW-AHMAUD ARBERY, BREONNA TAYLOR, OSCAR 
GRANT, ERIC GARNER, TRAYVON MARTIN, MICHAEL BROWN, EMMETT TILL, MARTIN 
LUTHER KING JR.-MOST WE DON’T.”  -BEN & JERRY’S

DEBORAH GATENBY AND SUPERHERO 

CAPES AT THE MEN’S SITE

KAREN STOLEE WITH THE SUPERHERO CAPES 

SHE HUNG AT THE WOMEN’S SITE

OAKVILLE SITE
SCREENING STATION

VIRTUAL CLIENT SUPPORT, 
BRENDA VALLIERE

POW!

THIS IS ONE OF THE LARGEST CLASSES OF BLACK 

LAW STUDENTS IN HARVARD LAW SCHOOL HISTORY

THANK
YOU!

WELCOME TO HOPE PLACE

THE YEAR IN PICTURES



Pamela Almeida
Support Worker

Yvonne Anderson
Food Services Worker

Adin Awan
Overnight Attendant

Jermaine Becaroo
Case Manager

Lisa Bero
Executive Assistant

Graeme Bonar
Senior Case Manager

Adam Bresolin
Recreation & Leisure Specialist

Sarah Carroll
Executive Chef

Lorne Cunningham
Overnight Attendant

Roger Dal Bello
Support Worker

Robert Dalgleish
Spiritual Director

Karina Docampo-Nash
Support Worker

Victoria Emilio
Case Manager

Emma Ganton
Support Worker

Deborah Lee Gatenby
CEO

Eftimia Georgakakos
Senior Case Manager

Jason Goodale
Support Worker

Samantha Hall
Case Manager

Jennifer Hamilton
Support Worker

Graeme Hammond
Support Worker

Faith Harris
Summer Student

Claire Hills-Denyer
Case Manager

George Hirschler
Overnight Attendant

Sarah Hughson
Support Worker

Andrew Karagianis
Support Worker

Navjot Kaur
Overnight Attendant

Marilyn Kennedy
Peer Liaison

Zenia Kohler
Clerk

Philip Longum
Peer Liaison

Philip MacIsaac
Support Worker

Sandra MacKay
Support Worker

Angela Marcin
Support Worker

Lina Marmol-Colorado
Overnight Attendant

Phillip Marzo
Peer Liaison

Suzanne McKay
Director of Finance

Dianne McLean
Addictions Therapist

Rick Moir J.
Facilities Operations Manager

Rory Grant Nolan
Case Manager

Victoria Parks
Clerk

Brittany Pollard
Support Worker

Emilia Przybysz
Overnight Attendant

Trista Robertson
Programs & Services Manager MTC

Lawrence Paul Schonski
Support Worker

Joven Senoran
Support Worker

Marilyn R Smith
Peer Liaison

John Smyth
Support Worker

Gary Strevett
Overnight Attendant

Frederick Tisdall
Case Manager

Amy Towers
Programs & Services Manager WTC

Brenda L Valliere
Peer Liaison

Gail Van Egmond
Support Worker/Case Manager

Rosemarie Walker
Overnight Attendant

Sydney Watson
Case Manager

Micheline Wheeler
Support Worker

Janice Williamson
Senior Administrator

OUR STAFF
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GRANTS & SUBSIDIES / Other

 21,120
 28,903

BOARD OF DIRECTORS

ADVISORY BOARD

REVENUE ALLOCATION

25 26

BASE FUNDING / Government of Ontario

2019–2020 $ 2,195,207
2018–2019 $ 2,194,497

ONE-TIME SPECIFIC PURPOSE / Government of Ontario

 302,913
 484,600

PRODUCTIVE ENTERPRISE / User Fees

 358,321
 380,088

GRANTS & SUBSIDIES / United Way Agencies

 112,877
 112,877

PRODUCTIVE ENTERPRISE / Donations & Fundraising

 55,739
 60,845

GRANTS & SUBSIDIES / Government of Ontario

 84,827
 44,010

TOTAL                    2019–2020  $ 3,131,004                    2018–2019  $ 3,305,820

Karen Stolee
Chairperson

Steve Dykstra
Vice-Chairperson

Chris Montomery
Treasurer

Marc Nadeau
Director

Debbie Nelson
Director *

Diana Praskey
Director

David Ervasti
Director

Debbie Hnatiw
Director

David Martin
Director

John Challinor
Advisor

Mildred Frank
Advisor

Gemma Kitchen
Advisor

James Douglas
Advisor

Brett Worby
Advisor

Kelly Falzon
Advisor

Luciano Dal Bello
Advisor

Debbie Nelson
Advisor

James O’Connor
Advisor
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2019-20 BALANCED SCORECARD

quadrant 1 : learning & growth

INDICATOR TARGET STANDARD BASELINE Q4 COMMENTS STATUS

Improve ‘Live-
In’ Program 
efficacy in 
the areas of 
milieu and 
peer support/ 
mutual aid

+10% N/A WTC
20%/ 
31%

MTC
34%/ 
17%

N/A Limited data sets 
prolonged the process 
for establishing baseline 
scores for this indicator, 
which weren’t verified by 
researchers until Q4. No 
opportunity for any QI 
efforts to get underway 
soon enough to produce 
intended results.



Quantify and 
validate clinical 
outcomes for 
live-in programs 
using ROM 1

≤(–10%) ≥0.80 WTC
0.90

MTC 
1.26

WTC 
1.41

MTC 
1.42

Clinical outcomes in 
both live-in programs 
were quantified/
validated using ROM 
but final results went 
UP, rather than down 
as expected: WTC+56% 
and MTC+13%



quadrant 2 : internal processes

INDICATOR TARGET STANDARD BASELINE Q4 COMMENTS STATUS

Increase 
employee 
engagement 
rates

68.5% 64% 64% 71% 2019-20 survey results 
surpassed target by 
2.5% and demonstrated 
an improvement of 7% 
over 2018-19 baseline



Reduce staff 
turnover rates

≤25.8% 18.8% 42.4% 11% 2019-20 YE results 
surpassed target by 
14.8% and demonstrated 
an improvement of 31.4% 
over 2018-19 baseline



quadrant 3 : customer satisfaction

INDICATOR TARGET STANDARD BASELINE Q4 COMMENTS STATUS

Increase 
‘successful 
completion’ rates 
at Women’s ‘Live 
-In’ Program

80% 80% 77.8% 84.7% 2019-20 YE results 
surpassed target by 
4.7% and demonstrate 
an improvement of 6.9% 
over 2018-19 baseline



Reduce 
avoidable 
wait times at 
both ‘Live-In’ 
Programs

WTC
92d

MTC
88d

WTC
92d

MTC
84d

WTC
92.5d

MTC
92d

WTC
74.9d

MTC
76.1d

2019-20 YE results 
surpassed targets @WTC 
by 17.1 days (18.6%), @MTC 
by 11.9 days (13.5%), and 
demonstrate improvement 
of ≥15.9 days or ≥17.3% 
over 2018-19 baseline



Reduce number 
of Medication 
Errors/‘Near 
Misses’

≤0.82* 0.13* 1.5* 1.23* 2019-20 YE results were 
below target by 0.41 (50%)
*per 1,000 ‘bed days’,  
and demonstrate 
improvement of 0.27 (18%) 
over 2018-19 baseline



quadrant 4 : finance

INDICATOR TARGET STANDARD BASELINE Q4 COMMENTS STATUS

% Global revenue 
growth

10% –(0.1%) 8.4% 8.3% Aggregated revenue 
growth (4 years) without 
‘one time’ = 8.3% for 
year-end result that is 
(1.7%) below target 2



% Global budget 
spent on 
Administration

26.8% 30.1% 29.5% 26.4% ‘One time’ funding 
increased % spent on 
administration; fiscal 
year-end result was still 
slightly lower (0.4%) than 
revised target and much 
lower (3.7%) than standard



% Variance 
forecast 
to actual 
expenditures

≤1% ≤5% 0.3% 0.2% 2019-20 YE result achieved 
and surpassed target 
and demonstrated 
slight improvement 
over 2018-19 baseline



1. Routine Outcome Monitoring is a scientifically validated, third-party research project being conducted by the 
Attainability Group; metrics based on Cohen’s ‘d’ for measurable change in clients’ level of distress between 
admission and treatment completion; 0.8+ is considered ‘high efficacy’ or large effect, and 0.5 is considered 
‘moderate efficacy’ or medium effect.      2. 2016-17, 2017-18, 2018-19 and 2019-20 CPI Ontario inflationary rates of 
3.4% + 3.1% + 2.6% - (0.1%) = combined rate of 9% (*target 10%); aggregate revenue growth for same period is 8.3%.

  On track to meet target         Monitoring progress toward target         Not on track to meet target


