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Emergency Support Line for Suicidal Clients. 

On January 10th, the Ottawa Paramedic Service and the Distress Centre partnered to offer a 

new service to patients in crisis.  Based on the Toronto model, this new service allows Para-

medic Communications Officers to contact Distress Centre volunteers to provide emotional 

support and stabilization for patients suffering from suicidal thoughts or exhibiting suicidal 

behaviour, patients with serious mental illness, and patients dealing with psychotic episodes 

who are waiting for the Paramedics to arrive on scene.  

Approved and supported by the Ontario Ministry of Health and Long-Term Care`s Emergency 

Health Services Branch, the Emergency Support Line is offered 24 hours a day, 7 days a week, 

in English and French to residents of the City of Ottawa, the United Counties of Prescott & Rus-

sell, and the United Counties of Stormont, Dundas & Glengarry. 

Through the Emergency Support Line, Crisis Line Responders offer crisis defusion, psychological 

stabilization, emotional support, problem solving, social maintenance, information and refer-

rals to pertinent community resources which may be helpful to the patient following their dis-

charge from the hospital (including the Mental Health Crisis Line) to patients .   
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During the past fiscal year, the Dis-

tress Centre of Ottawa and Region 

(DCOR) had another record-

breaking year for calls answered.  In 

fact, our Crisis Line Responders an-

swered a total of 51,720 calls for help, 

which represents a 6.6% increase 

over the previous year.  In doing so, 

our volunteer responders helped the 

Distress Centre set a new record for 

the highest number of calls an-

swered in a single year. 

Our volunteer Crisis Line Respond-

ers come from all walks of life. They 

share a common interest in helping 

others who may be in distress or in 

crisis.  

RECORD-BREAKING YEAR 
FOR THE DISTRESS CENTRE 

Annual Report 
2016-2017 
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The Phone Just Keeps Ringing! 

Finally, on a personal note as I step 
down after three very rewarding 
years as President, I want to express 
my deepest gratitude to Executive 
Director Charles Laframboise and 
the wonderful staff team he leads 
for exceptional leadership and man-
agement of the DCOR.  We are truly 
blessed with such compassionate, 
dedicated and caring staff.  I have 
been most fortunate to have had 
them as partners!  I am very much 
looking forward to a new role as Past 
President, and of course, continuing 
to volunteer in the call centre with 
the best bunch of fellow volunteers 
one could wish to be associated 
with. 

 

Sincerely, 

 

 

Mike Neill 

President, Distress Centre 

And that’s a good thing!  For the first time, 
over 50,000 people have picked up their 
phone to reach out for help, and we are 
grateful to them for the trust they place in 
us.  Why?  What makes the difference, one 
might ask?  I think it is almost certainly due 
to the human contact which clients are look-
ing for in times of loneliness, stress, anxiety, 
or downright crisis.  An automated call sys-
tem with pre-recorded responses may be 
enough for someone looking for specific 
answers to a single question, but more often 
than not, it is a source of frustration.  Our 
Crisis Line Responders are masters at listen-
ing empathetically and responding appropri-
ately in the context of the client’s specific 
situation.  The fact that we are available 
24/7 makes us an “always there” reliable 
service that can be counted on.  It also helps 
that there is a slowly diminishing stigma to 
reaching out for help when help is needed, 
and we are particularly grateful to the local 
media who now frequently include our con-
tact information at the end of news items 
involving local tragedies or emergencies.   

While our core service continues to be the 
Distress and Mental Health Crisis Lines, we 
are always looking for new ways to reach out 
and support our community.  This year’s 
latest innovation is our new partnership with 
the Ottawa Paramedic Service.  Now, when 
an ambulance is dispatched to support a 
person in a mental health crisis, they are 
able to offer their patient an immediate con-
nection to one of our Crisis Line Responders 
who will keep them company on the phone 
until the Paramedics arrive.  This immediate 
human contact with someone whose special-
ty is empathetic listening goes a long way to 
take the initial edge off the situation for the 
patient.  They immediately feel heard.  For a 
patient waiting alone, the wait can feel like 
forever.  But chatting with one of our volun-
teers, the time just seems to fly by, and in no 
time, the Paramedics have arrived.  The Par-
amedics always take over the situation from 
there and take the best course of action with 
the patient.  But there have been some sur-
prises!  In some cases, talking with our vol-
unteer has taken enough tension out of the 
situation that the crisis or panic attack is 
back under control and it may no longer be 
required to actually go to the emergency 
room.  In other cases, a phone transfer to 
the local Crisis Team may be sufficient imme-
diate intervention with a mental health pro-
fessional that, once again, a trip to the emer-

gency room can be avoided.  These are a 
minority of cases, of course, but anything 
which takes stress off the emergency depart-
ment is a good thing for the hospital, the 
Paramedics, and patient alike. 

Our Wellness Check Service for patients re-
cently discharged from hospital or the ER for 
a mental health issue continues to thrive, as 
do our recent partnership with the Nunavut 
Kamatsiaqtut Help Line. And for the future, 
we are actively researching new ways of 
reaching out to clients or making our ser-
vices available to them using new technolo-
gies. 

We wish to express our everlasting grati-
tude, once again, to all our major funders, 
Addiction and Mental Health Services – King-
ston, Frontenac, Lennox and Addington, Cen-
traide Outaouais, the City of Ottawa, the 
Cornwall Community Hospital, the Grey-
Bruce Health Services, the Hawkesbury and 
District General Hospital, Health Canada, 
Hôpital Montfort, the Nunavut Kamatsiaqtut 
Help Line, the Ottawa Hospital, the Ottawa 
Paramedic Service, the Pembroke Regional 
Hospital, and United Way/Centraide Ottawa. 

DCOR is especially grateful this year to the 
Ottawa Police Services Gala which has made 
a $50,000 donation in support of expanding 
our services using new technologies.  This 
grant will be a real difference maker to our 
callers using new approaches to reach our 
service.  A big thank you as well to all who 
participated in our 9th annual Chocolate 
Affair Gala which raised over $20,000 and to 
the organizers and participants in the Tama-
rack Ottawa Race Weekend who raised an 
additional $15,000 plus. 

A very sincere thank you is extended to retir-
ing Board Members Heather Cameron, Paul 
Sauvé, Dawn Firestone, Lindsey Scully, and 
Janet Clarke!  Heather’s guidance on legal 
issues over the last 5 years and Paul’s guid-
ance on community relations and outreach 
will be especially missed.  Thank you to all 
for your service to our community!  We look 
forward to welcoming new Board members 
David de Launay, Diane Lepage, Gordon Hill, 
Susan Padmos and Frank Cestnik to our 
team.  

 

 

 

Our Crisis Line Responders are masters at listening empathetically   

Mike Neill steps down as 

President after 3 years at 

the helm 

Note:  Mike received an 
“Inspiration Award” in December 
2016 for answering 10,000 calls 
since joining the Distress Centre.  
This is the highest number of 
calls answered by one individual 
during their career at DCOR.  And 
this number keeps growing as 
Mike is still answering calls.   

Congratulations Mike! 
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Support for the Kamatsiaqtut Help Line. 
In February 2017, the Nunavut Kamatsiaqtut 
Help Line organization and the Distress Cen-
tre embarked on a new venture to expand 
the current Help Line service.  With funding 
from the Health Canada First Nations and 
Inuit Health Branch, this new initiative pro-
poses to conduct a situational analysis of 
current suicide prevention efforts undertak-
en in Canada for the Inuit, increase aware-
ness of the Help Line amongst the Inuit pop-
ulation, and to expand the capacity of the 
Kamatsiaqtut Help Line.  By working togeth-
er with other key service providers, we plan 
to meet our objectives over the next three 
years by hiring part-time staff at the Iqaluit 
and Ottawa sites, replacing aging technology 
and call centre equipment at the Iqaluit site, 
providing online access to a call centre data-
base for the Iqaluit site, researching and 
updating the referral database for all Inuit 
regions, developing a recruitment package 
and conducting a volunteer recruitment 
campaign in Iqaluit, offering appropriate 
training opportunities for volunteer Re-
sponders, and implementing a culturally 

appropriate promotional campaign for the 
Help Line in all Inuit regions.   

Since 1990, the Kamatsiaqtut Help Line has 
been the first point of public access for confi-
dential telephone support for Inuit and other 
Northerners who are in crisis or simply need 
a listening ear to talk about personal prob-
lems.  It provides quick and efficient toll free 
telephone access 24 hours / 7 days per week 
in English, French and Inuktitut for screen-
ing, assessment, information, emotional 
support, crisis intervention, suicide preven-
tion and transfer/referral to emergency ser-
vices when necessary.   

 

   

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 

Suzanne Laporte, Director 

Paul Sauvé, Director  

Lindsey Scully, Director 

Yehudis Stokes, Director 

Thank You to Our Annual Funding Partners! 
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 Changes on the Distress Centre Team. 

In December 2016, DCOR welcomed Pe-
ter Farrell to its team as Wellness Check 
Coordinator.  In this new role, Peter will 
be responsible for the coordination of all 
activities related to the Wellness Check 
Service, including training, supervising 
and supporting all new Wellness Check 
Specialists, maintaining liaisons with par-
ticipating hospitals, and contributing to 
the ongoing development of the Well-
ness Check Service.  

Peter holds a degree in Civil Engineering 
from McGill University.  He brings with 
him a wealth of experience in mental 
health support, youth work and program 
coordination. Peter is a LinvingWorks 
safeTALK trainer, a MANifest Change 
facilitator.  He’s an active volunteer for 
the youth reconciliation organization 
Canadian Roots Exchange. 

In addition to the Wellness Check Ser-
vice, Peter will also be coordinating a 
joint project with the Nunavut Kamatsi-
aqtut Help Line organization to expand 
this service for all Inuit and other citi-
zens living in the North. 

 

Breanna Pizutto also moved to a new 
position during the past fiscal year.  
From Service Facilitator, Breanna 
moved to her new role as Training and 
Service Assistant.   

Breanna has been involved with the 
Distress Centre for three and a half 
years in different roles as a volunteer, 
leader and employee. 

The Training and Service Assistant will 
help screen potential applicants, train 
new recruits, supervise new volunteers 
during their probationary period,   

Taking on new roles within a growing non-profit organization  

Charles Laframboise, Executive Director       

Judy Grunwald, Manager of Finance and Operations 

Brigitte Bill, Manager of Client Services 

Jennifer Jackson, Manager of Educational Services 

Breanna Pizzuto, Service Facilitator 

Jessica Grunwald, Scheduling Coordinator 

Arianne Richeson, Training Facilitator 

Jessica Golden, Training Instructor 

Leslie Scott, Community Relations Coordinator 

Administrative Staff  

Charles Laframboise, Executive Director       

Judy Grunwald, Manager of Finance and Operations 

Brigitte Bill, Manager of Client Services 

Jennifer Jackson, Manager of Educational Services 

Breanna Pizzuto, Service Facilitator 

Jessica Grunwald, Scheduling Coordinator 

Arianne Richeson, Training Facilitator 

Jessica Golden, Training Instructor 

Leslie Scott, Community Relations Coordinator 

Service Support Workers 

Nabil Asraoui, Véronique Bonneville, Caroline Bouchard, Nadine 

Collins, Konrad Czechowski, Lina Dobson, Kristin Doyle, Liam  

Gareau, Arcade Kakunze, Rebecca Nagrodski, Ivan Ndikuriyo,  

Kim Nguyen, Elnaz Saleh, Diane Sarrazin, Marie-Jacqueline  

Thomas, Richard Trudel, Julia Tunney and Robyn Young 

Service Assistants 

Kyle Johnson, Brent Lamborn, Lucia Miller, Deanna Walker  

Wellness Check Specialists 

Bella Andersson, Peter Farrell and Éric Martel 

provide training to community organi-
zations, and assist with other agency 
activities as required.  

Breanna holds two undergraduate 
degrees from the University of Ottawa 
in Health Sciences and Psychology and 
she has varied work and volunteer 
experience in the healthcare and so-
cial services fields.  

 

Jessie Golden took on her position as 
our new Training Instructor on Octo-
ber 4th.   
 
Jessie has had a dynamic life, having 
worked in finance and makeup artistry 
before returning to school so that she 
could work in social services. Since 
graduating 7 years ago, she has 
worked with people experiencing 
homelessness, addiction and mental 
illness. She is currently working at the 
Mission for Men, running small group 
therapy sessions as well as training 
ASIST trainers in the Ottawa area.  
 
Jessie brings a strong anti-stigma lens 
to the work that she does profession-
ally and personally. One of her pas-
sions is creating a strong sense of 
community. 

 

Welcome to the Distress Centre!      
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A Year in Numbers 

Statistics on calls answered by DCOR’s Crisis Line Responders 
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Service Outcomes

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 
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Calls Answered In total, the Distress Cen-

tre’s volunteer Crisis Line 

Responders answered 

51,720 calls for help in 

2016-2017.  

70.3% of clients experienced 

a decrease in their distress/

anxiety level following their 

call to the Distress Centre. 

96.5% of clients 

who contacted 

the Distress Cen-

tre appreciated 

the service they 

received from 

our Crisis Line 

Responders. 
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A Year in Numbers 

Statistics on calls answered by DCOR’s Crisis Line Responders 

63.3% of clients who con-

tacted the Distress Centre in 

the last 12 months were in 

treatment for a mental 

health issue. 
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Major Types of Calls

Distress

Crisis

Support

Informati
on
Third
Person

During the last 12 

months, 74.2% of cli-

ents who contacted the 

Distress Centre were 

either in distress or in 

crisis.   
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Presenting Issues Addressed

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  

From April 1 to March 31, ser-

vices were provided to 5,690 

youths between the ages of 16 

and 24, as well as 14,558 adults 

between the ages of 55 and 74.   
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A Year in Numbers 

Statistics on calls answered by DCOR’s Crisis Line Responders 

In the past year, 7,143 

referrals to our commu-

nity partners were pro-

vided by our Crisis Line 

Responders to clients 

who were in need of ad-

ditional assistance and 

support. 
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Diagnostics

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  

In 2016-2017, our Crisis Line 

Responders transferred 3,490 

clients directly to the appropri-

ate local Mental Health Crisis 

Team where more help was 

provided to them. 

During the past 

year, 6,796 calls 

answered by Crisis 

Line Responders 

were from clients 

who experienced 

suicidal thoughts 

and/or behaviour. 
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A Year in Numbers 

Statistics on Wellness Check Calls 

 869 PATIENTS CONTACTED 

What is the 
Wellness Check 
Service? 

Patients are most vulnerable the week after discharge - we 
connect with them 24 - 72 hours after their Hospital Dis-
charge to ensure they are coping well. Patients will be better 
equipped to care for themselves in their home environment 
as they follow their personal discharge plan. 

of patients are experiencing  

Heightened Stress 74% 

of patients are experiencing  

Suicidal Thoughts 53% 

of patients are experiencing  

Isolation & Loneliness 61% 

Outcome of Completed Wellness Check Call 

Safely diverted from Emergency Room 

Decrease in distress / anxiety level  

Decrease in risk to self or others  

Distress or crisis defused 

Future crisis plan developed 

Community resources provided 

Exploration of coping strategies 

Increased sense of competence 

96% expressed appreciation 

for Wellness Check Call 

7% 

70% 

31% 

18% 

91% 

9% 

81% 

70% 

5%

20%

58%

17%

Present State of Patients

Crisis

Distress

Fragile

Stable
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A Year in Numbers 

Statistics on Professional Development Courses 

The Distress Centre provides training, not only for our own volunteers, but for other groups as 
well, including colleges and  universities, social service agencies, businesses, government depart-
ments and police staff.  Our professional trainers, renowned for their expertise and knowledge, 
have trained on topics as diverse as conflict management, communication skills, stress manage-
ment, suicide prevention, crisis intervention and more. 

24 professional development 

courses provided in 2016-2017   
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Financial Summary! 

Financial Summary for the year ended March 31, 2017 

Revenue 

Mental Health Crisis Lines $687,979 

Distress Lines 198,910 

Emergency Support Line  6,250 

Wellness Check Service 136,084 

Individual and Corporate Donations 30,333 

Professional Development Training 24,060 

Fundraising Events 61,373 

Interest Income 1,088 

Special Grant 10,430 

Bingo 27,418 

 1,183,925 

 

Expenses 

Salaries, Benefits and Professional Development $710,559 

Administration, Audit and Professional Fees, Dues and Memberships  40,186 

Volunteer Recruitment 109,556 

Technology, Telephony 92,894 

Insurance 8,127 

Rent 95,403 

Volunteer Program 43,485 

Fundraising 28,796 

Mental Health Crisis Lines 21,451 

 1,150,457 

 

Excess of revenue over expenses prior to amortization $33,468  

 

Amortization (28,624) 

 

Excess of revenue over expenses for the year $4,844  

 

(audited financial statements are available upon written request) 
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NOTES 
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Guiding Principles 

The Distress Centre of Ottawa and 
Region (DCOR) is committed to: 

 Recognizing the outstanding vol-
unteer workforce that delivers the 
core of its services.   

 Protecting the confidentiality of all 
callers. 

 Ensuring access to its services 24 
hours per day, 7 days a week. 

 Access to its services being free-of
-charge for individuals residing in 
the geographic areas covered by 
DCOR. 

 Evolving its services to meet the 
changing needs of the community. 

 Being accountable to the commu-
nity it serves and reporting regu-
larly on current needs, gaps in 
services and emerging trends.    

 Transparency, accountability and 
diversity throughout the organiza-
tion. 

 Leadership and excellence.  

Working within the continuum of mental health services, the Distress 

Centre of Ottawa and Region contributes to a healthier and safer com-

munity by providing suicide prevention, crisis intervention, psychologi-

cal stabilization, emotional support, information, referral and educa-

tion services, without judgement, to individuals in need. 

Mission 

P.O. Box 3457, Station C 

Ottawa, Ontario K1Y 4J6 

 

613.238.1089 ph 

613.722.5217 fax 

 

www.dcottawa.on.ca 

Vision 

The Distress Centre of Ottawa and Region plays a key role in establish-

ing a community where individuals in need are supported and empow-

ered to meet life’s challenges. 


