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Frontenac County Residents Well Served 

The Distress Centre has 

been working with Addiction 

& Mental Health Services - 

Kingston, Frontenac, Lennox 

& Addington since June 

2013  to offer crisis ser-

vices to residents of the 

Frontenac County.     

 

The County of Frontenac is 

located in South Eastern 

Ontario.  It is bordered to 

the North by Renfrew 

County, to the South by the 

St. Lawrence River, to the 

West by the County of Len-

nox and Addington, and to 

the East by the Counties of 

L a n a r k  a n d  L e e d s .  

Frontenac encompasses 

3,788 square kilometres of 

beautiful landscape.  From 

Wolfe and Howe Islands 

south of Kingston to the 

Canadian Shield near Bon 

Echo, Frontenac is home to 

150,475 residents.  King-

ston is the largest urban 

centre with a population of 

123,798.  Other population 

centres include Arden, Om-

pah, Parham, Sharbot Lake 

and Sydenham.   

 

Through a toll-free number 

and a local number, the 

Frontenac Community Men-

tal Health Crisis Line is the 

first point of public access 

to a full range of mental 

health services for people in 

distress or in crisis.  The 

Crisis Line is available for 

English and French-speaking 

clients living throughout the 

County of Frontenac.  Since 

the launch of this service, 

more than 12,000 calls for 

help have been received 

from residents of this re-

gion.   

 

1.866.616.6005  

613.544.4229 
  

 

 

Following a planning retreat 

where Distress Centre di-

rectors and staff were tak-

en through various planning 

exercises by John Gelder 

and his team at Gelder 

Gingras & Associates, a new 

Strategic Plan evolved for 

2018-2021.  

Over the next three years, 

directors and staff will 

work diligently on each pri-

ority for this next phase, 

identifying services that 

will be helpful for seniors 

which can be provided by 

the Distress Centre, keep-

ing abreast of opportunities 

for growth in services or 

territory, and advancing the 

Distress Centre’s ability to 

offer new services using 

different mediums and 

technologies.  

 

We look forward to tackling 

these new challenges. 
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Another Record 

Shattered 

It’s happened once 

again – our volunteer 

Crisis Line Responders 

have set another rec-

ord by answering a 

total of 55,482 calls 

for help during the 

past fiscal year.  This 

number represents an 

increase of 7.3% over 

the previous year.   

 

Congratulations to 
all our Responders!  

Planning for the Future 

June 27, 2018 

 



 

 

The Distress Centre Team 

Administrative Staff 

Charles Laframboise, Executive Director 

Vanessa Bascelli, Professional Development & Wellness Check 

Program Coordinator  

Brigitte Bill, Manager of Client Services 

Kyla Clark, Administrative Assistant 

Jessica Grunwald, Scheduling Coordinator 

Judy Grunwald, Manager of Finance and Operations 

Kyle Johnson, Training Instructor 

Breanna Pizzuto, Volunteer Resources Coordinator 

Arianne Richeson, Training Instructor 

Leslie Scott, Community Relations Coordinator 
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Board of Directors 

Peter Donnelly, President 

Suzanne Laporte, Vice President 

Daniel Ahmad, Treasurer  

Diane Lepage, Secretary  

Mike Neill, Past President 

Frank Cestnik, Director 

David de Launay, Director 

Gordon Hill, Director 

Susan Padmos, Director  

Yehudis Stokes, Director 

 

Service Support Workers 

Angela Accettura, Nabil Asraoui, Véronique Bonneville, Sylvie 

Campbell, Marie Josee Chabot, Konrad Czechowski, Lina Dob-

son, Liam Gareau, Gabrielle Gauthier, Arcade Kakunze, Isabelle 

Lafrance, Étienne Leblanc-Cameron, Alana Mistry, Rebecca 

Nagrodski, Elnaz Saleh, Tiffanie Seguin, Marie-Jacqueline 

Thomas and Robyn Young  

Service Assistants 

Véronique Bonneville, Kyle Johnson, Brent Lamborn, David 

Nesrallah, Marie-Jacqueline Thomas and Deanna Walker  

Wellness Check Specialists 

Véronique Bonneville, Lina Dobson,  Rebecca Nagrodski, Elnaz 

Saleh and Marie-Jacqueline Thomas 



 

 

Every single day, the Distress Centre is 

called upon to help make a positive dif-

ference in people’s lives. Every call is 

both an opportunity, and a responsibility 

we gladly accept,  to help someone in our 

community.  This year alone, over 

55,400 callers reached out to our volun-

teers to help them through their day.  

This is a 7.3% increase in calls over last 

year.   While I can hope this growth is 

all due to a greater awareness of our 

service and an increase in societal ac-

ceptance to discuss our mental health, I 

also know that there is a growing need.  

The facts are sobering1: 

 In order to meet the needs, we are 

constantly looking for ways to improve 

our services and introduce new services.  

Amongst our many achievements this 

year, we have implemented a long term 

contract for the Emergency Support 

Line for the Ottawa Paramedic Service, 

based on last year’s successful pilot, 

renewed our long-term partnership with 

Grey Bruce Health Services and the 

Canadian Mental Health Association 

(Grey Bruce), and implemented a new 

organizational structure for the Man-

agement Team.  We have also developed 

new ways to reach out and engage the 

community with events such as Mindful 
Ink, our wildly successful awareness and 

fundraising campaign.  

 

Additionally, we have implemented a new 

strategic plan for 2018-2021, wherein 

we have undertaken initiatives to contin-

ue to grow our existing services, develop 

new services targeted at supporting our 

aging population, and investigate new 

technology solutions that could allow us 

to reach our community in new and ex-

citing ways. 

 

Like every year, we are deeply grateful 

to all our funders who allow us to deliver 

our services.  Our major funders in-

clude: Centraide Outaouais; the City of 

Ottawa; the Cornwall Community Hospi-

tal; Addiction and Mental Health Ser-

vices – Kingston, Frontenac, Lennox and 

Addington; the Grey Bruce Health Ser-

vices; the Hawkesbury and District Gen-

eral Hospital; Health Canada; Hôpital 

Montfort; the Nunavut Kamatsiaqtut 

Help Line; the Ottawa Hospital; the Ot-

tawa Paramedic Service; the Pembroke 

Regional Hospital; and United Way/

Centraide Ottawa. 

Our volunteers unquestionably form the 

backbone of the Distress Centre and we 

are truly fortunate to have so many peo-

ple from our community willing to share 

their time and their compassion to help 

us provide our important services.  In 

December of each year, we hold an an-

nual volunteer recognition event and I 

am always humbled to see how many of 

our volunteers are called forward to be 

recognized for 5, 10, 15 or more (!) 

years of service.  Their dedication is 

truly inspirational and I thank them 

from the bottom of my heart.  I would 

also like to personally thank our depart-

ing volunteer Board member, René 

Bibaud, who served as Board Secretary.  

His quiet and confident leadership will 

be missed and we wish him health and 

happiness. 

 

Next year, the Distress Centre will 

achieve a very significant milestone as 

we proudly celebrate 50 years of contin-

uous service.  It is truly awe inspiring to 

think of how much the world has 

changed over the past 50 years and that 

the Distress Centre has been there eve-

ry step of the way to serve the needs of 

our family, friends, and neighbours.  

While it is our most sincere desire that 

our services will no longer be required 

for another 50 years(!), we will use this 

milestone year as an opportunity to cele-

brate all that we have achieved together 

and renew our pledge to be here for as 

long as we are needed. 

 

 

 

Peter Donnelly 

President, Board of Directors 
 

1From Canadian Mental Health Association: https://

cmha.ca/about-cmha/fast-facts-about-mental-illness 

President’s Message 

Peter Donnelly reflects on the Centre’s accomplishments over the past year 
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This year, 1 in 5 Canadians will 

personally experience a mental 

health problem or illness  

By age 40, about 50% of the 

population will have or have had 

a mental illness 

Approximately 8% of adults will 

experience major depression at 

some time in their lives 

Suicide is one of the leading 

causes of death in both men 

and women from adolescence  

to middle age 

https://cmha.ca/about-cmha/fast-facts-about-mental-illness
https://cmha.ca/about-cmha/fast-facts-about-mental-illness
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Financial Summary 

Financial Summary for the year ended March 31, 2018 

Revenue 

Mental Health Crisis Lines $756,404 

Distress Lines 179,411 

Emergency Support Line  25,000 

Wellness Check Service 134,642 

Individual and Corporate Donations 41,302 

Professional Development Training 13,995 

Fundraising Events 66,402 

Interest Income 5,696 

Special Grant 10,724 

Bingo 28,885 

 1,262,461 

 

Expenses 

Salaries, Benefits and Professional Development $741,905 

Administration, Audit and Professional Fees, Dues and Memberships  31,666 

Volunteer Recruitment 132,452 

Technology, Telephony 92,905 

Insurance 10,332 

Rent 113,715 

Volunteer Program 48,942 

Fundraising 29,972 

Mental Health Crisis Lines 34,954 

 1,236,843 

 

Excess of revenue over expenses prior to amortization $25,618  

 

Amortization (20,046) 

 
Excess of revenue over expenses for the year $5,572  

 

(audited financial statements are available upon written request) 



 

 

On September 11th, the Distress Centre 

welcomed Vanessa Bascelli to its Team 

as the first Professional Development & 

Wellness Check Program Coordinator. 

Vanessa’s role at the Centre is to coor-

dinate all aspects of the Wellness Check 

Service in cooperation with our Wellness 

Check Specialists.  Vanessa also works 

with our Training Instructors to coordi-

nate DCOR’s professional development 

courses in the community.   

Over the last few months, Vanessa has 

also researched the state of online ser-

vices in Ontario and other parts of Can-

ada to help us determine if and how 

online crisis services may be integrated 

into DCOR’s current line-up of 

services.   

Vanessa first joined DCOR in 

May 2017 as a Crisis Line Re-

sponder.  Prior to being hired by 

the Distress Centre, Vanessa 

worked for Shared Services 

Canada as an Assistant Learning 

Coordinator and Administrative 

Assistant. She currently volun-

teers at the Royal Ottawa Hos-

pital.  Vanessa  completed her 

Bachelor of Arts in Psychology 

and Arts Minor in French Stud-

ies at Queen’s University.   

Welcome to the team, Vanessa!  

Thank You to Our Annual Funding Partners! 

New Faces in the Distress Centre Office 

The Distress Centre welcomed its first 

Administrative Assistant on March 14th.   

Kyla Clark took on this new position to 

help staff tackle a number of tasks that 

they are currently handling.  These 

tasks include filing, data entry, data-

base management, upkeep of lists, or-

dering of supplies, and more.   The in-

tent here is to provide additional sup-

port for office employees when extra 

help is needed.  

Kyla attended university in the U.S. on a 

full soccer scholarship, completing a 
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degree in English Language and Litera-

ture, with honors.  With a background in 

education, she has interacted with local 

youth both as a high school teacher and 

as a university/club level soccer coach, 

educating and developing a population 

who are active for life.  

Kyla has been an active volunteer with 

DCOR for more than 2 years and is cur-

rently completing an honors degree with 

a specialization in Psychology at the 

University of Ottawa.  

Glad to have you on board, Kyla! 
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Supporting People in Need - One Call at a Time 

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 

In total, the Distress Centre’s 

volunteer Crisis Line Responders 

answered 55,482 calls for help in 

2017-2018.  

95.8% of clients who con-

tacted the Distress Centre 

appreciated the service 

they received from our 

Crisis Line Responders. 

81.4% of clients experienced an 

increase in their ability to cope 

following their call to the Dis-

tress Centre. 
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Supporting People in Need - One Call at a Time 

Statistics on calls answered by DCOR’s Crisis Line Responders 
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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  

During the last 12 months, 64.1% 

of clients who contacted the 

Distress Centre were either in 

distress or in crisis.   

43% of clients who contacted the 

Distress Centre in the last 12 

months were suffering from 

substance abuse / addictions. 

From April 1 to March 31, ser-

vices were provided to 5,982 

youths between the ages of 16 

and 24, as well as 13,438 adults 

between the ages of 55 and 74.   

Supporting People in Need - One Call at a Time 

Statistics on calls answered by DCOR’s Crisis Line Responders 
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Supporting People in Need - One Call at a Time 

Statistics on calls answered by DCOR’s Crisis Line Responders 
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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 the past year, 8,046 calls an-

swered by Responders were from 

clients who experienced suicidal 

thoughts and/or behaviour. 

In the past year, 9,025 referrals 

to our community partners were 

provided by our Crisis Line Re-

sponders to clients who were in 

need of additional assistance and 

support. 

In 2017-2018, our Crisis Line 

Responders transferred 3,795 

clients directly to the appropri-

ate local Mental Health Crisis 

Team where more help was pro-

vided to them. 
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Supporting People in Need - One Call at a Time 

Statistics on calls placed by DCOR’s Wellness Check Specialists 

2%

13%

65%

20%

Present State of Patients

Crisis

Distress

Fragile

Stable

899 PATIENTS CONTACTED 

89% expressed appreciation for 

Wellness Check Call 

66% of patients are complying 

with their discharge plan 

Specialist explored an action plan 

with 76% of patients 

In 55% of patients, there was a 

perceived improvement in their 

condition since hospitalization 

In 2017, the Health Standards Organization (in affiliation with Accreditation Can-

ada) declared the Emergency Department Wellness Check Service as a Leading 

Practice.  Submitted by Hôpital Montfort as “Patient-Centered Wellness Check: 

Tightening the Safety Net at Discharge Through a Partnership Approach”, the 

Emergency Department Wellness Check Service met all required criteria for ac-

ceptance as a Leading Practice.  
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Volunteer Training and Professional Development Courses 

Whether training our own volunteers for 

their new “career” as Crisis Line Re-

sponder or assisting 

local businesses and 

government depart-

ments with  their 

organizational needs, 

the Distress Centre 

offers top quality 

education in the areas 

of active listening, 

empathic assertive-

ness, dealing with 

difficult people, set-

ting limits and bound-

aries, and much more. 

 

During the past year, there were 9 training 

sessions to get 82 new volunteers ready to 

help people in need.  Our 

Training Instructors offer a 

complete overview of the 

Centre, the various services 

offered and the issues en-

countered during the provi-

sion of service.  They also 

provide the world renowned 

LivingWorks’ Applied Suicide 

Intervention Skills Training 

workshop, a requirement for all Re-

sponders. 

  

The Centre’s expertise in the areas 

of distress and crisis is always in de-

mand by various organizations.  In 

2017-2018, there were 24 profes-

sional development courses provided 

to local social service agencies, essen-

tial services, colleges and universi-

ties, as well as private and public in-

stitutions.  

“Professional development is an important component of the Distress 

Centre’s services, both for its Crisis Line Responders as well as community 

organizations.” 

Mindful Ink 

On February 10th & 11th, DCOR partnered 

with Free World Tattoo to host a unique 

event called “Mindful Ink”.  This event 

stemmed from the idea that mental 

health and tattoos are very similar in the 

sense that there are stigmas surrounding 

both.  The public was invited to make an 

appointment or walk in during those two 

days to “get inked for charity”.  There 

were 10 predesigned tattoos to choose 

from.  The intent was to have a mental 

health tattoo with a positive connotation 

(e.g. semi-colon means life goes on) be 

the start of a conversation with others 

around you.   

During Mindful Ink, there were droves of 

participants coming through the 

doors.  Over the course of two days, 128 

tattoos were etched by 5 artists in a 

span of 14 hours, the most the shop has 

ever done in a weekend.  A total of 

$8,800 was raised from tattoo 

clients and  artists alike.  Not only 

was this event a huge success for 

Free World Tattoo and the Dis-

tress Centre but it was also an 

emotional and rewarding experience 

for many clients who were starting 

their own conversation on mental 

health.  



 

 

The Centre celebrated its 10th annual 

Chocolate Affair Gala on Saturday, April 

29th in the Trillium Ballroom at the Shaw 

Centre.  During this special event, 286 

guests enjoyed a four course chocolate 

infused dinner prepared specifically for 

this event by the culinary team at the 

Shaw Centre, sweet treats by local 

chocolate vendors, a silent auc-

tion, raffle prizing, and more!   

 

Sarah Freemark, of CTV Morning Live, 

returned as our entertaining Master of 

Ceremonies.  Marcia Mills was our Guest 

Speaker for the evening.  Marcia and 

her husband were Inspiration Award 

winners in 2010.  Marcia shared the 

story of their struggle to deal with her 

husband Steve’s mental health upon his 

return from military duty in South Afri-

ca in the early 1990’s.  

 

 

 

 

The Shaw Centre and MAJIC 100 were 

back as sponsors of the event.  Choco-

laterie Bernard Callebaut, CocoHari, 

Hummingbird Chocolate, Kleine Cakes & 

Steeped Tea with Shelley offered choc-

olate samples while the Ottawa Junior 

Jazz Band provided live entertainment 

throughout the evening.  The Ottawa 

Paramedics Service Communications 

Officers were on hand to help with sales 

of black raffle envelopes.  Dan Mat-

thews Photography offered a photo 

booth filled with hilarious props.  

 

With event tickets, silent auction items, 

raffle black envelopes and the occasion-

al donation, the Centre was able to raise 

$23,194 in net revenue from the Choco-

late Affair Gala    

 

The Distress Centre is grateful to the 

business community for donating goods 

and services with a total value of 

$25,135, to our donors, to our guests, to 

the volunteers who obtained donations 

and attended the event, and the staff 

who helped with set-up and tear-down.  

Thank you to everyone who helped make 

this edition of the Gala the huge success 

it turned out to be.  

 

We look forward to the next Chocolate 

Affair Gala  in 2018! 

 

A Chocolate Affair Gala: 2017 Edition 
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VISION 

The Distress Centre of Ottawa and Region plays a key role in establishing a community where individuals in need are sup-
ported and empowered to meet life’s challenges. 
 

 

MISSION 

Working within the continuum of mental health services, the 
Distress Centre of Ottawa and Region contributes to a healthier and safer community by providing suicide preven-
tion, crisis intervention, psychological stabilization, emotional 
support, information, referral and education services, with-
out judgement, to individuals in need. 

 Evolving its services to 

meet the changing needs 

of the community. 

 Being accountable to the 

community it serves and 

reporting regularly on cur-

rent needs, gaps in ser-

vices and emerging 

trends.    

 Transparency, accountabil-

ity and diversity through-

out the organization. 

 Leadership and excellence.  

The Distress Centre of Ottawa 

and Region (DCOR) is committed 

to: 

 Recognizing the outstanding 

volunteer workforce that de-

livers 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 are-

as covered by DCOR. 

 

   

P.O. Box 3457, Station C 

Ottawa, Ontario 

K1Y 4J6 

The Emergency Room 

for the Mind 

Phone: 613-238-1089 

Fax: 613-722-5217 

E-mail: office @dcottawa.on.ca 

We’re on the web: 

dcottawa.on.ca 

GUIDING PRINCIPLES 


