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Moving forward through partnerships
Aller de l’avant grâce à des partenariats

Report of the Executive Director
Where does the time go? I have been on board 6 months as I write this message. It has been a busy 6 months while I
work at managing the operational and leadership duties of this role. Provincially there are many changes that impact
our sector and DCO is committed to supporting our members in managing this impact.
I am getting out and meeting our members, I am gaining a tremendous appreciation of the unique nature of the work
each member organization does, and I am understanding what members require from their membership with DCO.
Members want value for their membership, this includes a collective provincial voice
at decision making tables; it includes the opportunity to network, share and be
inspired by the work of fellow members such as our Webinars and annual
conferences, and it includes tangible benefits of group size for economy of
scale and return on investment such as access to high quality, innovative
and responsive Learning Forums.
To this end, we heard you and the provincial voice of related sectors
that Loneliness is having a significant negative impact on Mental
Health and Addictions. Our annual conference will focus on
shedding some light on this topic. We ask the question how do
we differentiate between Loneliness and Solitude? Beyond the
conference, we have been and will continue to, explore this topic
via our Newsletter, e-News and Views. We have Nina Spencer,
motivational speaker, inspire us to get joy out of our work, paid or
volunteer. There is a greater need than ever in these tumultuous
political times to find joy and connection, to build resilience. We
hope that our kickoff dinner for the conference will influence us to
find and keep this joy.
The 2018-2019 Annual Report will provide us with our customary
review of existing services, while this Executive Director report lets us
focus on what the future can bring. As the pressures of consolidation
increase on community organizations, the trend has a ripple effect on the
Association. For example, the emerging Ontario Health Teams (OHT) leave
us with many questions for its implications. DCO has taken an active role in
understanding what this means for our members; we will discuss this in further
detail at the Annual Conference as we will have Lynette Katsivo from Addictions and
Mental Health Ontario (AMHO) to update us on the progression of Ontario Health Teams.
Building on the work Liz Fisk began, the Learning Forum is excited to launch the first season of our podcasts titled More
on Addictions. It is a four-part season featuring two episodes on what does addictions look like, one episode with a
courageous person recovering from drug addiction and the final episode will be on resources. We believe that additional
modalities of learning meet the requirements of evolving member needs. Our commitment is to continue to monitor
and improve our offerings to meet the member needs.
I wish to acknowledge the contributions of Liz Fisk in getting us here, the dedication of the Board in providing
Governance excellence in Stewardship and the enthusiasm of the membership as they extend a warm welcome and
their support to myself in leading DCO into the future.

Message from the Chair of the Board
As Distress and Crisis Ontario closes the past year it feels like we
should take a moment to reflect. We have said goodbye to Liz
Fisk and welcomed our new leader, Neta Gear. By the time
you read this she would have been on board for over six
months. She brings passion and creative solutions towards
moving DCO forward and is extremely motivated towards
understanding and expanding the work of DCO. Neta
comes to us with significant experience in the Mental
Health and Addictions field as well as being a longtime senior leader in a variety of related sectors. She
appreciates our work within a collaborative partnership
with our key stakeholders.
As we enter into the final year of our strategic plan we
look towards creating a new one with significant input
from our member organizations. Relationship building and
capacity building continue to be two key strategic priorities;
especially considering the leadership change in DCO and
the current political climate. Accountability, collaboration and
empowerment, accessibility, inclusion, integrity, and leadership
are our key organizational values that guide DCO.
Another of our key strategic priorities is to enhance member benefits
and services. With the new Executive Director on board, her role will involve
meeting with each member organization within the next year to get member
feedback that will be utilized in developing the next three-year strategic plan.
Our educational online forums continue to be valued by staff and highly trained volunteers at our member organizations.
We have been working feverishly to keep them updated with new information. We are also in the process of adding more
new topics and modalities such as podcasts to meet the needs of our members. Additionally, the networking days continue
to provide support and education and collaborative participation.
DCO welcomes Diwa Satku as a new Board member to be ratified at the AGM. Diwa comes to DCO with a deep desire to
learn about our business, contribute her significant financial skills and lend her leadership to grow DCO.
Finally, I would like to thank our existing Board of Directors for their generous time and the knowledge they have given
to DCO.

Colleen Gallagher
Board Chair

My promise to DCO and its’ membership is to do my best to meet the evolving needs, I am thrilled to be working
alongside such dedicated leaders; thank you for welcoming me, offering me your support and trust.
Warm regards

Neta Gear
Executive Director
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Education Services

DCO Networking Events
DCO HAS

15
Capacity Building for Responders and Staff
ü Dedicated Learning Forums Website
ü Online Lunch and Learn Sessions for Centre Leaders
ü Webinar Series for Staff and Volunteers

LEARNING FORUMS (from Distress and Crisis Ontario)
is an innovative website for sharing information, best
practices and general knowledge about a variety of topics
of interest to distress centres, crisis lines and various
telephone support or hot lines.

Middlesex, Durham, Halton, Kingston,
Lanark Leeds Grenville, Niagara,
Nunavut (Kamatsiaqtut), Ottawa, Kingston,
Spectra, Talk4Healing, Torchlight,
Tele-Aide Outaolais, Toronto, Windsor-Essex

ü Monthly eNews+Views Newsletter

Learning Forum Quizzes
Learning Forums Website

# OF QUIZ COMPLETIONS BY MONTH

The online Learning Forums website currently has a catalogue
of 56 different topics presented in video format with additional
related text information. A summary quiz is provided for each
video which users can complete in order to review or test their
learning after viewing the video.

159
# OF NEW USERS
ACCOUNTS

13
# OF ACTIVE USERS
ACCOUNTS

APR 2018

66

MAY 2018

104

JUN 2018

85

JUL 2018

78

AUG 2018

21

OCT 2018

51

NOV 2018

48

DEC 2018

25

JAN 2019

69

13,028

FEB 2019

37

# OF PAGE VIEWS

MAR 2019

49

2,929
# OF SESSIONS

The Lunch and Learns offer online sessions
on a various topics of interest on leadership,
program development and staffing issues.
This year topics focussed on volunteer call
responders working within the Distress Centres:
Volunteer Recruitment: ‘Open Mic-Sharing
Ideas on Volunteer Recruitment’
Lead presenters: Brenda Buchanan, Halton
Distress Centre, and Andrea Rennie, Niagara
Distress Centre

930

4.54%

# OF QUIZ
COMPLETIONS

TABLET

18.86%

The June 2017 Networking Day continued discussions on the Code
of Ethics and reviewed DCO’s decision making matrix. We also had
PGgrowth join us to present on the possibility of developing an
Alumni and Planned Giving program in our efforts to develop a
sustainable funding stream for DCO moving forward.

LUNCH AND LEARN SESSIONS

Volunteer Engagement: ‘Open Mic – A
Sharing of Ideas, Strategies and Experiences
on DC Volunteer Engagement’

1.84
AVERAGE NUMBER OF
SESSIONS PER USER

Our April 2017 conference in Hamilton covered many issues, from
policy, regulatory, HR, and governance changes, to cyber threats and
security. Teleconference capabilities allowed presentations on the
Big White Wall and Bounce Back programs. We also had preliminary
discussions on the possibility of developing a Code of Ethics.

Capacity Building for Staff and Leaders

144

SEP 2018

MEMBER CENTRES
ACROSS ONTARIO,
QUEBEC AND NUNAVUT

In 2018, DCO hosted two networking conferences: a 2-day
conference in Hamilton, and 1-day in Oakville in June that was held
in conjunction with our AGM and SOV recognition event.

Lead presenter: Brenda Buchanan, followed by
participant discussion and idea sharing.

76.6%

MOBILE

DESKTOP

Top 5 Viewed Videos
Apr 2018 – Mar 2019
1. Limits and Boundaries
2. Duty to Report
3. Focus on Anxiety

WAYS IN WHICH
PARTICIPANTS ACCESSED
THE LEARNING FORUMS

4. Mental Health First Aid
5. Professional Approach to Report Writing
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SIOM

SIOM (statistics, information and outcome measures)
Providing DCO member organizations with information to compare their program
statistics and outcomes with the provincial aggregate information is a powerful
management tool available to DCO organizations. The detailed SIOM statistical
review, published annually, highlights contact issues/concerns, demographics,
suicide statistics as well as outcome measures of the support provided during
interactions.
DCO member organizations across Ontario provided emotional support, distress
management and crisis intervention services in response to 339,545 contacts in
2018, representing a 5% increase in aggregate numbers over the previous year. As
in previous years, this growth relates primarily to the continued increase in call out
program contacts, which reached a high of 157,158 in 2018. While there was an
increase in overall aggregate numbers, the number of organizations reporting data
decreased to 8, down from 10 in 2017.

Drilling down to specific areas of concern, the top three
reported mental health diagnoses are schizophrenia, mood
disorders and anxiety disorders, representing 50,000 reported
distress and crisis line contacts in 2018. Issues related to
emotional health and wellbeing consist of an additional
135,000 reported distress and crisis line contacts in 2018.

10%

ACTION PLAN
EXPLORED
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3%

PARANOIA

2%

SELF INJURY

Statistics, Information and
Outcome Measures

EMOTIONAL
HEALTH &
WELLBEING
INDICATORS

SELF-WORTH

2%

FEARFUL

9%

OVERWHELMED

2%

ANGER

9%

ALCOHOL

2%

HYPERACTIVE

6%

SMOKING

1%

VIOLENT TO OTHERS

4%

EMOTIONALLY
FLAT/NUMB

100%
of callers experiencing
distress or crisis had
one or more positive
outcomes

TOP TEN CONCERNS
RELATIONSHIPS 27%
LONELINESS/SOCIAL CONTACT 19%

Southwest
103,117

Central
175,141

East
61,287

30%

52%

18%

Niagara

Durham

Windsor

Toronto

Lanark, Leeds
& Grenville

Guelph/Wellington

Peel

Ottawa

ISOLATION 15%
DEPRESSED

6%

SCHIZOPHRENIA/PSYCHOTIC DISORDER

6%

ANXIETY

6%

EMPLOYMENT

6%

FINANCIAL

5%

SELF-ESTEEM/SELF-WORTH

5%

MOOD DISORDERS

5%

Top reported
concerns:
Relationships 27%
Loneliess 19%
and Isolation 15%

REPORTED MENTAL HEALTH DIAGNOSIS

28%
DECREASE IN
DISTRESS/CRISIS

339,545
TOTAL # CALLS

96%

11%
SELF ESTEEM OR
CONFIDENCE
IMPROVED

TROUBLE SLEEPING

13% SELF-ESTEEM/

7%
INCREASED
CONNECTION WITH
RESOURCES

3%

WORRIED/STRESSED

15% DEPRESSED

The southwest region experienced the greatest increase in reported volume, rising
10% from 2017 to 2018. The Central region also experienced an increase of 4% in
2018. The eastern region reported volume consistent with the previous year.
What were Ontarians experiencing when they accessed
distress and crisis services? The detailed 2018 data continues
to reveal the wide range of complex issues faced by those
who reach out for help. In 2018, 100% of those specifically
experiencing distress or crisis when accessing services
experienced one or more positive outcomes. Further, 96%
of those seeking emotional support experienced one or
more positive outcomes. Regarding suicide, 95% of callers
experiencing a suicidal crisis were successfully deescalated
without involving emergency services, effectively preventing
ER visits across Ontario.

28% FEELING ANXIOUS/

of callers seeking
emotional support
had one or more
positive outcomes

OUTCOMES

18%

25%

INCREASED ABILITY
TO COPE

DECREASE IN ISOLATION
AND LONELINESS
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95%
of callers in suicidal
crisis were successfully
de-escalated without
emergency services

SCHIZOPHRENIA/PSYCHOTIC DISORDER 30%
MOOD DISORDERS 24%
ANXIETY/PANIC DISORDER/PHOBIAS 19%
SLEEP DISORDER

7%

OTHER DISORDER(S)

6%

PERSONALITY DISORDER

5%

POST TRAUMATIC STRESS DISORDER

4%

EATING DISORDERS

2%

DISSOCIATIVE DISORDER

2%

ADD/ADHD CHILDHOOD DISORDER

1%

DELIRIUM/DEMENTIA

1%

77%
of those who disclosed
a mental health
diagnosis are receiving
treatment
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2018 Nominees and Recipients

ONTX (ontario online & text crisis services)

Julia Biamonte | Young Adult
Distress Centre Niagara

The Online Chat & Text (ONTX) service allows individuals in the community to
communicate with us without having to speak over the phone on one of our
crisis lines. It is a safe, confidential, one-on-one conversation with a highlytrained volunteer responder. The following stats represent activity tracked for
the ONTX service during the 2018 fiscal year.

Valerie Brosseau | RECIPIENT
Distress Centres Durham

On June 22nd, 2018 DCO celebrated the 11th anniversary of the Spirit of
Volunteerism Recognition at the Oakville Golf Course in Oakville, Ontario.
We were pleased to welcome 50 guests, including nominees and recipients,
their friends and family, and their cheerleaders from their member
organizations who joined DCO for an evening of music and celebration.

20,732
TOTAL # TEXTS/CHATS

71%

GENDER

25%

FEMALE

80%

20%

OF VISITS FROM
WITHIN ONTARIO

OF VISITS FROM
OTHER PROVINCES

MALE

Top reported
Interpersonal Issues:

4%

Volunteers are at the core of the work that our member distress and crisis
organizations do for their communities. The dedication and commitment
they give continues to amaze. Each year, through the Spirit of Volunteerism
Recognition, we acknowledge those exemplary volunteers who display the
finest qualities that make them exemplary volunteers.

Loneliness 25%
Family Relationship 20%
and Isolation 19%

OTHER
Transgender/Questioning

Luis Gallardo | Young Adult
Spectra Helpline
Desiree Homolka | Young Adult | RECIPIENT
Distress Centre Niagara
Inge Khayyal
Distress Centres Toronto – Scarborough
David Lai
Spectra Helpline
Bianca Low Kum | Young Adult
Torchlight

Claire Pecora | Young Adult | RECIPIENT
Telephone aid Line Kingston (TALK)
Abigail Peristy
Spectra Helpline

MENTAL HEALTH ISSUES 24%
ABUSE/VIOLENCE 13%
SUICIDE 12%
9%

Ayah Ellithy | RECIPIENT
Distress Centre Halton

Lauren Palmer | RECIPIENT
Distress Centre Durham

INTERPERSONAL 25%

MENTAL HEALTH DIAGNOSIS

Iti Dookie
Distress Centre Toronto - Scarborough

Vidhya Prentice
Distress Centres Toronto – North
LONELINESS 25%

MENTAL HEALTH STATUS

8%

OCCUPATIONAL/FINANCIAL

5%

PHYSICAL HEALTH ISSUES

1%

ADDICTIONS

1%

Interpersonal 23%

PHYSICAL HEALTH STATUS

1%

SEXUALITY

1%

LEGAL

1%

Mental Health Issues 22%
Abuse/Violence 12%
and Suicide 11%

The most prevalant
issues presented:

DEVELOPMENTAL ISSUES <1%

Fraser Pringle | Young Adult
Downtown Mission Distress Centre
Windsor-Essex

RELATIONSHIP - FAMILY 20%
ISOLATION 19%
RELATIONSHIP 16%

Ann Pritchard
Torchlight

RELATIONSHIP - SPOUSE/PARTNER 12%
BEREAVEMENT/LOSS

6%

CAREGIVER ISSUES

1%

ANGER MANAGEMENT

1%

SOV Nominees and Recipients at the 2018 Spirit of Volunteerism
Recognition Event, June 22, 2018

Susan Robinson
Spectra Helpline

CULTURAL ISSUES <1%

IMMIGRANT/NEWCOMER <1%

Top reported
Mental Health
Diagnoses:

program and service recognition
la reconnaissance de programmes et services

Mood Disorder 26%
Top reported
Mental Health Issues:
Depressed 21%
Stressed 18%
and Anxious 17%

DEPRESSED 21%

Self Injury 23%
and Anxiety/Panic
Disorder 20%

DCO has always been proud of the many significant and varied programs and
services that its membership offers their communities. They are an integral
part of psycho-social safety net which keeps individuals at risk or in distress out
of harm’s way.

STRESSED 18%
ANXIOUS 17%
OVERWHELMED 15%
WORRIED 10%
ANGRY

7%

FEARFUL

5%

TROUBLE SLEEPING

3%

FLAT AFFECT/NUMB

2%

PARANOID

1%

HYPERACTIVE <1%

MOOD DISORDERS 26%
SELF INJURY 23%
ANXIETY/PANIC DISORDER, PHOBIAS 21%
EATING DISORDER

8%

PTSD

7%

PERSONALITY DISORDER

6%

OTHER DISORDER(S)

4%

IMPULSE CONTROL

1%

ADD/ADHD, CHILDHOOD DISORDER

1%

SCHIZOPHRENIA

1%

SLEEP DISORDER

1%

PARANOIA

1%

DISSOCIATIVE DISORDER

1%

The DCO Board of Directors was pleased to present the 2018 Program and
Service Recognition Award to the Multilingual Helplines run by Spectra Helpline.
Peel Region has a large immigrant population that grew 15.91 percent between
2006 and 2011, and 44.2 percent of the region’s population speaks an unofficial
language as their mother tongue. This shows there is an increased demand
for culturally appropriate services to accommodate this growing immigrant
community. Spectra operates eight multilingual helplines that directly
supports people in their own language including Punjabi, Hindi, Urdu, Spanish,
Portuguese, Cantonese, and Mandarin. In 2017-2018, Spectra’s multilingual
helplines received 2,168 inbound calls. The lines were supported by over 35
committed volunteers.

Jin Zang, Program Coordinator, Chinese
Community, Spectra Helpline; Colleen
Gallagher, DCO Board Chair; Kathy Connor,
Program Coordinator, Spectra Helpline.

DELIRIUM, DEMENTIA <1%
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Financial Information

DCO Board of Directors 2018-2019
Colleen Gallagher (Chair)
Ron Dunn (Vice Chair)
Jade Surgeoner (Secretary/Treasurer) (resigned)
Shilpa Barchha (resigned)
Peter Donnelly
Janice Gardner-Spiece
Shri Kalyanasundara
Glen Katsnelson
Stacy Terry

Funding Sources 2018-19
Ministry of Health and Long Term Care
Membership fees

$217,200
10,770

Donations

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

824

DCO Staff

$228,794

Elizabeth Fisk – Executive Director (retired)
Neta Gear – Executive Director
Jackie Grigsby – Administrative & Program Facilitator
Laura Donatelli – Learning & Development Coordinator
Melissa Bosman – SIOM Coordinator
Cindy Slavik – ONTX Program Coordinator

Allocations 2018-19
Salaries and benefits, travel and contract staff

$134,361

ONTX Online & Text Services

33,096

Program delivery

16,505

Professional fees

11,210

Rent

11,032

Office and administration

7,324

Education programs

6,885

Fund development

4,158

Memberships

2,507

Board, committee and meeting expenses

2,279

Insurance

1,848

Staff education

Member Agencies (March 31, 2019)
CMHA Middlesex
Distress Centre Durham
Distress Centre Halton
Telephone Aid Line Kingston (TALK)
Developmental Services of Leeds and Grenville
Distress Centre Niagara
Nunavut Kamatsiaqtut Helpline
Distress Centre Ottawa & Region
Spectra Helpline
Talk 4 Healing (Beendigen Inc)
Tel-Aide Outaouais
Torchlight
Distress Centres Toronto
Downtown Mission / Distress Centre Windsor-Essex

682

Computer maintenance and supplies

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

580
$232,467

DCO’s income and revenue totaled $228,794 for fiscal 2018-19.
Copies of the audited financial statements are available upon request from the DCO offices.

Contact information for member centres
can be found on our website at dcontario.org

The financial records of the association are audited by MAC LLP Chartered Professional
Accountants, Waterloo, Ontario.
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Phone

416.486.2242

Fax

519.342.0970

moving forward through partnerships | aller de l'avant grâce à des partenariats

Email

info@dcontario.org

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

Web

dcontario.org
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