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A joint message from the Board Chair and Executive Director
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Financial Report

Over the past several years, readers of the DCO Annual Report will have noticed a theme in our banner or tag lines. Several
years ago, we confirmed that we were an organization that was committed to Moving Forward Through Partnerships.
In 2008, we acknowledged the completion of Another Successful Step Towards our Future Direction. In 2009, we were
Laying the Groundwork for the Leap Forward. And now we are solidly :
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Statement of Financial Position
as at March 31, 2010

Statement of Operations &
Changes in Net Assets for the
year ended March 31, 2010

“On Track to our Vision of the Future”
Working on our five key priority areas continued as the focus for staff and volunteers of Distress Centres Ontario.
Throughout this annual report you will see:

ASSETS
Current Assets
Cash
Sundry Receivables/Prepaid Expenses

•
•
•
•
•

how we have prepared all our member organizations through our Accreditation Readiness Initiative to complete
their CARF Behavioural Health Accreditation;
how we continued to honour our volunteers at the provincial level and in their own centres through the Spirit of
Volunteerism awards;
how we worked together to develop a new provincial harmonized statistical, information and outcomes measures
process;
how we enhanced the learning opportunities of all telephone volunteers and distress centre staff throughout the
province with our on-line Learning Forums;
how we developed a promotion program designed to let everyone know about distress line contributions in their
communities and how they can help.

And, that was not all we did! In fall 2009, we had a very successful partnership with the Niagara Suicide Intervention
Coalition and jointly hosted a learning and conference forum in Niagara Falls for two days boasting an attendance of
over 200 people.

$
LIABILITIES
Current Liabilities
Accounts Payable, Accrued Liabilities
Accounts Payable MOHLTC
Deferred Membership Revenue

$

Net Assets
Operations - unrestricted
Contingency reserve fund

We promoted our on-line Learning Forums’ educational offering at the Ministry of Health and Long Term Care’s
Innovations Expo in Toronto and also at the American Association of Suicidology Conference in the U.S. There is wide
spread interest amongst groups in other parts of Canada and the U.S. who also provide telephone support services
with volunteers. These crisis lines look to this DCO initiative as a welcome addition to their own in-service offering and
2010/2011 will see DCO rolling this project out to other organizations.
The leadership team was strengthened with the addition of three new community board members to the DCO Board
of Directors. Sheena Carpenter, CA and a senior financial analyst at Linamar Corporation is the Secretary/Treasurer.
Gilles Brideau, an educational consultant with the Centre for Addiction and Mental Health and Rahel Eynan, a suicide
researcher with the Suicide Studies Unit at St. Michael’s Hospital, bring their considerable knowledge and expertise to
DCO.

$

$

REVENUE
MOH Operating Grant
Ontario Trillium Foundation
Donations
Membership
Interest & Other

94,285
20,515
114,800

70,361
3,197
4,000
77,558

$

$
EXPENDITURES
Programs
Educational Development
Program Development
Administration
Other

22,242
15,000
37,242
114,800

$

$

HOW WE SPENT OUR TIME AND MONEY
ON THE PROGRAMS AND SERVICES
OFFERED BY DCO

209,700
33,856
1,383
3,640
3,090
251,669

105,573
34,791
34,131
66,128
15,198
255,821

EXCESS OF REVENUE OVER EXPENDITURES

-4,152

NET ASSETS
beginning of the year
end of the year

41,394
37, 242

$

Donna Martin completed her term as Chairperson of the Board. Her enthusiasm and dedication over the past several
years helped DCO move forward as a vital and responsive association. Our new Board Chairperson, Charles Laframboise
brings partnership and development skills that help the Ottawa Distress Centre be a well respected and admired
community service provider.
2009/2010 has been a great year for DCO and 2010/2011 promises the same.

Charles Laframboise
Chair, Board of Directors
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Elizabeth (Liz) Fisk
Executive Director
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SIOM – Statistics, Information and Outcome Measures

Education in the digital age

The 18 member centres and distress
lines who are part of the DCO Network
are implementing a province wide
structure for the consolidation of
statistics, information and outcome measures. All member centres acknowledge the value of analysing the information
at a provincial as well as centre level.

An innovation in sharing knowledge with
our volunteer base and staff while drawing
on the expertise of our partners has been a
significant focus for DCO staff and volunteers
this past year. The result has been the
LEARNING FORUMS on-line learning tool.

During the past year, numerous sessions have focused on how to harmonize the data that is collected at source and
insure that the provincial statistics are informative and meaningful. The provincial system is awaiting data that will be
input in 2010 and the centres are determining their needs to upgrade their data capture methodologies.

Topics of specific interest to telephone support
workers are discussed in either a group setting
or through one-on-one interviews and filmed
in a high quality TV format. Special sessions
reinforcing the unique skills practiced by our
highly trained volunteers round out the online offerings.

ONE CALL AWAY – Promoting our services and attracting new volunteers
The background work to complete a province wide promotional
campaign to promote distress line services and encourage volunteers
to join the ranks of distress line volunteers has been completed. Under
the banner ONE CALL AWAY.CA people will be able to find their local
centre or line and learn more about the other services they can get from their local centre.
The kick-off will occur next calendar year.

Each month two new videos (between 20 and
30 minutes in length) are introduced. Along
with written information on the topic, online links to additional information and a quiz
to test their knowledge, additional thought
provoking questions round out the learning
experience.

Comments about Distress Centres and our Association
from our newest community Board Members

You can learn more than you expect... www.learningforums.ca
Some stats:

Sheena Carpenter speaks about the DCO movement:

•

810 user passwords established

•

12 member centres enhanced their in-service
training

•

28 crisis or distress centres throughout
Canada and the US want to ‘test drive’ this
tool

•

When asked to rate their overall satisfaction
with the site: 60% were very satisfied 40%
were quite satisfied

•

When users were asked how likely they were
to return to the site: 100% said ‘very likely’

“DCO as a member of the Ontario Suicide Prevention Network is participating in developing a Provincial Suicide
Prevention Strategy that will help guide the way for organizations, governments and service providers as they work
cooperatively to educate people about suicide and develop improved prevention and postvention programming.”

•

When users were asked to rate the possibility
they would use this site one year from their
visit: 80% replied ‘very likely’ 20% replied
‘most likely”
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“In today’s society, more and more members of our community suffer from
emotional stress. The DCO organization provides tools, fosters education
programs and shares information/knowledge to empower and encourage the
dedicated volunteers and staff of the member agencies to make a difference in
our community. DCO’s success in their mission has been amazing. But this is just
the beginning. DCO is actively pursuing growth on all fronts with many important
projects underway. I am proud to be a part of the DCO movement.”

Gilles Brideau talks about the importance of empathy in helping others:
“Empathy is the ability to truly see the world through the client’s eyes, thinking as they think, feeling as they feel. In
doing so, the person is much more likely to open up and express what they need in terms of support as well as what
potential pitfalls may come into play. It is about truly understanding where the client is at.”

Rahel Eynan highlights the value of a provincial suicide prevention strategy:
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What was your primary reason for
visiting the site today?
To fulfill the training requirements of my centre
To satisfy my curiosity about this website
To have some additional in-service training
To enrich my knowledge of the subject matter
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Accreditation Readiness – it’s a significant step in the journey

Spirit of Volunteerism

As every business, not-for-profit, hospital and university knows, accreditation is a process that requires significant
commitment and resources. It is not a singular event, rather it is a journey. Our association chose accreditation as a
priority several years ago when it adopted CARF Canada as their accreditation partner with their standards for Crisis and
Information Call Centres.

Each year DCO recognizes the significant contribution of volunteers to the provision of distress line services throughout
the province. The nominees have all demonstrated commitment to the values of volunteerism through their empathic
listening and skilled interventions as well as engaging in the many activities that keep distress centres functioning,
such as: fundraising, mentoring, serving on their local boards and always striving to improve services to callers and the
community.

During the 2009/2010 year our
Accreditation Project Manager
assisted our centres to make
significant moves forward in this
accreditation journey. Initially a
gap analysis tool was developed
so that each centre could assess
their Accreditation Readiness
status. This was accomplished
by determining how close to
completing the requirements of
each standard each centre was.

Nominees are selected in April of each year and the recipients are announced during National Volunteer Week. Each year
in September the DCO family gets together at a Spirit of Volunteerism recognition event. Each nominee is honoured
with a plaque and recipients receive a donation made in their name to their favourite charity.

We couldn’t make it without our volunteers.
The special volunteers who were nominated in 2009 included:

Nicole Cabral - Recipient - Young Adult
Distress Centre Durham

Fourteen (14) centres engaged in
the gap analysis process between
November ’09 and March ’10. This
two day long exercise allowed the
Accreditation Project Manager to
engage the leadership of each
centre in a systematic review of their unique accomplishments and needs. An interesting by-product of this activity was
the recognition of system wide areas of weakness the association members can work in partnership to improve.
Another useful tool for the centres was the development of the Veoproject planning tool. This tool has several purposes.
It provides each centre with a private project management framework that is tied specifically to the results of each
centre’s individual gap analysis. Centres have
the ability to share their progress with others
in the association or retain their information for
themselves. Integrated into the Veoproject tool
is a content management system that allows
centres to share policies, procedures and process
across the network.

Centres have the ability to share
their progress with others in
the association or retain their
information for themselves.

To maintain the impetus for the project, a webinar
including 90% of the membership provided an
opportunity for everyone to understand the
tools that were provided for them and to take advantage of the resources available. Several centres have taken a lead in
moving towards the submission of their intent to survey in the coming fiscal year.

Leslie Evans
Distress Centre Peel
Carol Edgar
Distress Centres (Toronto)
Bill Jarvis - Recipient
Distress Centres (Toronto)
Marc LaChance
Telecare Distress Centre
Jennifer Lindley
Distress Centre Niagara
Christine Moore - Recipient
Oakville Distress Centre
Marilyn Oldham
North Halton Distress Centre
Cindy Slavik - Recipient
Distress Centre of Windsor-Essex County
Sandy Small Proudfoot
Community Torchlight, TeleCheck Dufferin
Harpreet Priya Sandhu
Telecare Distress Centre (Brampton)
Faren Hale Vokey
Telecare Distress Centre (Brampton)
Nicholas White
Distress Centres (Toronto, North Branch)
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