
tions, medicine, psychology,  

social work and counseling.  

That first year marked the begin-

ning of a long storied journey in 

which this small, client-driven,  

charitable organization went to 

great lengths to ensure that all 

clients received the highest quali-

ty service possible.  DCOR is  

continually striving to maintain 

its training program and materi-

als current and in keeping with 

best practices. 

We look forward to 2016-2017! 

Since the turn of the century, the 

Distress Centre of Ottawa and 

Region (DCOR) has experienced 

a steady increase in the number 

of calls its Crisis Line Respond-

ers have answered annually - and 

2015-2016 was no exception.  

Once again, DCOR’s dedicated 

volunteers responded to 48,516 

calls for help, for an increase of 

311 calls over the previous year.  

In doing so, our volunteer opera-

tors helped the Distress Centre 

set a new record for the highest 

number of calls answered in a 

single year.  

This success story began on 

March 17th, 1969 when 100 of 

our family, friends and neigh-

bours with lived experience 

joined the Distress Centre to 

help their community.  In that 

first year alone, residents of 

Ottawa reached out to speak 

with a trained volunteer at the 

Distress Centre on 5,786 occa-

sions.   

Our volunteer Crisis Line     

Responders come from all walks 

of life. They share a common 

interest in helping others who 

may be in distress. Many of our 

student volunteers use their 

experience at the Distress Cen-

tre as a way of complementing 

their studies in police founda-

Following a string of youth sui-

cides in early 2016, the people of 

Nunavik reached out to the or-

ganizers of the Nunavut Kamatsi-

aqtut Help Line for support.  In 

very short order, the 24/7 Help 

Line was extended to the people 

of Nunavik.  On February 12th, 

Ottawa Distress Centre volun-

teers began to answer calls for 

help from this community.  

Nunavik is located in Northern 

Québec. Its roughly 12,000 resi-

dents are largely Inuit.  Kuujjuak 

is the government seat of this 

Kativik region.  

Highest # of Calls Answered in History 
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 48,516 calls for 

help answered 

in 2015-2016 

 225 Crisis Line 

Responders 

volunteer their 

time to help 

people in need 

 Nunavut    

Kamatsiaqtut 

Help Line now 

available in the 

Nunavik region 

 Wellness 

Check calls 

extended to  

clients of  

Emergency 

Department  
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 “Discharged 

patients viewed  

as being at high risk 

of suicide require 

immediate 

community  

follow-up.’’  

The topic of suicide 

or self-harm was 

prevalent in 9.44% of  

the calls. 

Wellness Check Service Expands to ER 

Outaouais Distress Line in Demand 
The Distress Centre of Otta-

wa and Region has been serv-

ing the anglophone population 

in West Québec since 1969 

through its main distress line 

which is available in urban 

Ottawa/Gatineau.  However, 

in 2001, this service was ex-

panded through a 1-800 Out-

aouais Distress Line.  By calling 

1-866-676-1080,  all anglo-

phones residing in the regional 

county municipalities of La 

Vallée-de-la-Gatineau, Les 

Collines-de-l'Outaouais, 

Papineau and Pontiac can now 

access, in their preferred lan-

guage, a confidential active 

listening service, offering sui-

cide prevention, crisis inter-

vention, psychological stabiliza-

tion, problem solving, emo-

tional support, information and 

referrals to people in need. 

Over the last 5 years, this 

service has seen nearly a 20% 

increase in demand.   Since 

2011-2012, DCOR’s Crisis 

Line Responders answered 

more than 9,000 calls for help 

on the Outaouais Distress 

Line alone. 75.77% of clients 

were in treatment for a mental 

health issue, with 47.03% of 

clients being in distress or in 

crisis at the time of the call. 

 

 

 

 

1-866-676-1080   

visit to the Emergency Depart-

ment  for a mental health is-

sue, they are offered the op-

tion of receiving a Wellness 

Check Call.  Verbal consent 

from the patient is required 

before any outreach call can 

be made.  For each patient 

providing consent, the hospital 

provides DCOR with the pa-

tient’s discharge plan and ap-

propriate coordinates.  Out-

reach calls are made by 

DCOR’s Wellness Check Spe-

cialists from Monday to Friday, 

within 1 to 3 days following 

discharge from an Emergency 

Department. 

Studies have shown that effec-

tive follow-up care for patients 

with mental health issues is 

effective at reducing near-term 

hospital readmissions and, 

thus, provides a means of re-

ducing healthcare costs.  A 

follow-up phone call also helps 

reduce stress, helps patients 

follow their discharge plan, and 

helps reduce the risk of sui-

cide. 

The Wellness Check Service is 

a telephone outreach service 

offered to patients who were 

recently discharged from hos-

pital following an admission or 

a visit to the Emergency De-

partment for a mental health 

issue to (1) ensure they are 

functioning well, (2) have made 

necessary connections with 

both formal community re-

sources and informal support 

networks and (3) have been 

able to follow their discharge 

plan.  

The Wellness Check Service is 

made up of two streams.  The 

“Inpatient Stream” of this ser-

vice was first launched as a 

pilot project on October 15th, 

2012.  The “Emergency De-

partment Stream” was 

launched this past September.  

In this instance, when patients 

are discharged following  a 

2 0 1 5 - 2 0 1 6  A N N U A L  R E P O R T  



P A G E  3  

Liz Steel Retires 
On December 31st, 

Liz Steel retired as 

Manager of People 

Services.  Liz began 

her involvement with 

the Distress Centre 

as a telephone volun-

teer before joining 

the staff in 

1987.  Over that 

period, Liz supervised 

a very dedicated and 

competent volunteer 

corps and managed 

numerous helpline services, 

including various Mental 

Health Crisis Lines.  We are 

indebted to her vision and 

commitment for propelling us 

to our present position in the 

industry.  Her work has as-

sured our success well into 

the future. 

Liz was an esteemed member 

of our team for 29 years, and 

she will be greatly missed by 

volunteers, staff and colleagues 

alike.  We have all benefited 

from her management style, 

which has made her highly 

respected in our communi-

ty.  Liz's attention to detail, 

while keeping the broader 

picture in mind, has been inval-

uable.  Her willingness to put 

in extra time and effort to help 

us meet deadlines has demon-

strated a commitment to ex-

cellence that we have come to 

depend upon.  Liz's retirement 

is our loss, but a well-deserved 

respite for her.   

Happy retirement Liz! 

2 0 1 5 - 2 0 1 6  A N N U A L  R E P O R T  

 “I found everything 

about the workshop 

to be useful.  I really 

enjoyed both the 

course material and 

the engaging 

presentation style.  I 

liked the format of 

first evaluating 

different techniques 

and then putting 

them into practice 

with scenarios.’’ 

PD Training Participant  

During the past fiscal year, the 

Distress Centre’s trainers 

offered customized training 

packages on topics such as 

Active Listening, Empathic 

Assertiveness, Stress and Cri-

sis, as well as the popular Ap-

plied Suicide Intervention Skills 

Training (ASIST) to the public, 

local agencies, businesses and 

government departments. 

Algonquin College (Pembroke 

Campus), the City of Ottawa, 

the Department of National 

Defence, the Elizabeth Fry 

Society, Herzing College, 

House of Hope, the Inuit Chil-

dren’s Centre, Ottawa Victim 

Services, the Perley and Rideau 

Veterans’ Health Centre, the 

Pinecrest Queensway Com-

munity Health Centre, Rideau-

wood Addictions & Family 

Services, Stittsville Optometry, 

the University of Ottawa Ac-

cess Services, the University of 

Ottawa Peer Help Centre, the  

University of Ottawa Student 

Federation, and Willis College 

were amongst the organiza-

tions to take advantage of our 

specialized education courses 

during 2015-2016. 

Professional Development 

Crisis Lines Work Together 
On June 18th, a formal 

partnership was 

struck between the 

Child, Youth and 

Family Crisis Line for 

Eastern Ontario 

(serving clients 18 

years of age and 

younger) and the 

Champlain District Mental 

Health Crisis Line (serving 

clients 16 years of age and 

older) to provide a more com-

prehensive service for all cli-

ents residing in Eastern Ontar-

io.  This partnership will en-

sure that the two services 

work together to better serve 

clients in crisis in the City of 

Ottawa, the County of Ren-

frew and the United Counties 

of Stormont-Dundas-

Glengarry, by re-directing 

clients to the most age-

appropriate service based on 

the age of the client and their 

need at the time of the call. 

 

Community 

partners 

working 

together to 

enhance 

services.  
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The Calm in the Eye of the Storm 

It seems every year the world 

goes faster and faster, the 

issues become more and more 

complex, and the “rat race” 

for many people just never 

seems to relent.  Stress accu-

mulates and eventually boils 

over if there is no safe outlet.  

And that is where your Dis-

tress Centre comes in, 48,516 

times in the past year, to set a 

new record!  And the Calm in 

the Eye of the Storm are our 

225 highly trained and dedicat-

ed front-line volunteer Crisis 

Line Responders.  Each is 

ready to listen acutely, patient-

ly, and non-judgmentally to 

virtually anything and help the 

caller see some clarity through 

the overwhelming fog.  It may 

be as simple as an empathetic 

listening ear, to providing in-

formation to link callers with 

specific helpful resources, to 

connecting immediately to a 

mobile crisis team of mental 

health professionals or 911 

agencies in urgent or life-

threatening situations. 

Our Crisis Line Responders 

are able to achieve this due to 

the efforts of a small dedicated 

caring professional staff su-

perbly led for the past 15 

years by Executive Director 

Charles Laframboise.  I would 

like to highlight one of them in 

particular in this report. Liz 

Steel has just retired as our 

Manager of People Services 

after 29 years of highly impact-

ful leadership and service.  It 

has been Liz who has set very 

rigorous performance stand-

ards for our volunteers, and 

made sure we have received 

the appropriate training and 

continuous feedback to ensure 

success and also the wellbeing 

and safety of our callers.  In-

deed it is Liz who has “written 

the book” on how it should be 

done, and is the reason why 

other distress centres often 

ask the question, “What does 

Ottawa do?”  So Liz, we salute 

you in your retirement.  You 

have had a career where you 

have truly had an impact on 

thousands of lives, both callers 

and volunteers.  Thank you so 

much for a career well done! 

We also welcome Brigitte Bill 

into her new role as Manager 

of Client Services.  Brig has 

been with us since 2003 in 

many roles, most notably as 

our volunteer trainer over 

many years and has been pre-

paring for her new responsibil-

ities over the past 3 years.  In 

addition, a warm welcome is 

extended to Wellness Check 

Specialist Eric Martel and Ser-

vice Facilitator Breanna Piz-

zuto, both of whom previously 

had extensive experience as 

Crisis Line Responders. 

It is also important that we 

recognize some volunteer 

milestones:  Crisis Line Re-

sponders Jennie, Linda, Frank, 

Evan, Karen, Maria, Mitchell 

and Dawn have completed 5 

years of service on the lines 

serving our community.  In 

addition, Steve, Carol, Karen, 

and Evan have completed over 

1000 hours on the phone lines 

directly supporting callers 

under stress or in crisis. That’s 

a lot of problem solving!!  

Thank you so much for your 

service! 

Your Board of Directors has 

also undergone some transi-

tion this year.  We will greatly 

miss Board Members Cathy 

McLeod and Andre Savary 

who served for many terms as 

VP, President, and Past Presi-

dent (Cathy) and as long term 

Secretary of the Board 

(Andre). Your wisdom and 

leadership in these Executive 

roles has made a difference.  

Also retiring is Board Member 

Christine Leon.  Thank you for 

your service!  We are most 

fortunate to welcome new 

Board members Janet Clarke, 

Yehudis Stokes and René 

Bibaud, the latter of whom has 

already taken on the Executive 

role as Secretary of the Board. 
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 “Crisis Line 

Responders are ready 

to listen acutely, 

patiently, and non-

judgmentally to 

virtually anything and 

help the caller see 

some clarity through 

the overwhelming 

fog. ’’  
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A number of behind-the-scenes 

technology improvements have 

been implemented over the past 

year including a new Avaya IP Of-

fice telephone system.  Callers have 

even commented on the increased 

clarity of the calls since the change-

over!  And this includes calls from 

our newest service area, Nunavut!  

Much of this was made possible by 

contributors to our 100 by 100 

Challenge coordinated by our 

Community Relations Coordinator, 

Leslie Scott. 

None of this would be possible 

without the support of our funding 

agencies listed prominently on Page 

7 of this document.  As well, the 

efforts of staff, volunteers, and 

silent auction donors made a huge 

difference with our annual Choco-

late Affair Gala Fundraiser.  Always 

a great success!  The same can be 

said for all the participants in the 

Tamarack Race Weekend who 

raised almost $11,000 this year. 

And finally we look to the future, 

more new ways to allow the public 

to access the Calm in the Eye of 

the Storm.  We are now actively 

looking at new technologies to 

facilitate Text Support Services, 

Chat Support Services, and a na-

tional 1-800-SUICIDE number.  We 

will always be here for you in times 

of distress or crisis, and that is our 

promise: to be that Calm in the Eye 

of Your Storm.  

 
Sincerely, 

 

 

Mike Neill, 

President 

virtually any device.  The installa-

tion of the Avaya IP Office tele-

phone system was completed at 

DCOR in June 2015 by Minitel 

Communications Corporation, 

followed by a comprehensive 

training session.  This new teleph-

ony infrastructure offers DCOR a 

number of upgrade options as 

technology develops over the 

coming years.  

As you can well imagine, using the 

telephone as your main mode of 

service provision requires that you 

have a state-of-the-art telephony 

solution.  Avaya Canada offers 

such a solution.  The Avaya IP 

Office™ Platform is a cost-

effective, scalable and resilient 

telephony system that supports a 

mobile, distributed workforce on 

Technology Upgrade at DCOR 

“Participants in 

the Tamarack 

Ottawa Race 

Weekend made a  

huge difference 

in our efforts to 

serve people in 

need.” 
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It is with great pleasure that we 

welcomed Brigitte Bill on January 

4th as our new Manager of Client 

Services. 

For those of you who don’t know 

Brigitte, she had been a volunteer 

Crisis Line Responder with DCOR 

for over a year prior to joining our 

team as Administrative Assistant (a 

Maternity Leave replacement at 

that time) in 2003.  Since then, 

Brigitte has been involved with 

DCOR in several ways, first as 

Service Assistant, then as Volun-
teer Coordinator and, finally, as 

Training and Service Supervisor. 

Prior to being hired by the Distress 

Centre, Brigitte worked as Re-

search Coordinator for the Univer-

sity of British Columbia’s Psycholo-

gy Department.   Brigitte complet-

ed her Bachelor of Arts in Psychol-

ogy from the University of Water-

loo and obtained a Counselling 

Diploma from Hertford Regional 

College in the United Kingdom. 

Brigitte is excited to tackle her new 

responsibilities and is looking for-

ward to contributing to our organi-

zation in yet another capacity.  

before being promoted to Well-

ness Check Specialist.  Éric’s under-

graduate degree from the Universi-

ty of Ottawa is in Human Kinetics 

with a minor is Psychology.     

Breanna first came to the Distress 

Centre as a volunteer Crisis Line 

Responder 2½ years ago.  She 

became a member of the Crisis 

Intervention Team in December of 

2015.  Most recently, Breanna was 

hired as Service Assistant to review 

and process call reports.  

Breanna has two undergraduate 

degrees from the University of 

Ottawa (Health Sciences and Psy-

chology).   

We look forward to working with 

Breanna and Éric for years to 

come! 

DCOR is pleased to welcome Éric 

Martel (Wellness Check Specialist) 

and Breanna Pizzuto (Service Facili-

tator) to the Distress Centre team!   

Éric joined DCOR in February 

2014.  After just a few months as 

Crisis Line Responder, he took on 

a new role as Service Support 

Worker. In December 2014, he 

became part of the Patient Dis-

charge Wellness Check Service 

More Staff Join DCOR’s Team 

Thank You to Our Funding Partners! 

“Crisis is our 

business.  

People is 

our 

strength.” 
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1 Action Plan Explored 
2 Decrease in Isolation and Loneliness 
3 Decrease in Distress/Anxiety Level 
4 Decrease in Risk to Self or Others 

5 Immediate Crisis Diffused 
6 Increase in Ability to Cope 
7 Increase in Knowledge of Resources 

8 Increase in Self Care Coping Strategies 

64% of clients 

experienced a 

decrease in their 

distress/anxiety 

level following 

their call to the 

Distress Centre. 

In total, the 

Distress Cen-

tre’s volunteer 

Crisis Line Re-

sponders an-

swered 48,516 

calls for help in 

2015-2016.  

96.7% of clients who 

contacted the Dis-

tress Centre appre-

ciated the service 

they received from 

our Crisis Line Re-

sponders. 
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1 - Threat to Others / Attempted Suicide 

2 - Specific Symptoms of Serious Mental Illness 

3 - Physical / Sexual Abuse   

4 - Education    

5 - Occupational / Employment / Vocational 

6 - Housing    

7 - Financial    

8 - Legal     

9 - Relationships    

10 - Substance Abuse / Addictions  

During the last 12 

months, 74.5% of 

clients who con-

tacted the Dis-

tress Centre were 

either in distress 

or in crisis.   

61.9% of clients 

who contacted 

the Distress Cen-

tre in the last 12 

months were in 

treatment for a 

mental health 

issue. 

From April 1 to March 31, ser-

vices were provided to 5,511 

youths between the ages of 16 

and 24, as well as 11,300 adults 

between the ages of 55 and 74.   
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1 - Anxiety / Panic Disorder / Phobias 

2 - Eating Disorders  

3 - Mood Disorder   

4 - Personality Disorder  

5 - Schizophrenia  / Psychotic Disorder 

6 - Sexuality   

7 - Sleep Disorder   

8 - Substance Addictions  

9 - Developmental Disability  

During the past 

year, 5,745 calls 

answered by Cri-

sis Line Respond-

ers were from 

clients who expe-

rienced suicidal 

thoughts and/or 

behaviour. 

In 2015-2016, our 

Crisis Line Re-

sponders trans-

ferred 3,052 clients 

directly to the ap-

propriate local Men-

tal Health Crisis 

Team where more 

help was provided 

to them. 

In the past year, 7,034 

referrals to our com-

munity partners were 

provided by our Crisis 

Line Responders to 

clients who were in 

need of additional as-

sistance and support. 
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Financial Summary for the Year Ended March 31, 2016 

 

Revenue 

Mental Health Crisis Lines $673,120 

Distress Lines 216,441 

Wellness Check Service 111,150 

Individual and Corporate Donations 31,936 

Professional Development Training 21,930 

Fundraising Events 52,573 

Interest Income 1,307 

Special Grant 6,014 

Bingo 34,673 

 1,149,144 

 

Expenses 

Salaries, Benefits and Professional Development $725,074 

Administration, Audit and Professional Fees, Dues and Memberships  30,335 

Volunteer Recruitment 86,523 

Technology, Telephony 92,967 

Insurance 6,067 

Rent 96,027 

Volunteer Program 38,376 

Fundraising 24,215 

Mental Health Crisis Lines 10,394 

 1,109,978 

 

Excess of revenue over expenses prior to amortization $39,166  

 

Amortization (37,923) 

 

Excess of revenue over expenses for the year $1,243  

 

(audited financial statements are available upon written request) 
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Administrative Staff 
 

Charles Laframboise, Executive Director 

Judy Grunwald, Manager of Finance and Operations 

Liz Steel, Manager of People Services 

Brigitte Bill, Manager of Client Services 

Jenny Jackson, Manager of Educational Services 

Breanna Pizzuto, Service Facilitator 

Jessica Grunwald, Scheduling Coordinator 

Arianne Richeson, Training Facilitator 

Leslie Scott, Community Relations Coordinator 

 

Service Assistants 
 

David Delaunay 

Lucia Miller 

Rina Araji 

Board of Directors 
 

Mike Neill, President 

Peter Donnelly, Vice President 

Daniel Ahmad, Treasurer  

René Bibaud, Secretary  

Heather Cameron, Director 

Janet Clarke,  Director 

Dawn Firestone, Director 

Paul Sauvé, Director  

Yehudis Stokes, Director 

 

 
 

 
 
 

 
 

 

Service Support Workers 
 

Angela Accettura, Jennifer Barnes,  

Louise Bergeron, Konrad Czechowski,  

Lina Dobson, Kristin Doyle, Samantha Fauteux, 

Arcade Kakunze,  Étienne Leblanc-Cameron,  

Francis LeBrun, Chelsea Moran, Jennifer Nadon,  

Rebecca Nagrodski, Ivan Ndikuriyo,  

Kim Nguyen, Elnaz Saleh, and Diane Sarrazin  

 

Wellness Check Specialists 
 

Bella Andersson 

Éric Martel 

 

P.O. Box 3457, Station C 

Ottawa, Ontario 

K1Y 4J6  

Phone: 613-238-1089 

Fax: 613-722-5217 

E-mail: office@dcottawa.on.ca 

Mission  
Working within the continuum of mental 
health services, the Distress Centre of 
Ottawa and Region contributes to a 
healthier and safer community by provid-
ing suicide prevention, crisis intervention, 
psychological stabilization, emotional 
support, information, referral and educa-
tion services, without judgement, to indi-
viduals in need. 
 

Vision  
The Distress Centre of Ottawa and Re-
gion plays a key role in establishing a 
community where individuals in need are 
supported and empowered to meet life’s 
challenges. 

D I S T R E S S  C E N T R E  T E A M  

The Emergency Room for the Mind! 

We’re on the web 

dcottawa.on.ca 


