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VISION 
To be the leader and provider of 
choice offering innovative and 
quality services for seniors to live 
independently in their own 

homes and communities. 

MISSION 
To provide client‐centered services for 
seniors and their caregivers which promote 
choice, independence, and safety in their 
own homes and communities. 

VALUES: 

COLLABORATIVE:  That collaboration with other 

organizations is essential in order to create a comprehensive 
service system that is responsive to the needs of seniors 
within the parameters of the human and economic 
capabilities of the organization. 
 

ACCOUNTABLE:  That our organization must provide our 

services through a delivery system which is fiscally prudent, 
accountable, and continuously evaluated.   
 

RESPECT:  That our organization must promote the basic 

human rights, respect, dignity, and safety of the people we 
support. 
 

TEAMWORK:  That our organization must provide our 

services through a team approach that promotes active 
participation of the individuals and families we support.   
 

SUPPORTIVE:  That our organization must support a safe 

work environment which provides opportunity for growth, 
creativity, and mutual respect which ultimately benefits the 
individuals we support.     

 

ACHIEVED OBJECTIVES: 

Marketing & Promotion 

  Marketing & PR strategy updated & implemented. 

 Be well known in all communities as the provider of  

             choice for seniors. 

  Increase in referrals to our programs/services. 

 

       Ability to meet South East LHIN benchmark service 

targets within 12‐18 months. 

 

 Re‐establish a credibility with donors & potential 

Quality Assurance 

 Formalized process for client & family feedback. 

 

 Preparation and education to become an accredited 

agency. 

Strengthen Our Volunteer Program 

 
 

 

                

Collaboration with Community Partners 

 
 

 

 Partnered with other organizations who have similar 

services and amalgamated specific services to provide 

better quality care. 

Identify gaps in services based on referrals, client 

& family feedback, and referring agencies. 

Volunteer program fully developed & implemented.

Every program has adequate volunteer support by 

December 2021. 

Determine a required budget for the volunteer

program. 

We are able to provide immediate services to 

clients returning home from hospitals and/or 

primary care appointments in partnership with 

primary health care facilities through the 
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As we can all appreciate, the past year has been                                             
an unusual one with the onset of the pandemic in                                           
early 2020 and the ever-evolving changes and challenges                                
it presented for us all.   

With a clear set of objectives our organization was able to adapt and respond 
quickly to meet the needs of seniors during a time of uncertainty, fear, and 
isolation.  The Team came together with a plan to ensure there was food security, 
contact, and safety check-ins for seniors and vulnerable others who were isolated 
and in need of support.   

We were proud to expand our services and supports beyond our client-base with 
grocery shopping and delivery, preparing COVID bags of personal items, puzzles, 
magazines, books, etc. and bags consisting of main food staples, some of our 
frozen meals, and other grocery items which the team shopped for, packed and 
delivered to homes throughout Lanark, Leeds & Grenville.   

In addition to the tremendous teamwork and creative ideas of our caring staff, 
we would not have achieved our goal to ensure food security for our seniors and 
those outside of our client-base without the funding we received from local, 
provincial and federal funders/initiatives.  Without the ability to fundraise during 
a tremendously difficult and vulnerable time, we took every opportunity to secure 
funding to enable us to continue with the COVID food bags for our seniors and 
others for a nominal cost, and to subsidize those with limited financial means.   
The bags consisting of $50.00 worth food/goods were distributed for $10/bag 
and free to those who could not afford.    

In effort to ensure there was contact and support for those in isolation, i.e. living 
alone, living in rural areas, having no family, staff made frequent calls to check 
in with individuals to see how they were doing, and determine if there were other 
ways we could support them.  It was pleasing to see the creativity and 
adaptations that took place for several programs that were suspended due to the 
provincial/area lock-downs, in effort to continue supporting caregivers of those 
who attended our Adult Day Program.  Adult Day staff provided one-on-one In-
Home Adult Day service to ensure that caregivers continued to receive a break 
from their role – particularly during unprecedented times, and that clients (with 
dementia/Alzheimer’s) would continue to participate in brain stimulating 
activities and socialization.   

With the suspension of our Diner’s Clubs that so many seniors previously enjoyed 
each month, we transitioned to in-home visits and phone calls from our staff for 
seniors to enjoy a conversation and maintain a measure of socialization.   We 
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were fortunate to receive funding through the Ontario Government’s Virtual 
Program Initiative as well as the SE LHIN that enabled us to move to virtual 
programs.  We were able to purchase equipment, hardware, software, etc. to run 
virtual sessions.  We also purchased laptops that were loaned to seniors enabling 
them to participate in our virtual programs.  Designated staff went into homes to 
set individuals up with one of our laptops and provide some training on how to 
connect to our virtual programs.  Many seniors who previously enjoyed our 
congregate dining program (Diner’s Clubs) were able to gather virtually with 
others on a daily/weekly basis to participate in activities, socialization, and make 
acquaintances.  There has been a tremendous uptake in the virtual sessions with 
each full participation in every session that runs 5-days per week.    

Our Stroke Survivor/Caregiver Support Groups and Seniors’ Exercise & Fall 
Prevention Programs also transitioned to virtual sessions.  Despite the change 
and some challenges, participants have done well adjusting to a new way of 
receiving services with the support and creativity of our program leads (Stroke 
Support Program Health Promoter, and Exercise & Fall Prevention Program 
Manager).   

The impact of our support and services this past fiscal year has been clearly demonstrated 
by the significant increase in service volumes for programs related to food security and 
wellness checks/friendly visits, and the numerous accolades we have and continue to 
receive.     

Our team is extremely humbled by the number of cards, letters, and phone messages from 
individuals expressing their gratitude for the supports we provided during a time of 
isolation, uncertainty, and fears.  It was rewarding to hear that so many felt their worries 
and fears ease with knowing we were there to support and connect with them at a critically 
vulnerable time.    

This past year also provided opportunity to increase awareness about our organization as 
more individuals learning about who we are and what we do.  This was evident with the 
number of calls from individuals with enquiries and request for assistance with groceries, 
food deliveries, COVID food bags, etc.   

The immediate uptake and enthusiasm of seniors to participate in virtual programs, despite 
technological limitations and/or no previous computer experience, clearly reflected the 
eagerness of seniors to participate in activity, communication, and learning.   

We are pleased to have been able to meet the demand for food security with a 56% 
increase in the number of individuals served with our frozen meals compared to the 
previous fiscal and a 61% increase in the number of meals delivered.  This in addition to 
the 2,042 COVID-Food Bags that staff prepared and delivered, and the 360 grocery 
shops/pick-ups and deliveries to individuals’ homes, clearly demonstrates the impact that 
COVID had on so many individuals whom we were able to help. 
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Greetings from the Board Chair:  

 
Greetings and welcome everyone to the Annual General Meeting this evening.   
As we reflect on the past year, I can confidently say that each year becomes  
more interesting.   
 
First and foremost, I want to commend the Senior Support Services-CPHC staff for  
their dedication and perseverance to overcome some difficult challenges this past year, while 
continuing to provide ‘second to none’ services throughout Lanark, Leeds and Grenville.  The common 
phrase of the year seemed to be “pivot to the needs of the client”.   As we navigated through the 
pandemic, the Team was constantly shifting priorities in effort to ensure the needs of our clients 
continued to be met during this very different and vulnerable time.  It is with deep appreciation that I 
acknowledge our Executive Director, Tina Montgomery and her team for not only embracing the 
challenges of the past year, but surpassed them, finding alternate ways to support our senior 
communities throughout Lanark, Leeds and Grenville.  New programs were added while existing 
programs were adapted, all to ensure that our clients remained connected, safe, and living in their 
homes. 
 
On behalf of the SSS-CPHC Board, we appreciate and recognize the stellar services the staff continued 
to provide to the most vulnerable populations throughout our communities, all the while meeting strict 
guidelines as set out by the Province and Public Health.  With support from our partners, the staff were 
able to prepare and deliver hundreds of COVID food/personal hygiene bags to a growing number of 
clients, as well as delivery of groceries, and frozen Meals On Wheels to ensure the nutritional needs of 
our seniors were met without them having to leave their homes and to shop during times of uncertainty 
and fear.    The restrictions of the pandemic, required a suspension of the services/programs we provide 
in congregate settings, but they were replaced with virtual programs to ensure seniors could continue 
to socialize and participate in virtual activities, thereby reducing the feelings of isolation that so many 
experienced.  We look forward to re-opening our community programs, when safe to do so, as we 
proceed through the recovery stages of COVID-19.   
 
I take this opportunity to recognize the challenges and stressful times that the Board and Senior 
Management Team have endured and overcome these past few years.  It is most admirable, 
appreciated, and has been an absolute honor to work with such dedicated group of fellow Board 
members. The proverbial light is at the end of the tunnel and I see a very bright future for this 
organization.  We have a strong, committed, and passionate Senior Management Team who have led 
an equally amazing and dedicated group staff through many hurdles.  Together, our Board and Senior 
Management have guided the organization through some very difficult and exciting times.  I continue 
to learn from their expertise.   As we look to the coming year, I am proud and confident knowing that 
our clients will continue to be served and supported by such an amazing and dedicated team.   
 
It is my true pleasure this evening to welcome Cassie Cross and Julie McCarthy who stand for election 
to our Board of Directors.  Both Cassie & Julie have spent their careers serving the vulnerable 
populations in Leeds-Grenville.  We look forward to the competence, knowledge, and strong skills they 
will each bring to the Board.   
 
Sincerely, 
 
 
 
Kevin Spencer, Chair 
Senior Support Services-CPHC Board of Directors 
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Treasurer’s Financial Summary  
for 2020/21 
 
 
Senior Support Services-CPHC’s Financial Statements for the year ended  
March 31, 2021 are prepared in alignment with Canadian Accounting Standards  
for Not-For-Profit Organizations.   A complete copy of our audited financial  
statements are available by contacting us at 613-342-1747 ext. 2046. 
 
Statement of Operations 
 

The Statement of Operations provides a summary of the overall operating results for Senior Support 
Services (CPHC).   Revenues for the year ended March 31, 2020 were $4.77 million, consisting mainly 
of government contributions ($2.4million), client fees ($1.79 million) and COVID-19 funding ($98k).  
Expenses were $4.44 million, of which $2.37 million was spent on wages and benefits.  Supplies and 
Services were also a significant expense at $1.02 million.  We ended this fiscal year in a surplus position 
of $327,000. 
 
This surplus, inclusive of Lifeline profits, donations and other revenue generating activities has enabled 
us to continue to meet our debt obligations.  This year we were able to reduce our long-term debt by 
$83,000. 
 
Program Details 
 

Community Support Services are primarily funded by the Ministry of Health and Long-Term Care, and 
allocated by the South East Local Health Integration Network.  The balance of the funding is secured 
through client service fees, United Way funding, special grants, fundraising, and donations.  With the 
help of these funding bodies, the United Way Leeds & Grenville, area municipalities, our donors, 
volunteers and client fees we can continue to meet the growing needs of the communities we serve.   
 
This year, our organization, like many others experienced the profound impact of the COVID-19 
pandemic.  Our programs, services, and administration had to adjust and react quickly and proactively 
to continue to offer and deliver needed supports and services for the client we serve.   All services were 
impacted, some temporarily halted, many adjusted and delivered in different creative ways, and new 
COVID related supports and services were introduced.   
 
On behalf of the Finance, Audit & Risk Management Committee, I extend thanks to the staff and 
management of Senior Support Services (CPHC) for their efforts to deliver programs at a level of service 
the community has come to value from this organization.  The resiliency and flexibility of our staff 
during this very difficult and challenging time should be celebrated and commended. 
 
Respectfully Submitted, 
 
 
 
 
Jennifer Eastwood, 
Treasurer 
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From the Executive Director’s Desk:  

This past year continued to bring many changes with the ever-
evolving events of the pandemic.  Our team was focused and 
committed to ensuring that seniors, and caregivers across Lanark, 
Leeds & Grenville continued to receive the care and supports required, despite the need for some 
adaptations to align with the provincial restrictions and shut-downs.   I commend my team for their 
creativity, hard work, and heartfelt commitment in ensuring that we continued to be there for our clients 
as well as other individuals outside our client-base who were in need during these vulnerable times.   

We were successful with our efforts to secure funding through municipal, provincial and federal 
initiatives, as well as the SE LHIN.  This enabled us to ensure food security for seniors as well as others 
who were in need, while meeting the growing demand.  We had a significant increase in meal deliveries 
with individuals receiving COVID Food Bags and our frozen meals.  Our frozen meal clients increased by 
56% from the previous two (2) fiscal years and number of meals delivered increased by 61%.  We were able 
to provide 571 individuals with COVID Food Bags with our staff purchasing, packing and delivering 2,042 
bags with assistance from volunteers.  During the pandemic our staff completed 360 grocery shops or 
grocery pick-ups with delivery to clients/seniors.    Wellness bags consisting of personal products and 
items such as puzzles, books, games, etc. were also prepared and delivered to 1,163 individuals in a total 
of 1,225 trips.   

Despite the decrease in some programs such as transportation (70%), Adult Day (49%), and Diner’s Clubs 
(96%) due to suspension of programs and/or restrictions that impacted the number of individuals to be 
served, we continued to support seniors in other ways with In-Home Adult Day service, Wellness Calls 
and Friendly Visits to ensure they were safe, while providing some measure of contact, interaction, and 
socialization.  Staff made 4,052 Security/Wellness calls to 2,170 seniors with 258 one to 1.5-hour in-home 
social visits to 40 seniors during the past year.  Overall we had a 4% increase in clients for LHIN-funded 
programs from previous year and a 1% increase in clients for non-LHIN funded programs.   

Suffice to say, we could not have accomplished this past year without the support and funding we 
received.  We are most grateful to the SE LHIN, community partners, and the Ontario Community Support 
Association (OCSA) for their financial contributions that made this happen, in addition to the provincial 
and federal funding initiatives.   

As the province moved to transition from the Local Health Integration Networks (LHINs) system to 
Ontario Health Teams, I was pleased to be an active participant assisting with the planning and 
development of this new healthcare model, as a representative for the Community Support Service 
sector.  Working collaboratively with multiple community organizations, and representatives of various 
sectors, we were very pleased to learn that the Lanark, Leeds and Grenville Ontario Health Team was 
approved in November 2020.   
 
The Lanark, Leeds and Grenville Ontario Health Team (LLG OHT) continues to move forward with the 
planning, structure and implementation of the year one priorities; the focus of the LLG OHT for the first 
year will be to create a Primary Care Network, ensure all residents have access to a family doctor or nurse 
practitioner in the community, and create a system where mental health & addictions is attached to all 
primary care settings. This is an important task as mental health and addictions became a growing issue 
taking a forefront during the pandemic.   
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As the LLG OHT continues to make progress, we are pleased to be an anchor partner attending meetings 
of both the North and South Multi-Sectoral Committees, as well as a member of the Collaborative 
Decision-Making Working Group and the Lived Experience Advisory Network (LEAN) Committee. 

As a final reflection of this past year, I am proud of the work and progress that our Senior Management 
Team has made during the ever-changing times.   We have made tremendous progress with our strategic 
priorities while developing an Emergency Contingency Plan.  Moving forward in 2021/2022, with the hope 
of returning to some measure of ‘normalcy’ as we overcome the pandemic, we look forward to fulfilling 
new goals and objectives to further strengthen our support to our senior communities.   

In closing, I express my sincere gratitude to our dedicated staff who so diligently responded and adapted 
to the ongoing changes, overcoming the hurdles and challenges, making us the strong Team we are 
today.  Your ongoing commitment and dedication, despite times of uncertainty and personal/ 
professional obstacles arising from the pandemic is to be commended.   You are valued and we thank 
you! 

To our dedicated volunteers, we thank you for the generous giving of your time and energy to ensure 
that seniors continued to receive our services.  Your compassion for their needs, fears, and isolation 
during the pandemic is admirable and tremendously appreciated, especially during such unpredictable 
and restrictive times.   You are our heroes! 

I would also like to thank our funders, the former SE LHIN, United Way of Leeds & Grenville, United 
Counties of Leeds-Grenville, our community partners and donors, for your continued support, 
recognition, and contributions that enable us to continue doing what we do.   

To our Board of Directors who continued to provide exemplary guidance and support to myself and the 
Senior Management Team this past year, I thank you.  You continued to show your dedication and 
commitment as you helped us navigate through yet another of many storms we have endured.  We are 
truly grateful.   

Sincerely, 

Tina Montgomery, 
Executive Director. 



 

 
 

 

FISCAL SUMMARY OF SERVICE STATS  

Program / Services 
 2020 / 2021  2019/ 2020  2018 / 2019 

# Clients 
Units of 
Service # Clients 

Units of 
Service # Clients 

Units of 
Service 

Meals On Wheels 923 73,379 513 45,051 515 48,326 

Social & Congregate Dining 8 30 768 4,498 759 4,355 

Transportation 459 9,250 654 16,840 579 16,427 

Adult Day Service 54 1,028 110 4,309 117 4,316 

Homemaking 
306 16,865 

278 18,612 448 557 

Home Maintenance 13 161 52 54 

In-Home Respite 65 5,418 92 6,974 80 6,631 

Social Reass. / Crisis Intervention No longer funded 753 946 107 925 

Foot Care 616 2,167 843 3,380 1,015 4,681 

Stroke Strategy 62 412 57 552 54 596 

Exercise & Fall Prevention (EFP) 1,993 6,556 2150 51,913 1,761 54,294 

COVID Security & Wellness Calls 2,170 4,052     

COVID Food Bags 
573 

2,042     

COVID Grocery Shopping & Delivery 360     

COVID Wellness Bags 1,163 1,225     

Seniors Without Walls Virtual Program 32 422     

COVID Visits for Socialization & Security 40 258     
NEW Clients in Fiscal Year 2,812  2,475  1,943  

Total Clients & Service Encounters (LHIN Funded) 4,975 123,581 4,756 152,516 3,725 141,995 
NOTE:  Total clients represents different clients served.  Some clients received more than one service.   

NON-LHIN FUNDED PROGRAMS          

Trishaw Bike Tours  42 117       

Transportation (Private)  80 910  198 3,794  288 5,849 

CPHC Lifeline  2,311 17,144  2,202 16,867  2,152 16,852 

NEW Clients (non-LHIN Funded) in Fiscal Year  383   319   464  

Total Clients (non-LHIN funded) in Fiscal year  2,433 141,893  2,400 20,661  752 22,701 

 

                                            
NOTES: 
 

1. Several of our programs/services continued to be suspended or functioning at reduced volumes, i.e. Adult Day Program  
Exercise & Fall Prevention, etc. as a result of the pandemic restrictions; therefore we had a notable decrease in some 
service stats/numbers.  We were fortunate to secure funding through various provincial emergency funding streams, th  
United Counties of Leeds-Grenville, our funding bodies (South East Local Health Integration Network (SELHIN) and 
United Way), and the Ontario Community Support Association that enabled us to support our seniors in other ways, i.e. 
virtual programs, continuation of our Emergency /COVID Food Bags, etc.  Without the ability to fundraise in 2020/2021 th  
funding we secured also allowed us to continue providing subsidies to those without the financial means to afford 
services/groceries.  The addition of new programs and/or adaptations to existing programs, offset the decrease we saw  
other programs such as our Congregate Dining (Diner’s Clubs), Adult Day, Transportation.     
 

2. With the number of individuals throughout our communities who were vulnerable during the pandemic and living 
without food security, we were pleased to extend our service and support beyond our client-base thus the significant 
increase in service volumes for our Meals On Wheels Program.                                                                                         
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COVID-19 Food / Care Bag Prep & Delivery to Seniors 

And Vulnerable Individuals: 
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Volunteer Larry, preparing for delivery 
of COVID-19 Food / Care Bags 
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