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President’s Message 

When the Distress Centre was founded fifty years ago, our 
founding members surely could not have imagined the impact 
they would have on our communities over the ensuing decades: 
over 1 million calls compassionately answered, hundreds of thou-
sands of people supported and bringing the awareness that help 
is truly just a phone call away to millions of people throughout 
the years. 
 
Since 1969, we have seen an amazing explosion of technological 
advancement, increased cultural diversity and better awareness 
and acceptance of mental health issues coupled with the need to 
treat them. Despite all this – or perhaps because of it – the need 
for a friendly and understanding person to connect with has on-
ly grown. We have seen this reflected in our steadily increasing 
call volumes which have gone from approximately 5,700 calls in 
our first year of operation to over 56,000 this year. 
 
We have also experienced this increased need through the num-

ber of new partners who have supported us and the new services we have introduced over these 
many years.  From our humble beginnings with a single distress line we now support eleven distress/
crisis/help lines, provide two different Wellness Check services, and deliver an Emergency Support Line 
for the Ottawa Paramedic Service. Currently in its final planning stages is the Ottawa Transit Crisis Re-
sponse Service which will be ready to go live when Ottawa’s new light rail arrives. With every new ser-
vice introduced, we remain steadfast that together we shall never sacrifice the high quality of the in-
dustry leading services we have developed, and are known for, across the region and across Canada.  
 
When recent tragic events have struck, such as the occurrences of tornadoes and flooding in Ottawa-
Gatineau, the Distress Centre was called upon by the media and the public for support both during the 
crisis as well as long after the events left the headlines, providing on-going emotional support for the 
victims and their families. This is who we are, what we do. 
 
We are fortunate to be able to collaborate with our major service partners and funders which include: 

Centraide Outaouais; the City of Ottawa; United Way/Centraide Ottawa; Hȏpital Montfort; the Govern-
ment of the Northwest Territories; the Cornwall Community Hospital; Addiction and Mental Health Ser-
vices - Kingston, Frontenac, Lennox and Addington; Grey-Bruce Health Services; the Pembroke Region-
al Hospital; the Hawkesbury and District General Hospital; the Nunavut Kamatsiaqtut Help Line; the 
Ottawa Hospital; and the Ottawa Paramedic Service. 
 
I would like to personally thank our departing board member Daniel Ahmad for his service as Treasurer 
on the board and his focus on our communities. This year, we also welcomed three new board mem-
bers Linda Mouhamou, Shannel Rajan and Salama Soluma. We are delighted to have their expertise 
and perspectives as part of our governing council. 
 
In celebrating our golden jubilee this year, we have put on several wonderful events including our very 
successful 50 Donations in 50 Hours fundraiser which raised $3,460, the second edition of Mindful Ink 
in partnership with Free World Tattoo with brought in over $12,000 in much needed funds, and our 
ever popular Chocolate Affair Gala which provided net proceeds of over $33,000. 
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We have not only celebrated our achievements but have also taken time to look forward and consider 
what challenges the next fifty years will bring. An accelerated pace of technology change seems a giv-
en. Even today, communication technologies such as free, global video conferencing, which was solely 
the stuff of science fiction a mere handful of years ago, is now virtually ubiquitous.  New ways of identi-
fying, managing and treating mental illness will surely also be introduced. New funding models, part-
nerships we haven’t yet imagined, services not yet developed and social complexity not yet faced will 
all surely be part of the exciting future ahead for our DCOR teams. For each of these challenges, our 
board actively discusses and develops strategy; our staff creatively builds solutions; and our volunteers 
capably implement them. However, even with so much anticipated change, it seems certain that the 
need for a friendly person to talk to and share their personal challenges will not change… no matter 
how we end up doing it! As a team, I have complete confidence that we can overcome any challenge 
and continue to meet the needs of the communities we so proudly serve for another 50 years. 
 

 

 

 

 

Peter Donnelly 
President, Board of Directors 

GUIDING PRINCIPLES 

The Distress Centre of Ottawa and Region (DCOR) is committed to: 
 Recognizing the outstanding volunteer 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 community it serves and reporting regularly on current needs, gaps 

in services and emerging trends.    
 Transparency, accountability and diversity throughout the organization. 
 Leadership and excellence.  

VISION 
The Distress Centre of Ottawa and Region plays a key 
role in establishing a community where individuals in 
need are supported and empowered to meet life’s chal-
lenges. 
 

MISSION 

Working within the continuum of mental health ser-
vices, the Distress Centre of Ottawa and Region contrib-
utes to a healthier and safer community by providing 
suicide prevention, crisis intervention, psychological sta-
bilization, emotional support, information, referral and 
education services, without judgement, to individuals in 
need. 
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Thank You to Our Annual Funding Partners! 

On August 7
th

, the Distress Centre welcomed Terri Soukup to its 
Team as the Director of Client Services. Terri is responsible for the 
management of client and educational services offered by the Dis-
tress Centre through its team of responders, Leaders and trainers.   
  
Terri brings more than 15 years of experience in the social services 
and non-profit sectors.  During this time, Terri worked with clients 
suffering from addictions, with women involved in the criminal jus-
tice system and those at risk of coming into conflict with the law, 
with adults with physical disabilities and with seniors wishing to 
maintain their independence while staying in their own home.   
Terri completed an Addiction Caseworker Diploma from McMaster University as well as an Addictions 
Worker Diploma from CDI College..  Welcome to the team, Terri!  
 

On October 1
st
, the Distress Centre was pleased to welcome Chantal Ladou-

ceur as its new Manager of Volunteer Development and Support.  Chantal’s 
role at the Centre is to train new recruits, supervise and support new volun-
teers during their three-month probationary period and throughout their ac-
tive service at the Centre, and provide training to community organizations.   
 
In her previous employment, Chantal gained considerable experience work-
ing for the Ottawa Rotary Home where she applied her skills in case manage-
ment for adults and children, marketing and communications, public rela-
tions as well as volunteer management.  Her knowledge of volunteer recruit-
ing, orientation, training and retention will be of special interest for DCOR.  
Chantal completed a Health Science degree (Geriatrics) from Algonquin Col-
lege..  Glad to have you on board, Chantal! 
 

New Employees at the Distress Centre 
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Service Support Workers 
Angela Accettura, Alexandre Belisle,  

Marie Josee Chabot, Liam Gareau, Gabrielle 
Gauthier, Arcade Kakunze, Isabelle Lafrance,  

Chloé Landry, Alana Mistry, Rebecca Nagrodski, 
Elnaz Saleh, Tiffanie Seguin, Marie-Jacqueline 

Thomas and Robyn Young  
 

Service Assistants 
Kyle Johnson, Lisa Paul, Rina Araji, Marie-

Jacqueline Thomas and Sarah Church 

Wellness Check Specialists 
Marie Josee Chabot, Alana Mistry, 

Rebecca Nagrodski, Elnaz Saleh, and Robyn Young  
 

The Distress Centre Team 

Board of Directors 

Peter Donnelly, President 
Suzanne Laporte, Vice President 

Frank Cestnik, Treasurer  
Diane Lepage, Secretary   

 
Directors: Daniel Ahmad, 

David de Launay, Gordon Hill,  
Linda Mouhamou, Susan Padmos,  
Shannel Rajan and Salama Soluma 

Administrative Staff 

Charles Laframboise, Executive Director 
Vanessa Bascelli, Professional Development & Wellness Check Program Coordinator  

Kyla Clark, Administrative Assistant 
Jessica Grunwald, Manager of Volunteer Selection & Engagement 

Judy Grunwald, Director of Corporate Services  
Chantal Ladouceur, Manager of Volunteer Development & Support 

Leslie Scott, Manager of Media, Marketing and Communications 
Terri Soukup, Director of Client Services 
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Helping Residents of the Northwest Territories 
On July 19

th
, 2018, the Distress Centre began to 

answer calls for help from the Northwest Territo-
ries.  The Help Line is offered 24 hours per day, 7 
days per week in English and French.  It is also 
available in NWT’s nine other official languages 
(Chipewyan/Dené, Cree, Gwich’in, Inuinnaqtun, 
Inuktitut, Inuvialuktun, North Slavey, South Slavey 

and Tłįchǫ) through interpretation.   
 
The Northwest Territories is the second-largest 
and the most populous of the three territories 
in Northern Canada covering an area of 
1,144,000 km

2
 with a population of 44,445 resi-

dents.  Its capital and largest city, Yellowknife, is 
home to 19,569 people.  Other major communities 

(and their population) include Hay River (3,606), Inuvik (3,463), Fort Smith (2,093) and Behchoko 
(1,926).  NWT is one of two jurisdictions in Canada (Nunavut being the other) where Aboriginal peo-
ples are in the majority, constituting 50.4% of the population.   
 
The NWT Department of Health and Social Ser-
vices provided training materials that were shared 
with our volunteers, staff and Service Support 
Workers to get everyone ready to answer calls 
from the Northwest Territories.   
 
We feel privileged to have an opportunity to help 
the residents of the Northwest Territories in their 
time of need!  Many thanks to the NWT Depart-
ment of Health and Social Services for making this 
possible! 

 

 

The Five Regions of the Northwest Territories. 

https://en.wikipedia.org/wiki/Chipewyan_language
https://en.wikipedia.org/wiki/Cree_language
https://en.wikipedia.org/wiki/Gwich%E2%80%99in_language
https://en.wikipedia.org/wiki/Inuinnaqtun
https://en.wikipedia.org/wiki/Inuktitut
https://en.wikipedia.org/wiki/Inuvialuktun
https://en.wikipedia.org/wiki/Slavey_language
https://en.wikipedia.org/wiki/Slavey_language
https://en.wikipedia.org/wiki/Dogrib_language
https://en.wikipedia.org/wiki/Northern_Canada
https://en.wikipedia.org/wiki/Yellowknife
https://en.wikipedia.org/wiki/Aboriginal_peoples_in_Canada
https://en.wikipedia.org/wiki/Aboriginal_peoples_in_Canada
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Support Services for Ottawa Transit Users 

Ottawa Transit Crisis Response Service 
 
Based on a program already underway in Toronto 
whereby subway users are able to call the local dis-
tress centre (using a special button on pay phones 
located at each subway station) if they are in crisis 
or are feeling suicidal, and in anticipation of the 
launch of the City of Ottawa’s new light rail Confed-
eration Line, OCTranspo and the Distress Centre 
joined forces to develop the Ottawa Transit Crisis 
Response Service. 
 
The Transit Crisis Response Service will be offered in both official languages and operate during transit 
hours once the light rail system is launched  Using pay phones located at each LRT station, transit users 
will be able to contact a Crisis Line Responder if they are in crisis or are feeling suicidal, or if a third party 
caller is concerned for another transit user.  Crisis Line Responders will have the ability to connect direct-
ly with OCTranspo security to initiate an emergency response, if required.    
 
The primary goal of this suicide prevention initiative is to reduce the number of people who might at-
tempt suicide at LRT stations.  Once the Confederation Line has been launched, this initiative will be rep-
licated across the City of Ottawa’s entire Transit System.  
 
The OCTranspo Suicide Prevention Working Group has developed a comprehensive public awareness 
campaign for transit users to introduce the availability of this service.  Distress Centre Crisis Line Re-
sponders have been trained and are ready to answer calls for help from Ottawa’s transit users once the 
LRT trains start moving in 2019.  
 

OC Transpo Customer Service Centre 

 
Also to be launched in conjunction with the LRT is a new support line for OCTranspo customers.  This 
service will offer a direct line between OCTranspo’s Customer Service Centre and the Distress Centre  
where a Customer Service Centre employee who is speaking with a caller in distress will be able to trans-
fer the caller directly to a Crisis Line Responder with the Distress Centre.  
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Revenue 

Mental Health Crisis Lines $788,041 

Distress Lines 174,874 

Emergency Support Line  25,000 

Wellness Check Service 134,642 

Individual and Corporate Donations 41,982 

Professional Development Training 15,537 

Fundraising Events 79,078 

Interest Income 5,215 

Special Grant 19,585 

Bingo 31,265 

 1,315,219 

 
Expenses 

Salaries, Benefits and Professional Development $838,402 

Administration, Audit and Professional Fees,  

Dues and Memberships  38,444 

Volunteer Recruitment 101,725 

Technology, Telephony 100,906 

Insurance 10,472 

Rent 107,678 

Volunteer Program 60,428 

Fundraising 35,687 

Mental Health Crisis Lines 1,474 

 1,295,216 

 
Excess of revenue over expenses prior to amortization $20,003  

 
Amortization (15,132) 

 
Excess of revenue over expenses for the year $4,871 

 
(audited financial statements are available upon written request) 

Financial Summary 
Financial Summary for the year ended March 31, 2019 
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Welcome to the Distress Centre! 

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 
54,850 calls for help in 2018-2019.  

69.6% of clients ex-
perienced a decrease 
in their level of isola-
tion and loneliness 
following their call to 
the Distress Centre. 

91.8% of clients who 
contacted the Distress 
Centre appreciated the 
service they received 
from our Crisis Line  
Responders. 
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45.4

8.8
41.3

2.2

9.0

Major Types of Calls

Distress

Crisis

Support

Information

Third Person

How Are You Feeling Today? 

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 past year, 54.2% of clients who contacted the Distress  
Centre were either in distress or in crisis.   

29% of clients who 
contacted the Distress 
Centre in the last 12 
months were dealing 
with relationship issues. 

From April 1 to March 31, 
services were provided to 
5,924 youths between the 
ages of 16 and 24, as well 
as 12,232 adults between 
the ages of 55 and 74.   
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How May I Help You? 

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  

1 - Self Abuse / Harm 

2 - Attempt Commenced  

3 - Moderate to High Risk   

4 - Ideation  

5 - Prior Suicidal Behaviour 

6 - Survivor of Suicide   

   

  

  In the past year, 7,739 calls answered by Responders were from 
clients who experienced suicidal thoughts and /or behaviour. 

In 2018-2019, our Crisis Line 
Responders transferred 
3,686 clients directly to the 
appropriate local Mental 
Health Crisis Team where 
more help was provided to 
them. 

In the past year, 7,886   
referrals to our community 
partners were provided by 
our Crisis Line Responders 
to clients who were in 
need of additional          
assistance and support. 
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Hello.  This is Your Wellness Check Call.  

1%

14%

76%

9%

Present State of Patients

Crisis

Distress

Fragile

Stable

934 PATIENTS CONTACTED      
IN THE PAST YEAR FOLLOWING 
A VISIT TO THE HOSPITAL FOR A 

MENTAL HEALTH ISSUE 

89% expressed appreciation for 
their Wellness Check Call 

In 65% of patients, there was a 
perceived improvement in their 
condition since hospitalization 

Specialists explored an action 
plan with 77% of patients 

72% of patients were complying 
with their discharge plan 

19% of patients expressed        
current suicidal ideation 

77% of patients were in treat-
ment for a mental health issue 

53% of patients experienced a 
decrease in their level of distress /

anxiety following a Wellness 
Check call 
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When Tragedy Strikes 

During the past fiscal year, the Ottawa-Gatineau Region was struck by a number of tragedies, natural or 
otherwise.   During these difficult times, the Distress Centre is called upon to provide emotional support, 
crisis intervention and suicide prevention to victims, frontline workers, media personnel, and bystanders. 
 
When needed, DCOR staff move quickly to get ready to handle the number of calls expected over the 
following few hours and days.  If required, staff take part in local Emergency Response efforts.  We make 
changes to our database to help us keep track of calls that might come into the call centre related to the 
tragic event.  We provide detailed instructions to all Responders to help them help others in need.  Staff 
keep in touch with the call centre Responders and the Leader on duty to gauge the level of calls and to 
take steps to add reinforcements, if needed.  We consult the shift schedule to ensure that there are 
enough human resources for the next few days.  Volunteers are always quick at offering to help 
out.  Staff update DCOR’s Facebook, Twitter and other social media accounts, inviting people who are 
affected by a particular tragic accident to call the Distress Centre.  News reports help advertise the Dis-
tress Centre number throughout their coverage.   
 
Whatever the need, the Distress Centre can always be counted on to provide immediate relief to any-
one affected by local tragedies, and to maintain support as long as it is required. 
 
 
 
 
 
 
 
 
 

 
 

 
Online Crisis Services 

 
For approximately 10 years now, various organizations throughout Canada have offered some type of 
online services to help people in distress or in crisis.  The majority of these services are offered through 
texts and chats.  In Ontario, 75% of online services are offered via texts and 25% are offered through 
chats. 
 
Chat and Text services have been discussed by DCOR staff, volunteers and Directors for a number of 
years.  Over the past fiscal year, Distress Centre staff undertook additional research, speaking with cur-
rent service providers to determine how and when such a service could be added to the Distress Centre 
line-up, looking at advantages and disadvantages of popular software platforms for text and chat, vol-
unteer recruitment and training, operation of text and chat, scheduling of responders, as well as costs, 
pros and cons of networked service vs. single service.  A volunteer survey on text and chat services was 
also completed. 
 
Armed with the results of our research, the Distress Centre has made the decision to move forward with 
the implementation of chat and text services, beginning in January of 2020.  Staff will be working hard 
over the next few months to pave the way for this new service offering as we embark on the next 50 
years of our evolution. 
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Events and Celebrations 

A Chocolate Affair Gala (2018 Edition) 
 
The Distress Centre celebrated its 11

th
 annual Chocolate Affair Gala on Sat-

urday, May 5
th

, 2018, in the Trillium Ballroom at the Shaw Centre.  During 
this special event, 310 guests enjoyed a four course chocolate infused din-
ner, sweet treats by local chocolate vendors, a silent auction, raffle prizing, 
and more!  With event tickets, auction items, raffle envelopes and the occa-
sional donation, the Centre was able to raise more than $33,000 in net rev-
enue from the 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 every-
one 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! 
 
 

Mindful Ink 2.0 

 
Mindful Ink 2.0 was an incredible success once again this year.  On Febru-
ary 23 & 24, 2019, participants had either pre-booked an appointment or 
walked in for an appointment.  Both days brought line-ups outside the 
door, with 7-hour wait times for tattoos.  On Day 1, Free World Tattoo art-
ists completed 137 tattoos, with an additional 63 on Day 2, bringing the 
total to 200 tattoos in two days.  With the demand being so high, Free 
World Tattoo chose to let the fundraiser continue until June, with artists 
completing tattoos as time allows.  In addition, a raffle draw was held for 
an 8-hour session with an artist, with many tickets sold.  The final tally was 
in excess of $12,000!  Plans are already underway for Mindful Ink 3.0.  
We’re very thankful to Free World Tattoo for their commitment and sup-
port of the Distress Centre.      

 
 

Launching DCOR’s 50 Year Celebrations 

 
To kick-start DCOR’s 50

th
 anniversary celebrations, the community was 

encouraged to make monetary donations of any size for our services, with 
our objective being to receive 50 donations between 8:00 a.m. on March 
19

th
 and 10:00 a.m. on March 21

st
.  The fundraiser was launched on CTV 

Morning Live and Ottawa Matters. 
 
In total, 54 donations were received during this time frame, raising an im-
pressive $3,460 through donations ranging from $10.00 to $500.00.  
 
We thank everyone who helped spread the word about this event 
through their social media networks!  A special “Thank You” to our gener-
ous donors who continue to support DCOR in its efforts to help people in 
need!   
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NOTES 



P.O. Box 3457, Station C 

Ottawa, Ontario 

K1Y 4J6 

Phone: 613-238-1089 

Fax: 613-722-5217 

E-mail: office@dcottawa.on.ca 


