Senior Support Services (CPHC)

Community & Primary Health Care – Lanark, Leeds &
Grenville Corporation
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ANNUAL REPORT

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.

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 meeting Ontario Health Benchmark
targets within 12-18 months.

Re‐establish a credibility with donors & potential
donors.



Quality Assurance

MISSION

Formalized process for client & family feedback.

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

Identify gaps in services based on referrals, client
& family feedback, and referring agencies.

 Preparation and education to become an accredited
agency.

VALUES:
Strengthen Our Volunteer Program

COLLABORATIVE: That collaboration with other

Volunteer program fully developed & implemented.

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.

Every program has adequate volunteer support by
December 2021. (Impacted by COVID and recovering)
Determine a sufficient budget required for the
volunteer program.

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

Collaboration with Community Partners

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

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 throughout the communities we serve.

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



Partnered with other organizations who have similar
services and amalgamate specific services to provide
better quality care.

work environment which provides opportunity for growth,
creativity, and mutual respect which ultimately benefits the
individuals we support.
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Another fiscal year of hurdles and pivots with the
ongoing pandemic, but we are pleased with the
opportunities it also presented.

We were successful with our 1st Car Bingo event that ran weekly on Tuesday evenings at
the Brockville Speedway. The bingos were popular with great participant attendance, prizes,
and fun. This event raised a total of $22,000 with proceeds designated to client subsidies
and offering other services & supports outside of our provincially funded programs.
New Partnerships:
Developed a partnership with the Brockville & Area Food Bank, serving a greater
demographic of seniors living in poverty. This partnership has enabled both organization to
better meet the needs of these seniors, providing services/supports essential for their wellbeing.
Our partnership with the Gananoque Wheels of Care (GWOC) Association commenced late
in the fiscal year.
GWOC is a not-for-profit charitable organization that provides
transportation for people with disabilities. Our organization provides back-office services to
schedule transportation (Call Centre) and process monthly billings for GWOC. This
partnership aligns with our Transportation program and is working well to serve seniors and
adults 18+ years with disabilities requiring accessible transportation to medical
appointments and other essential services in Brockville or Kingston. The program also offers
scenic tours for residents of the local nursing/retirement homes.

The impact of our support and services continues to be demonstrated by the service
volumes for programs related to food security and wellness checks/friendly visits, as
the accolades and the expression of gratitude from our clients
With re-organizational changes in early 2022 has enabled us to strengthen our Stroke
Strategy/Support program. The program, now facilitated by a Recreational Therapist, with
new supports and initiatives introduced to better serve stroke survivors and caregivers has
grown in the last quarter of the fiscal year. We anticipate the growth of this program will
continue as new partnerships are made and more support/initiatives are offered.
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Greetings from the Board Chair:

Message from the Chair

Greetings and welcome to the 2021/22 Annual General Meeting. As we reflect
on the past year, I can confidently say that each year presents opportunity
for our organization to demonstrate its value in our community.
First and foremost, I commend the Senior Support Services-CPHC staff for their
dedication and perseverance in overcoming the challenges and continuing to provide ‘second
to none’ services throughout Lanark, Leeds and Grenville. As always, our clients remain the
most important variable in day-to-day operations. As we navigate through and beyond the
pandemic, the Team continues to prioritize efforts to meet the needs of our clients during
times of change and uncertainty. It takes ownership and dedication to address the fears,
concerns that many seniors face; this has been a priority and focus for our volunteers and staff.
Executive Director, Tina Montgomery is committed to ensuring her team continues to delivery
services and supports with ownership and dedication despite the challenges the organization
has faced. Tina and her Senior Management team exemplify tremendous leadership, taking a
proactive approach to address the hurdles and barriers, finding better ways to serve our senior
communities– particularly during the pandemic. New programs were implemented and some
were adapted during COVID restrictions to ensure that our clients remained connected, safe,
and living independently.
On behalf of the SSS-CPHC Board, we appreciate and recognize the stellar services this
organization delivers to the most vulnerable populations throughout our communities. With
support from our growing list of community partners, the staff are able to prepare and deliver
services (groceries and Meals On Wheels) to a growing number of individuals, outside our
senior clientele. With provincial restrictions lifted in many aspects, we recognize that many of
our senior clients continue to feel vulnerable. As such, staff are making every effort to re-open
community programs/services in congregate settings with safety measures in place to provide
opportunity for our seniors to reunite with fellow clients/seniors for socialization and activity
with a peace of mind. The goal is to reduce/eliminate the isolation that so many experienced
throughout the pandemic.
I am constantly humbled by the dedication of all members of this organization. I have had the
honour to observe the devotion of our Board and Senior Management Team working together
with leadership and skills to improve the lives of our senior population. It is most admirable,
appreciated, and has been an absolute privilege to work with such dedicated group of fine
people.
As we look to the future, despite some challenges that shall remain, we have a strong,
committed, and passionate Senior Management Team leading an equally amazing and
dedicated staff with efficiency, confidence and success. Our Board of Directors and Senior
Management Team will continue to guide the organization toward a very bright future with
confidence and ‘Service Excellence’.
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As evolution allows growth, it also brings loss. This evening we say goodbye to a truly
remarkable Board member, Jennifer Eastwood who has allowed us to experience her expertise
and leadership for the last 4 years. As Treasurer for the past 3-years, Jennifer has been an
integral part of the Finance/Audit/Risk Management Committee as well as the Board Executive
Committee.
On behalf of the Board, I extend sincere appreciation to Jennifer for her tremendous
contributions, particularly during times of uncertainty and the challenges that COVID
presented. We wish you the very best in your future endeavours. Your efforts and
accomplishments will not go unnoticed.
Sincerely,

Kevin Spencer, Chair
Senior Support Services-CPHC Board of Directors
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Treasurer’s Financial Summary
for 2021/22

Treasurer’s Report

Senior Support Services-CPHC’s Financial Statements for the year ended.
March 31, 2022, is, prepared in alignment with Canadian Accounting Standards
for Not-For-Profit Organizations. A complete copy of our audited financial
statements is available by contacting us at 613-342-1747 ext. 2046.
Statement of Operations
The Statement of Operations summarizes the overall operating results for Senior Support Services
(CPHC). Revenues for the year ended March 31, 2022, were $5.18 million, consisting mainly of
government contributions ($2.5 million) and client fees ($1.99 million). Expenses were $4.6 million, of
which $2.55 million was spent on wages and benefits. Supplies and Services were also a significant
expense at $1 million.
We ended this fiscal year in a surplus position of $585k.
This surplus, including Lifeline profits, donations and other revenue-generating activities, has enabled
us to continue meeting our debt obligations. This year we were able to reduce our long-term debt by
$85k.
Program Details
Community Support Services are primarily funded by the Ministry of Health and Long-Term Care and
are allocated by Ontario Health East. 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, like many other organizations, our organization continued to experience the profound impact
of the COVID-19 pandemic. Our programs, services, and administration continued to offer and deliver
needed support and services for the client we serve. All services were impacted, some temporarily
halted, and many adjusted and provided services in different creative ways.
On behalf of the Finance, Audit & Risk Management Committee, I extend thanks to Senior Support
Services (CPHC) staff and management 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 demanding and challenging time should be celebrated and commended.
Respectfully Submitted,

Jennifer Eastwood,
Treasurer
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From the Executive Director

GREETINGS,
In March 2022, we closed out another fiscal year of untraditional
operations/activities as we continued to pivot, monitor and tread the
‘COVID’ waters. I can attest to the tremendous job by our dedicated team who were diligent in ensuring
that seniors, and caregivers across the tri-county of Lanark, Leeds & Grenville continued to have their
needs met for care and support throughout the pandemic and provincial restrictions/shut-downs.
As the quote, “Every cloud has its silver lining” goes, the pandemic presented many challenges, but also
provided opportunities. We were able to identify a number of vulnerable seniors who were unaware of
our organization and were in need of services/supports to keep them in their homes. With the
implementation of new programs/services during the pandemic, such as our COVID Food Bags that were
prepared and delivered to our clients and other vulnerable groups outside of our client-base, we identified
a demographic of seniors who were struggling without having required services and supports to manage
in their homes. The experience presented opportunity for us to work with other organizations and led to
a new partnership with the local Food Bank in late 2021/2022. Working with the Food Bank, we developed
a plan to better serve this demographic of seniors, thereby preventing needless trips to Emergency Rooms
and hospitalizations. As Individuals/families are only permitted to access the Food Bank once per month,
this partnership enabled our organization to reach out to their seniors with our Meals On Wheels Program
and other support/services essential to their well-being. SSS-CPHC volunteers pick-up and deliver Food
Bank grocery bags to the vulnerable Food Bank clientele 3 days/week, and will also deliver frozen meals
from our MOW program for those interested. Alternatively, the local Food Bank will make referrals to our
program for their senior clients in need of help to keep them healthy and living in their own
homes/communities.
As we entered the 3rd quarter of this past fiscal, we began to see some recovery in services/programs that
were suspended or operating at reduced capacity due to provincial restrictions. With more individuals
returning to in-person appointments with physicians, specialist appointments, etc., we began to see an
increase in our transportation program. With more restrictions lifted, other programs/services such as
Foot Care, Exercise & Fall Prevention, and Adult Day began to grow, surpassing our performance levels
from the previous year by fiscal year end. Although our service numbers were significantly lower
compared to pre-pandemic operations, we are seeing a steady incline.
As move forward into 2022/2023 we continue to focus on full recovery/operation of all programs/services.
As we prepare for a new Strategic Plan this fiscal, we are excited to identify priorities and new
opportunities for next 3-5 years that will further enhance the impact of our programs/services for the
aging population throughout the tri-county of Lanark, Leeds & Grenville.
I look forward to the opportunities ahead as a member organization of The Lanark, Leeds and Grenville
Ontario Health Team (LLG OHT). We continue to make progress with structure and implementation of
identified priorities with a collaborative coordination and delivery of care and services to individuals in
their local communities.
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I take this opportunity to commend our staff for their dedication to our clients and their diligence in
ensuring their needs continued to be met, with adaptations throughout the pandemic. Your hard work
and commitment has brought us through another year of challenge and uncertainty, but you did it in a
very a professional and caring manner. You are valued and we thank you!
Of course we could not have achieved our goals and successes of the past fiscal year without our
tremendous group of dedicated, caring, and generous volunteers. We thank you for your continued
commitment and energy that has truly made a difference in the lives of our seniors and other vulnerable
individuals served throughout the past fiscal year of an ongoing pandemic. You are true heroes!
To our Board of Directors; I thank you for your exemplary guidance and support this past year. Your
dedication, commitment, and expertise has brought our organization to a greater standard of stability
and growth for the betterment of our clients, caregivers, staff, stakeholders and community at large.
Thank you for leadership as a governance Board!!!
Sincerely,

Tina Montgomery,
Executive Director.
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FISCAL SUMMARY OF SERVICE STATS
Program / Services

2021 / 2022
# Clients

2020 / 2021

Units of
Service

# Clients

2019/ 2020

Units of
Service

# Clients

Units of
Service

Meals On Wheels

742

87,000

923

73,379

513

45,051

Social & Congregate Dining

357

1,709

8

30

768

4,498

Transportation

468

11,858

459

9,250

654

16,840

76

1,712

54

1,028

110

4,309

289

18,790

18,612

33

403

16,865

278

Home Maintenance

306

13

161

In-Home Respite

78

7,739

65

5,418

92

6,974

753

946

Adult Day Service
Homemaking

Social Reassurance / Crisis Intervention
Foot Care

No longer funded

No longer funded

729

3,305

616

2,167

843

3,380

51

734

62

412

57

552

Exercise & Fall Prevention (EFP)

1,184

15,543

1,993

6,556

2150

51,913

COVID Security & Wellness Calls

53

640

2,170

4,052

Stroke Strategy

COVID Food Bags
COVID Grocery Shopping & Delivery
COVID Wellness Bags
Seniors Without Walls Virtual Program

265
Discontinued

1,664
55
Discontinued

573

2,042
360

1,163

1,225

29

1,071

32

422

COVID Visits for Socialization & Security
NEW Clients in Fiscal Year

19
2,804

125

40
2,812

258

Total Clients & Service Encounters (LHIN Funded)
NON-LHIN FUNDED PROGRAMS

3,729

152,348

4,975

123,581

0

0

42

117

97

1,114

80

1,910

16,813

2,311

Trishaw Bike Tours
Transportation (Private)
CPHC Lifeline
NEW Clients (non-LHIN Funded) in Fiscal Year

523

Total Clients (non-LHIN funded) in Fiscal year

2,007

2,475
4,756

152,516

910

198

3,794

17,144

2,202

16,867

383
17,927

2,433

319
141,893

2,400

20,661

NOTES:
1.

As we endeavoured to return to regular operations of programs/services that were suspended or functioning at reduced
volumes, (i.e. Adult Day Program, Exercise & Fall Prevention, etc.) due to pandemic restrictions, our COVID programs
supporting seniors and other vulnerable groups during the pandemic, began to decline or were phased out. Our Meals
on Wheels program was at its highest in the last 3 fiscal years with 87,000 meals delivered, as were other programs such
as Homemaking (18,790 visits/units of service), Home Maintenance (403 visits), In-Home Respite (7,739 visits), and our
Stroke Strategy Programs (734 units of service).
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Summer 2021
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Don & Norma Presley

Paul Gehan
Despite a decline in our Volunteer Program due to
challenges of the pandemic in 2021/22, we were very
fortunate to have the ongoing support of 284 dedicated
and caring volunteers who contributed 26,053.37 hours
of their time and drove 603,811 kms to deliver
programs/services to our clients & caregivers.

In 2021 / 2022 ……
Meals On Wheels Volunteers gave 2,535.5 hrs, driving 28,983.6
kms with 1,833 meal deliveries to client homes.
Three (3) Lifeline Volunteers contributed 1,462 hrs, covering
31,742 kms for home installations of our Lifeline (Personal
Security Monitoring) units for 1,910 clients.

Larry Murray

Roy Brooks, Lifeline Volunteer
for 22.5 Years
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CREATIVE WORKS OF ART
BY OUR ADULT DAY
CLIENTS
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THANK YOU to our Tremendous
BOARD OF DIRECTORS

Kevin Spencer, Board Chair

Jackie Smylie, Vice-Chair

Jennifer Eastwood, Treasurer

Sue Ash-Lindsay, Director

Julia Howard, Secretary

Who gave 582 hours of their time
in 2021/22 contributing to Board,
Board Committee meetings, LLGOntario Health Team & OCSA
Governance meetings, and
fulfilling other responsibilities as a
Governance Board of Directors.

Sherry Anderson, Director

Karen Cornish, Director

Mitch Bloom, Director

Julie McCarthy, Director

Cassie Cross, Director
Lisa Temple, Director

2235 Parkedale Avenue, Brockville, ON K6V 6B2
613-342-3693 or 1-800-465-7646 or TTY Phone # 613-342-3678
www.cphcare.ca

