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chair of the board

The helpline movement in Ontario
continues to provide life-sustaining
and life-enhancing support services
in an evermore complex and
challenging environment.

It is truly a privilege to sit on the Board of Distress Centres Ontario during these transitional and transformative times.
The helpline movement in Ontario continues to provide life-sustaining and life-enhancing support services in an
evermore complex and challenging environment. Despite our concerns, though, there are also a number of exciting new
opportunities emerging. Never was the need greater for a networking organization than now!
Under the strategic leadership of Liz Fisk, our hard-working and very able Executive Director, the agenda of our Network
continues to be moved forward, benefitting all of the member centres. She has been a passionate ambassador for our
sector and through her work with the Canadian Distress Line Network and the Mental Health Commission of Canada,
along with the relationships Liz has built with Ontario’s Ministry of Health, she is continually opening doors and
advancing our cause at the provincial and national level.
This past year was one of significant achievement for DCO. The crowning success would have to be receiving
demonstration model funding from the Ontario Trillium Foundation for an integrated online program. This project was
a first step in showcasing the benefits of the future restructuring of our organization to a model which will enable us to
continue to develop more collaborative initiatives for our members.
The team at DCO have ensured, as well, that the priorities identified by the centres are being met through the SIOM
reports, the DCO Networking Days and the highly valued Learning Forums. Consultation and support with respect to
concerns of the members is always available in a responsive and informative way.
I would like to thank Victoria Kehoe, past President and current member of the Board, for her ongoing commitment to
and support of the organization. She continues to motivate and provide sound counsel. The efforts of all of the Board
members should also be recognized. They contribute countless hours to the organization, not only in oversight, but
also in proactive leadership. The partnership between the Board and Liz at the helm of a very capable staff has worked
hard to create a platform from which we can continue to strengthen this sector and avail ourselves of future potential
initiatives. Finally, thank you to all of our member centres. We know that you provide DCO with many assets as
sounding boards, committee members, cheerleaders and visionaries. We’ve got a lot going for us as we move forward!
Respectfully submitted,

Karen Letofsky, C.M.
Board President
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From a personal perspective, it is often a great benefit to step back and review one’s progress along the path one
has chosen. The same applies to organizations. In DCO’s case, the road map we have chosen to follow is our Strategic
Priorities that were developed by our membership in 2013 and chart our course until 2016.
This year’s annual report will review our programs and our progress within the framework of those priorities and
our ever-present byline “Moving Forward Through Partnerships.” We hope you will agree with us when we say, we
have accomplished a lot with very little. The very little refers to financial resources, certainly not to the wealth of
organizational and volunteer support we have received from those with whom we collaborate.
The input and support of our volunteer Board of Directors has been invaluable. On the community side, from the strong
oversight of our Treasurer, Colleen Gallagher, to the historical and thoughtful perspective of Linda Gerger, to the precise
and strategic insights of Clarence Haverson, we have been enriched. On the member centre side, Alison Caird’s lens of
volunteer service, John Jones’s long standing perspective of mental health organizations, Victoria Kehoe’s humanistic
yet pragmatic view of partnerships and Karen Letofsky’s strong strategic and leadership skills have insured that we stay
true to our priorities and insure our membership benefits from all DCO’s activities.
The staff and coordinators at DCO all subscribe to our organizational philosophy of being of service to our membership.
They put the needs of our member centres ahead of administrative priorities, ensuring that everyone can participate
at the level that is right for them. Special thanks to Jackie, Laura, Hailey, Jill, Leah, as well as, Dave and Hugues for their
flexibility and great work.
Our member centres have all participated very actively in many aspects of DCO programs and services. Some provide
leadership in the Education and Training fields, others support the programing for our networking conferences, and
others help with the Volunteer Recognition process. Also very important are those who guide our programs through
participation on the various program oversight committees. Thank you everyone, it is your dedication that makes our
organization vital, responsive and strong.
While we expand our partnerships beyond Ontario’s borders through our work in establishing a Canadian Distress
Line Network, we meet new partners and organizational friends. It is our particular pleasure to welcome two new
organizations ̶ Chimo Helpline in New Brunswick and Nunavut Kamatsiaqtut in Iqaluit ̶ to our DCO family.
We hope you will find this review of our progress within the context of our Strategic Priorities beneficial to
understanding how our organization has fared over the past year. A copy of the priorities and our aspiration on listed
on the back cover. In closing, a special thanks to Karen Letofsky. She has taken up the mantle of DCO leadership with a
strong passion for the helpline movement, a self-deprecating wisdom, plus…she is fun to work with. Who could ask for
more in a leader?
Respectfully submitted,

Elizabeth (Liz) Fisk
Executive Director

executive director

Thank you everyone, it is your dedication
that makes our organization vital,
responsive and strong.

spirit of volunteerism

On September 20th, 2013, Distress Centres Ontario
celebrated it’s 6th Spirit of Volunteerism Recognition
at the Novotel Hotel in Mississauga. We welcomed 53
guests who joined us for this gala dinner while Board
Chair Karen Letofsky and Past Chair Victoria Kehoe
made the presentations. Our guests included recipients
and nominees, along with their family, friends, and
representatives of some of our member centres.
Certificates were presented to all who were
nominated, and the five recipients who received
trophies were:
Sam DeKoven
Telephone Aid Line Kingston (TALK)
Young Adult Volunteer
Brian McDonald
Distress Centres Toronto – Scarborough
Nicola Pizzirusso
Distress Centres Toronto – Downtown
Jenna Rines
Telephone Aid Line Kingston (TALK)
Young Adult Volunteer
Adele Rogano
Distress Centre Niagara
Young Adult Volunteer
It takes special people to do the work our volunteers
perform so well every shift they take at their centre.
Their dedication to distress lines, to their centre and
the people in their communities is so appreciated. To
those who were nominated this year, and to all the
volunteers across all our member centres, we send a
most sincere thank-you.

It’s a family affair for recipient
Nicola Pizzirusso

Number of active
volunteers at our
member centres =

Spectra celebrates with two of
their recipients

Total number of hours
volunteers donated across
our member centres =

1,641 86,993
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Young Adult Volunteer Recipients
from Kingston

Number of volunteer training
sessions provided by our
member centres =

77

Number of new
volunteers completing
their training =

417

The Ontario Trillium Foundation has funded the ONTX project with
$257,000 for a two-year chat and text demonstration project. Though
the funding will not start till the 2014/15 fiscal year, DCO has been
moving forward in anticipation of funding.
Within a Collaborative framework, 4-centres who will provide the
direct service; Torchlight (Guelph), Durham Distress Centres, Spectra
Community Support Services and Distress Centres Toronto; along with
Distress Centres Ontario, that has responsibility for Infrastructure and
Administration; are building an integrated service model. It is anticipated
the service will have it’s soft launch by January 2015.

Every Ontarian in
emotional distress can
reach out for help by
telephone, chat or text and
needs not suffer in silence.

ü Increase access to support for people who will not reach out for help on the phone or in person
ü Help centres keep pace with service trends found in other sectors
ü Operate under shared
policy, protocols,
supervisory supports and
service standards
ü Utilize state-of-the-art
telephony and chat
technology to connect
service centres
ü Use a short-code for
texting for memorable,
easy-to-use service access
ü Expand service
partnerships beyond
demonstration phase
to all DCO centres and
potentially others

Canadian Distress Line Network (CDLN)
Members of Distress Centres Ontario have been working hard to help
grow a Canada-wide national networking organization so we can
partner with more distress and crisis lines in other provinces. There are
significant service gaps through-out the country, but also significant
accomplishments that can serve as templates for best practices and
service innovations.
Under the name Canadian Distress Line Network (CDLN) we are
cooperating with 17 partners within the six national health regions. We
hosted a pan-national meeting in Ontario in January 2014 and will do
so again in September 2014. On behalf of the DCO membership, the
following designates serve in a variety of roles. Karen Letofsky (Distress
Centres Toronto) and John Jones (Torchlight) serve on the 1-number
committee, Liz Fisk (DCO) serves on the CDLN Executive and the
Knowledge Transfer Committee.

We believe in wider
networks and the benefits
of collegial relations with
organizations offering
similar services.

ü Dedicated to enhancing personal resiliency for individuals who are emotionally vulnerable
ü A Connected Canada that supports Individuals’ Emotional and Mental Health
ü Establish one easy to remember phone and online service for Suicide Prevention across Canada
ü Work towards Best Practices Registry, unified Accreditation system
ü Support Knowledge Transfer amongst service providers

canadian distress line network & ontario online and text crisis services

Ontario Online and Text Crisis Services (ONTX) Demonstration Project

SIOM update

The Statistics, Information & Outcome Measures (SIOM) program aims to paint a picture of the psychosocial landscape
of distress/crisis line calls province-wide. This process of providing Ontario with a deeper understanding of who is
reaching out to our local agencies and how these organizations benefit the community at large is accomplished through
the aggregation of data from call reports throughout the membership.
Through 2013-2014, the SIOM program focused on determining the impacts of our services on a variety of factors
that affect Ontarians today. One of these topics included how providing support, social inclusiveness and a safe
space for those who are calling our lines can act as a means of crisis prevention and as a longer–term social network
for vulnerable persons. We were also able to identify seasonal differences in expressions of loneliness, isolation,
intrapersonal conflict and mental health conversations that can tell us more about the population we serve.
Additionally, we were able to focus our efforts on determining potential partners through an evaluation of who was
referring callers to our services and who we were referring them to, strengthening our connections with other agencies.
In 2014, we were able to move from a yearly collection process to a quarterly one which going forward will ensure that
we are able to have a greater understanding of social changes as they happen on our lines, allowing us to work together
as an association to support the callers, call takers and the greater provincial picture.

Number of calls
in 2013 =

What callers have on their minds?

n Interpersonal, 22%
n Mental health issues, 20%
n Mental health status, 14%
n Physical health status, 8%
n Occupational or financial, 7%
n Addictions, 7%
n Suicide, 6%
n Abuse/violence, 6%
n Elder abuse, 3%
n Legal, 2%
n Physical health issues, 2%
n Developmental issues, 1%
n Sexuality, 1%
n Immigrant/newcomer, 1%

263,500 +
2012

vs

2013

Percentage of callers
discussing interpersonal
challenges:

32%

22%

Percentage of callers referring
by friends and family:

37%

15%

Gender divide:

Our callers respond positively after calling our lines
Increased	
  
ability	
  to	
  cope	
  
7%	
  

Decrease	
  in	
  
isola@on	
  and	
  
loneliness	
  	
  
20%	
  
Decrease	
  in	
  
distress/
anxiety	
  level	
  
31%	
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  Decrease	
  in	
  
suicidal	
  
intent	
  
3%	
  
	
  Self	
  esteem	
  	
  
self	
  control	
  or	
  
conﬁdence	
  
improved	
  
31%	
  

64%
36%

Female
Male

63%
37%

We’re referring callers to:
COUNSELLING SERVICES

16%

28%

MOBILE CRISIS UNITS

14%

8%

COMMUNITY &
GOVERNMENT AGENCIES

9%

22%

HOSPITAL & EMERGENCY
ROOM

Caller	
  says	
  
they	
  feel	
  
be<er	
  
7%	
  

7%

12%

DOCTORS & PSYCHIATRISTS

7%

9%

How do callers find us, or who is referring them
to Distress Centres?

2014 is proving to
be a busy year...
Number of calls Jan 1st
thru March 31st =

61,065 +
n Advertising
n Community or
government agency
n Family friend or relative
n Hospital

n Internet or phone service
n Medical professional
n Mental health worker
n Police/9-1-1

An important part of our service is referring our callers
to further resources

Percent of callers who
were in distress =

14%

Percent of callers who needed
emotional support =

23%
n Basic needs services
n Community or government
n Counselling
n Doctor or psychiatrist
n Hospital/ER

n Housing/shelter
n Legal resources
n Mobile crisis team
n Police/9-1-1

We support our callers in many different ways:
n Emotional support
n Exploration of options
n Intervention initiated
n Listening support
n Provided information
n Immediate crisis diffused
n Self-esteem, control or confidence improved
n Action plan explored
n Caller says they feel better
n Decrease in distress/anxiety level
n Descrease in isolation and loneliness
n Referred caller to appropriate resources

Percent of callers who were
seriously discussing suicide =

5%

Number of suicide
attempts in progress
where we intervened =

36

Percent of callers who had
mental health issues =

39%

Percent of callers who made
a point of telling us they
appreciated our services =

23%

education & training

learning forums
DCO offers educational
and training services to its
Member Centres’ staff and
volunteers through: the
Learning Forums website,
webinar series, online
lunch & lunch sessions,
twice yearly networking
conferences and quarterly
eNews updates.

Learning Forums Member Usage

Features of our Learning Forums
ü Members can learn at their own pace – videos are
accessible 24 hours a day, 7 days a week
ü Web materials are designed specifically to meet learning
needs of distress/crisis line workers
ü A wide variety of topics are offered
ü Greater access to expertise by professionals from across
the province
ü Simple, easy to use web format
ü Accessible anywhere – work, home and other locations
where internet is available
ü Immediate results and feedback provided through online
quiz and assessment of learning

LEARNING FORUMS
FROM DISTRESS CENTRES ONTARIO

Top 5 Viewed Learning Forums Videos

36.4%
New User

Active Listening: The Power of Empathy
Victoria Kehoe

63.6%

Repeat User

Communicating with Youth
Experiencing Depression or Suicidality
Dr. Heather Fiske
Taking Care of the Heart ‒ Your
Resiliency Matters

Regular users accounted for 4,259
sessions during the year versus new
visitors with 2,437 sessions logged
in. Individual members access
Learning Forum videos for their
personal professional development.
In addition, they are being used for
initial training of phone line workers
and for on-going in-service training
by member centres.

No. of new learning videos
added to the Learning
Forums in 2013-14 =

12

Current no. of
videos in the Learning
Forum library =

Distress Centres Ontario Annual Report 2013-14

33

Yvette Perreault
How to Talk About Eating Disorders
Lauren Dixon
Seasonal Affective Disorder
Len Dykstra

Average no. of members
accessing the website
(sessions per month) =

904

No. of active users of
the Learning Forums
website in 2013-14 =

1,112

webinars

lunch & learn

Features of our Webinars

Features of our Lunch and Learn Sessions

ü Dynamic presenters

ü Designed specifically for Centre Leaders

ü 4 Evening sessions

ü Professional Speakers

ü Selected learning materials – pretest and readings

ü Practical, Interactive

ü Q & A interactive component

ü Variety of topic areas generated with input from
member centres

DCO’s Spring Webinar series for Crisis and Distress Line
Workers put a focus on LGBT issues, providing members
with new knowledge, insights, and strategies for providing
support to distress line callers.
TOPIC: Moving Your Understanding on Issues of Sexual
Orientation and Gender Identity Supporting the LGBTQ
Community
PARTICIPANTS: Over 100 staff and volunteers from all
Member Centres across Ontario
The 4-week program received an overwhelmingly positive
response from participants. Each evening was hosted by a
different expert speaker, presenting a specific aspect of the
topic. The final session built on the information of previous
sessions. It went on to highlight the skills, strategies and
resources available to distress/crisis line workers which
could help them in their work on the phone lines when
responding to callers presenting with LGBTQ issues. The
program included the following:
• Introduction, Terms, Definitions, Global
Perspective
• ‘Coming Out’ and Issues of concern for the
LGBTQ individuals
• Transgender Issues
• Building Support Networks, Building
Inclusivity into the Helpline Program

Participant feedback on the webinar

series

ker taught us something new
‘I loved this webinar series! Each spea
it resulted in a very well done
and from a different perspective and
ort the LBGTQ community.’
and comprehensive view of how to supp
rtant topics and gave
‘This webinar touched base on impo
better aid clients’
appropriate information in order to
and how it nicely
‘I really appreciated this last webinar
spoken in the last three
summarized and built upon what was
weeks.’
e. And I understand LGBT
‘It was an overall wonderful experienc
better now.’
mative learning experience.’

‘Thank you for offering such an infor

ü Concise delivery - 1 hour sessions

Lunch & Learn Sessions - 2013 / 2014 Examples
Writing a Gold Standard SOV Nomination
PRESENTER: Brenda Buchanan, Volunteer Coordinator,
Oakville Distress Centre
FOCUS: Participants learned how to write Spirit of
Volunteerism nominations that are detailed and
descriptive; how the narratives are evaluated in order to
make the most of a submission, and gained tips and insights
on how to write a gold stamp nomination submission with
strategies to write nominations which best promote and
acknowledge the work of volunteers.
Canadian Anti-Spam Legislation (CASL)
PRESENTER: Ryan M. Prendergast, B.A., LL.B., Carter
Professional Corp.
FOCUS: Understanding the new federal legislation effective
July 1st and how it applies to charitable organizations. Learn
the rules regarding commercial electronic messages and
how it can affect the communications with our members
and the broader public. Guidelines are provided for what is
allowed and prohibited under the new requirements and
timelines for compliance.
The ‘How to’ of Developing a Community Access Line
PRESENTER: Kyrsten Boucher, Team Lead, Niagara Mental
Health & Addictions Access Line Distress Centre Niagara
FOCUS: Attendees received an overview of the new Mental
Health & Addictions Access Line in Niagara and the steps
that were involved in its development. A detailed outline
was provided of the way leaders from across various
agencies worked together to achieve a common goal to
help meet a need in the community. The information had
transferable components with applicability to a variety of
initiatives and community settings.

networking & communication

conferences

eNews + Views

Objectives of our Conferences

Features of our eNewsletter

ü To foster opportunities for networking and information
sharing amongst our member centres and partner
organizations.

ü Delivered monthly in electronic format

ü To provide learning opportunities, information and
support to our member centres and partner organizations.

ü Topics include management, administrative
practices, mental health issues, human
resource practices, volunteer management

ü To support the development of distress line programs and
crisis line services and opportunities throughout Ontario.
Each year Distress Centres hosts two networking conferences
usually in the spring and fall of the year. Our communities win
when we work and learn in partnership. These conferences
are of interest to those working in the field of distress and
crisis line support as well as supporting individuals with
mental health issue.

ü Available for printing to post in call-rooms
ü Edited for easy readability

ü Archive of over 7+ years of articles on website
www.dcontario.org for easy reference
DCO’s monthly newsletter provides a variety of
articles on topics of interest to our membership as
well as information on upcoming events.

Fall 2013’s conference was titled QA – Questions and
Answers about Quality Assurance. Our Keynote was Alan
Strong speaking about his experiences and ‘Getting On
with the Business of Living.’ A half-day session led by Paula
Blackstien-Hirsch focused on Quality Improvement within our
environment. Following the overview of an organizational
quality agenda with key drivers for success, small groups
discussed several high-level quality aims and customized
them to their own organizations.
Spring 2014’s conference focused on Trauma Informed
Support with a variety of interesting, educational presenters.
Attendees participated in sessions on The Aftermath of
Sudden Violent Death, Trauma Informed Care Best Practices
and Fostering Resilience and Post-Traumatic Growth. Day
2’s keynote address was delivered by Melissa McCormick,
offering her personal account of kidnapping and personal
trauma and moving forward in her life.

Centre Leaders drafting measures for a high quality plan
Participants in panel discussion of Best Practices in
Trauma Informed Support
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DCO’s revenue and
income totaled
$244,719 for fiscal
2013-2014.

Government grant
Strategic funds

$217,200

Copies of the audited
financial statements are
available upon request
from the DCO offices.

$18,869

Memebership fees

$8,450

Donations

$200

The financial records
of the association
are audited by BDO
Canada LLP Chartered
Accountants, Guelph,
Ontario.

$244,719

Program funding allocations 2014
Association programs

$91,340

Education programs

$41,945

SIOM

$14,832

Online/text services

$10,110

Program development

$37,003

Communications/recognition
Admin support and infrastructure

$6,776
$40,867

Staff development

$3,724
$246,597

the fit is right

How our Programs align with our Strategic Priorities
Strategic Priorities

Increase access
for Ontarians in
crisis or distress by
offering multiple
service delivery
channels thru
province-wide
integrated support
lines/web services
and use of new
technologies

Provide sharing and
capacity building
services for our
membership
and partners
thru superior
quality education;
information
sharing; training

Assist our
membership
to realize their
social objectives
thru increasing
awareness of
their services and
promoting service
delivery models

Expand the
resource capacity
of our association
and network
by emphasizing
financial support,
communications,
HR and
organizational
development

Realign the services
and direction of
the association to
reflect transitions
in Health Care.
Mental Health &
Social Services

DCO Programs
Learning Forums - on line and
video education

ü

ü

4-session Webinar series

ü

ü

Lunch and Learns

ü

ü

Spirit of Volunteerism Recognition
Online /Text Services ONTX

ü

Canadian Distress Line Network

ü

Crisis Worker Certification

ü

ü

ü

ü

ü

ü

ü

ü

ü

ü

ü

ü

ü

ü

ü

1-800-suicide Ontario

ü

ü

ü

SIOM Statistics Information and
Outcome Measures

ü

ü

ü

Network Conferences

ü

ü

eNews + Views
Outreach activities

ü
ü

ü

ü
ü
ü

ü
ü

financials

Funding streams 2014

DCO Board of Directors 2012-2013

mission

DCO is a provincial network that leads, promotes and
builds the capacity of community based agencies engaged
in activities related to suicide prevention and improving
the quality of life for Ontarians.

Karen Letofsky (Chair)
Victoria Kehoe (Past Chair)
John Jones (Vice Chair)
Colleen Gallagher (Secretary/Treasurer)
Alison Caird
Linda Gerger
Clarence Haverson
Charles Laframboise | retired Sept 2013
DCO Staff
Executive Director
Elizabeth Fisk

aspirations
By 2016 we will have:
ü
ü
ü
ü

A strong sector-wide association
A Collaborative Network
Financial Stability
Recognition as the Sector Hub of Expertise

Learning & Development Coordinator
Laura Donatelli
Administrative & Program Facilitator
Jackie Grigsby
SIOM Coordinator
Hailey Hechtman
On-Line Service Coordinator
Jill Wolski
Member Agencies (March 31, 2014)
Contact information for member centres
can be found on our website at dcontario.org
Telecare Cambridge Distress Centre
Chimo Helpline
Distress Centre Durham
Telephone Aid Line Kingston (TALK)
Developmental Services of Leeds and Grenville
London & District Distress Centre
Distress Centre Niagara
Distress Centre North Halton
Nunavut Kamatsiaqtut Helpline
Distress Centre Oakville
Distress Centre Ottawa & Region
Spectra Community Support Services
Tel-Aide Outaouais
Distress Centres Toronto
Distress Centre Waterloo Region
Community Torchlight Guelph/Wellington/Dufferin
Distress Centre Windsor-Essex

30 Duke Street West
Suite 1016
Kitchener, ON N2H 3W5

We appreciate the generous financial support
of our long term funder:

Phone | 416.486.2242
Fax | 519.342.0970
Email | info@dcontario.org
Web | dcontario.org

We also wish to thank the individuals
who provide support to our programs via
CanadaHelps.org on our website.

