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WHEN WE FIRST SAW the significant impact the pandemic would have on 
our community, we decided that this wasn’t simply a storm to weather.  
It was an opportunity to transform.

Throughout the acute phase of the pandemic, it often felt like we wrote plans 
in pencil one day and, on the next, erased it and wrote it all over again.

Our foundation throughout the pandemic, as a result of our intensive  
values work over the last three years, has been to focus on our core values
— to be person-directed, to be connected and engaged, and to inspire  
wellness. This work and our values has grounded our agency through  
this crisis.

As a result, we knew that ensuring authentic connection opportunities was 
a priority. We rapidly iterated our approaches for support in collaboration  
with our clients and quickly incorporated as much face-to-face, in-person 
interaction as possible with the necessary health and safety precautions,  
including PPE. We initiated virtual group frameworks that have become  
sought after across the province. 

We undertook strategic and operational changes, including the rigorous  
process of becoming re-accredited. This has helped us stay aligned with  
our extended system partner networks, fine-tuned our policies with quickly 
evolving practice, and made us a more resilient, agile, and adaptive agency. 

We also became more acutely aware of our need to work within the scope 
of diversity, equity and inclusion and unpack systemic racism including  
within our agency and sector as Black Lives Matters protests and  
Indigenous ‘Every Child Matters’ awareness weighed heavily on our staff  
and further spurred us to more focused action. Despite our best support  
efforts, we also experienced the tragic loss of several individuals to drug  
poisoning and the opioid epidemic. We were witness to and reminded  
of the lack of sufficient harm reduction and low barrier approaches within 
our Region and our need to do better. 

This has prioritized our active pursuit to engage and connect with those  
whose needs are not met by our current system of supports and who are 
most marginalized as a result.

This Impact Report shows how we’ve set ourselves up to do just that — 
and where we see this taking us moving forward. It is dedicated to the 
courageous and resilient people we support, those we lost and our  
Support House staff, volunteers, and Board of Directors team. We are 
grateful for  your humility, grit, and teamwork.

Paul Gregory,  
Executive Director
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Connection is essential.

THE PANDEMIC introduced a whole new vocabulary for many of us. Zoom  
was a little-known video-conferencing tool. Thanks to the pandemic, it’s  
a verb. Social distancing, WFH, flattening the curve, quaranteams… all  
words and phrases took on new meaning thanks to COVID. There was also  
essential service: what services were “essential” versus which ones were not. 
	  
Of course, our work is an essential service. But defining what aspects of  
our approach were “essential” was another conversation. And for us, given  
our values, it was clear that maintaining connection had to be a priority.
 
Living the phrase “together, apart” for over a year has been untenable  
for many. People matter. Connections matter. Our wellness matters.  
We need contact with other human beings to be part of a community.  
That’s especially important when those you support are already isolated.
 
Because the idea of connection drives us, our team made it their priority  
to resume face-to-face support quickly and safely. We did this within the  
first two weeks because it was that important to us.  
 
We provided or ensured that those we support had access to technology,  
and then we transitioned seamlessly to virtual connections. Thanks to our  
team, these new kinds of relationships flourished. Many of our groups find  
it more convenient to connect this way — so now we’re able to further add  
to our range of supports available.
 
Transformative times like the one we’ve been navigating over the past year  
are the ultimate test. It’s a test of what’s working, what’s not, what needs to 

change and what principles remain at our core. By staying true to  
our mission and values, we are navigating this new normal with even  
greater clarity that we’re on the right path as we continue to:

•	Drive our work through our culture and values
•	Shift to evidence-based assessments that inform our  
	 practices and supports
•	Work within the harm reduction framework within our housing  
	 and supports so we can walk alongside people anywhere on  
	 the continuum of substance use 
•	Create opportunities for increased Diversity, Equity and Inclusion  
	 awareness, practices and policies to address systemic racism in  
	 our supports and workplaces  
•	Offer easily accessible peer groups to support people anywhere  
	 along their journey  
•	Intensify our face-to-face supports that meet multiple needs  
	 through integrated approaches
•	Build more safe, affordable and accessible supportive housing

Thank you to our staff for your energy and enthusiasm. Thank you  
to our partners for your support and counsel. Thank you to to the  
people we support for your trust.

David Bedini,
Board Chair
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Values are 
essential
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At Support House, our vision is to create a community where  
people with mental health and substance use concerns are  
treated with dignity and respect; and where housing, services  
and supports are available whenever and wherever needed  
to positively impact wellness.

To do this, we take a values-driven approach to provide our  
community with:

Person-directed  
supports that put  
people first

Connection and engagement  
through conversation so we can  
be reflexive and responsive

A culture that inspires  
health and wellness

The review team was impressed  
by the dedication and drive of  
staff to meet clients’ needs. It was  
very clear for the review team that  
the organization prioritizes a  
person-directed approach… Other 
strengths noted were: the strong and 
meaningful links and partnerships  
in the community; the multiple-level  
advocacy initiatives; the excellent  
human resources practices and 
the strong, committed and resilient  
staff team; the impressive volunteer 
program; the robust privacy and  
confidentiality practices; the excellent 
strengths-based, client-centred  
approach; as well as the innovative 
peer support program.

Canadian Centre for  
Accreditation review
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•	 Improvements in overall client satisfaction with our supports 		
	 and services and targets above the provincial average

•	 Initiated assessment protocols and robust staff training for  
	 the use of the LOCUS tool to be able to assess client wellness 		
	 baselines and support needs 

•	 Preliminary work to begin a process of greater client  
	 engagement with the idea of co-design internally and  
	 with the Mental Health and Addictions Alliance to better  
	 represent our client populations

•	 Completion of an effective co-designed model to address  
	 client concerns and reporting

•	 Full implementation of the Health Equity Sociodemographic Tool 	
	 to establish a diversity baseline for clients, staff, and board  
	 members. Introduction of measurements to ensure increasing  
	 diversity, equity, and inclusion remains a priority

•	 Improvement in staff satisfaction with our orientation and 			 
	 on-boarding process, training and support

•	 As we navigate through uncharted waters, Support House  
	 staff have overwhelmingly indicated through pulse surveys  
	 their confidence in our leadership team to steer the ship

Support House is directed by our core values. They guide our agency’s decisions  
and actions, unite our staff, define our brand, and inspire our culture. To keep ourselves 
accountable to these values, we have set Quality Improvement Targets. We reached 
our 2020-21 QIP targets across the Quadruple Aim key areas:
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200
PROVIDE AND/OR  

COORDINATE  
RENT SUPPLEMENTS 

FOR OVER  
200 UNITS

Grace House:
10 beds 

24/7/support

Chartwell:
7 beds 

90 hrs/wk support

Lifehouse:
5 beds 

60hrs/wk support

Overview

SUPPORTS

Groups

HOUSING

247
unique individuals  
helped via support 
coordination

323
unique individuals  
helped via peer support 
(including groups)

252
unique individuals  
participated in our 
housing programs

1108
individual contacts 
provided by the Centre 
for Innovation’s system 
supports

40
youth contacts  
appropriately  
connected through the 
Transitional  
Aged Youth (TAY)  
System support

Rapid Response 
Intake Team

Townhomes6 = Beds21

Adult 
Supports

Life 
Skills

Just Be 
You

Peer 
Support

Youth 
Supports

FASD

Justice 
Supports

Peer 
Supports

System 
Support

Transitional 
Aged Youth
(TAY)
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Collaboration 
is essential

IMPACT REPORT 2020/21Values Collaboration Accountability Focus Numbers Giving 



Turning concerns into  
collaborative opportunities

Our proactive approach to feedback revealed that we lacked  
an accessible concern process. By co-designing a solution with  
the individuals who raised concerns, we efficiently put into  
place a concern process that focuses on a mutually satisfactory  
resolution to all parties.  

A new “Your Rights” section on the Support House website  
was designed to increase transparency and dialogue around  
what rights individuals have in accessing our services and how  
to raise concerns. This co-design process has resulted in better  
engagement from clients, which has made our team better  
able to connect.

Successful engagement strategies start  
with engaging partnerships
In order to meet the needs of our community, we have to find 
meaningful ways of engaging those we support in co-designing  
our programs and services. 

To do this, we leverage our expertise in lived and family experience 
engagement via the Centre for Innovation in Peer Support.

By utilizing our leadership role in the Mental Health and Addiction 
Alliance (composed of 7 Halton mental health and addictions  
organizations) we, together with our Alliance partners will build 
shared engagement strategies.

These strategies will allow us to identify issues affecting our  
collective clients’ diversity, harm reduction, and facility design.  
This process will allow us to co-design solutions together with  
clients representing the communities we serve.

MENTAL HEALTH AND ADDICTION ALLIANCE MEMBERS INCLUDE:

Working together under a co-design philosophy allows us  
to build programs that support everyone’s needs.
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    Other collaboration and key  
    integration activities 

    Other system integrations and  
    collaborative partnerships include  
    working with:

•	 Connected Care Ontario Health Team  
to implement a Unified Care Plan for  
comprehensive, coordinated Mental 
Health and Addictions care across  
six Mental health Addictions Health  
Service Providers

•	 Burlington Ontario Health Team coordi-
nating Mental Health and Addictions  
care and developing performance  
indicators groups to assist in coordinating 
the initial work of the Ontario Health  
Team and virtual care

•	 CMHA Halton Safe beds Executive and 
Management teams including ADAPT,  
Halton Region, Halton Regional Police 

•	 ADAPT to coordinate the services offered 
by the new addictions Nurse Practitioner 
across our housing and supports program 

Human-centric approach to  
housing redevelopment

Brave Technology Group is a multi- 
stakeholder cooperative working out of  
Vancouver, B.C., whose sole focus is  
building living spaces with technological 
tools that leverage people to prevent  
overdose. Support House has partnered  
with Brave to co-design a human-centric 
approach to our upcoming housing  
redevelopment projects at Life House  
in Acton and Grace House in Oakville.

brave.coop

•	 SUMMIT and STRIDE to coordinate  
employment services across our Mental 
Health and Justice population — including 
the development of a landscape social  
enterprise through Hydro One funding

•	 Coordinated all Justice service providers  
to integrate care and coordinate service 
pathways for those with mental health,  
substance, and Justice concerns

•	 Region of Halton and other health service 
providers to coordinate housing access,  
including the by-name  list for housing  
prioritization and stabilization

•	 Support House continues to coordinate 
peer and peer supervisory community  
of practice, training, and webinars for all 
health service providers
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Accountability  
is essential
Support House is committed to ongoing  
engagement from those we support to  
provide high-quality, values-driven services.  
We continually solicit feedback and input 
through surveys, focus groups, or individually. 
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VALUES IMPACTS OVERALL EXPERIENCE

Do staff demonstrate agency  
values through their actions?

Strongly Disagree Strongly Agree Strongly Disagree Strongly Agree Strongly Disagree Strongly Agree

Staff genuinely  
listen to me.

Supports helped  
me be more hopeful  
about my life.

If a friend were in need  
of similar help, I would  
recommend this service. 

Does our support impact  
your daily life?

How are the agency  
services overall?

2020/2021 Integrity Survey

Highest Response: Highest Response: Highest Response:

“ “Support House’s commitment to ongoing quality improvement through 
the collection of client assessment, experience and health equity  
data to better understand client progress, outcomes and decisions 
around program effectiveness and necessary changes. As well as  
their willingness to participate in this review process demonstrating  
their commitment to systematized quality improvement and ongoing  
program assessment.  Reach Out Centre for Kids (ROCK) review

2020

2020
2020

2021

2021

2021

The Integrity Survey is a standardized tool that has been validated 
by an outside evaluator. The tool is given to the people we support 
on a yearly basis and asks individuals to let us know how staff are 
doing in ‘living the values’ of being person directed.

> 2021 Integrity Survey report 
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Supports

71 
PEOPLE TRANSITIONED  

OUT OF SUPPORTS

Individuals  
Supported:

Average  
days waited  
from  
New Referral to  
Receiving Services: Referrals  

by community  
partners,  
including: 

Support Coordination

163 317

Support Coordination

40
ADAPT: 10  

Bridging the Gap: 5 	  

CMHA-Halton Region Branch: 27 

Halton Healthcare Services: 23 

Halton Region: 7  

Joseph Brant Memorial Hospital: 7  

one-Link: 110 

PAARC: 5 

ROCK: 3 

Situation Table: 3 

STRIDE: 25 

Summit: 5 

Trillium: 10

Residential Housing

41

Housing

73

Peer Supports 
(One-to-One Format)

7
Rent Supplement Units

214

Peer Supports

323

Just Be You

61

1,450 
VIRTUAL GROUP  
SESSIONS RUN INCLUDING

1,360 BY THE 
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Volunteering

30 1,331
volunteers hours of service

Our agency could not run without the  
passion and dedication of our volunteers,  
despite pandemic restrictions.

Housing

people transitioned into  
appropriate housing  
within Support House

Average days waited 
from Referral to  
Housing Transition 

41105

people housed through 
the By-Name List3

Diversity

Client Diversity Staff/Board Diversity

born outside Canada born outside Canada
11% 10%

racially diverse racially diverse
15% 29%

LGBTQ+ LGBTQ+ 

13% 10% 
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This year, systems capacity building  
and training was offered to:

119

UNIQUE  
INDIVIDUALS 

335

8
35

Peer  
Supporters58
Supervisors25
Family Peer  
Supporters23

Including training to:

different agencies across  
Canada attended our  
training/webinars from:

Cities/towns  
across Ontario

Provinces

Africa
Australia
United Kingdom
United States

Individuals also  
joined from:

93% 

95% 

Webinar/Training  
Survey Responses:

Peer Supports

Community of  
Practice Sessions

Peer Supervisor Community 
of Practice Sessions

SECTOR REPRESENTATION: 

44

22

•	 First Nations communities

•	 Colleges and Universities

•	 State/Provincial government  
	 health departments

•	 Peer programs

•	 Private health organizations  
	 for mental health, addictions,  
	 homelessness, facial deformities,  
	 OCD Depression Suicide awareness, 	
	 employment services, people  
	 leaving incarceration, children  
	 and youth, women’s services,  
	 psychiatric services, LGBTQ+  
	 services, culture-specific agencies

•	 Family support centres

•	 Hospitals

Webinars

Peer and supervisory 
training 

Topics

18

8

11

stated their understanding  
of the content increased

would apply their  
training into practice
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Focus 
is essential
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•	Continue to offer a housing model that allows clients to maintain 	
	 housing but reduce or eliminate other supports when they are  
	 no longer necessary

•	Continue to offer a variety of peer-led programs and supports  
	 as they are essential to an integrated support model

•	Adjust service delivery model to better meet the level of need 		
	 which may include enhanced clinical supports, wrap-around  
	 model, and justice specific group offerings

•	Continue the frequent and consistent completion of LOCUS  
	 assessments to better aid in evaluation and support efficacy

•	Continue the appropriate COVID-19 response protocols and  
	 safety measures that allow the program to continue to offer  
	 face-to-face service delivery throughout the pandemic

In 2019, the Support House Justice program was initiated, including housing  
options with intensive community supports. With the aid of consultants through  
our partnership with ROCK, we were able to evaluate our Mental Health and  
Justice program. This evaluation has focused on our service delivery models to  
meet individuals’ needs appropriately moving forward. 

The review identified the following recommendations:
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CORE VALUES

Numbers  
are essential
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LOCAL HEALTH INTEGRATION NETWORK  
$3,689,376
MINISTRY OF HEALTH AND LONG-TERM CARE 
$736,118
UNITED WAY HALTON & HAMILTON 
$138,850
RECOGNITION OF DEFERRED 
CAPITAL CONTRIBUTIONS

$165,025
REGIONAL MUNICIPALITY OF HALTON  
$185,915
OTHER GRANT FUNDING  
$224,070
GOVERNMENT OF CANADA  
$29,144
CONTRIBUTIONS FROM RESIDENTS 
$249,766
DONATIONS  
$26,509

OTHER  
$30,170

Total: $5,474,943

Revenue

SALARIES AND WAGES  
$2,323,535

OPERATING EXPENSES 
$1,174,806

HOUSING COSTS 
$1,045,612

EMPLOYEE BENEFITS 
$745,341

AMORTIZATION 
$171,991

Total: $5,461,285

Expenses

With revenue from various 
funders, including public funds, 
we understand that it is of  
the utmost importance to  
manage our agency’s  
operation responsibly.  
We believe that transparency  
is necessary to achieve that  
end. These numbers are  
condensed from the audited  
financial statements and  
approved by Support House’s 
Board of Directors.
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Giving is 
essential
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Make a donation

Help support our community by  
donating today through Canada  
Helps. All financial donations are  
acknowledged with a charitable  
receipt and go directly to client  
programs.

In-Kind donations can be made by  
contacting our head office.

Support House Head Office 
165 Cross Ave, Suite 201
Oakville Ontario, L6J 0A9
Phone:  1-833-845-WELL (9355) 
Fax: 905.844.4961
info@supporthouse.ca

SUPPORTHOUSE.CA

Become a partner

Support House is always looking to expand our community.  
Contact us to discuss our partnership opportunities.

Our Partners

Our Funders
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Our progress was  
directed by our dedicated 
Board of Directors:

David Bedini 
CHAIR

Swaraj Mann 
VICE-CHAIR 

Ernesto Correa 
TREASURER

Alfred Chuang 
SECRETARY

Bonnie Camm 
DIRECTOR

Husayn Mann 
DIRECTOR

Michael Walters 
DIRECTOR

Paul Gregory 
EXECUTIVE DIRECTOR

Staff
Jeremy Daniels  
Program Manager,  
TAY & Residential Supports

Jerico Ambrad  
Support Coordinator

John Martin  
One-to-One Peer Support 
Worker, Adult 

Joseph Oguche  
Justice Support Coordinator

Kailey Thurgood  
Justice Support Coordinator

Kelly Green  
Residential Counsellor

Kent McDonald 
Peer Support Navigator 

Kim Allen 
Residential Program Supervisor, Grace 
House (Co-Chair, Health  
& Safety Committee)

Laurier Carriere 
Maintenance Worker

Lisa Mackay  
Supervisor, Adult Supports

Lisa McVey  
Communications & Marketing 
Coordinator 

Lisa Yukich  
Housing Finance & Administration

Louis Muscat  
Residential Counsellor 

Maria Estrada 
One-to-One Peer Support Worker, 
Youth 

Megan Hodnett 
Youth Justice Support Coordinator

Alyssa Gremmen,  
Systems Lead and 
Peer Integrations

Ariane Rodrigues 
Residential Counsellor

Betty-Lou Kristy 
Director, Centre for  
Innovation in Peer Support

Carly Lucas 
Residential Counsellor 

Cheryl Kozell 
Program Manager, 
Peer Supports 

Christina Jabalee 
Associate Executive Director

Clare Sheedy  
Peer Support Navigator 

Emelyn Rozas 
Peer Support Navigator 

Emma Parker	 
Justice Support Coordinator

Ethan Hopkins 	
Peer Systems Navigator 

Gabrielle Crocco	
Peer Support Navigator 

Hayley Winston 	
Residential Counsellor 

Heather Albertson	
Project Coordinator

Jacob McLaughlin 	  
Residential Counsellor

Jacqueline Walsh	
Peer Support Navigator 

Jennifer Barclay	
Lead, Data Quality 

Melanie Cullis  
Supervisor, Youth Supports

Melissa Lloyd  
Human Resources Coordinator 

Michaela Peters 
Service Pathways, Lead (Co-
Chair, Health & Safety Committee)

Naomi Janzen  
Residential Counsellor 

Natalie Millar  
Youth FASD Support Coordinator

Natasha Blake 
Program Manager, Adult & Justice 
Supports (Chair, Diversity, Equity,  
and Inclusion Committee)

Paul Gregory  
Executive Director

Peixia Yang  
Finance Coordinator 

Pretha Garnett-Radlein Support 
Coordinator

Richard Adair  
Manager, Provincial, 
Systems & Partners

Robert Hurd   
Residential Counsellor 

Samantha Baglione 	
Support Coordinator

Sara Bendzel	  
Support Coordinator

Stephanie Buf 	
Support Coordinator

Vanessa Busetto	
Youth Support Coordinator

Wumi Aina	  
Support Coordinator
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Our agency could not run without the passion and dedication of our Interns/Volunteers!



As an agency, we stand in solidarity with 
confronting racism and discrimination.  
We are committed to lasting change.

Special thanks to our 
valued contributors:

Freedom Support Services Inc.
Innovative HR
WeirFoulds LLP
STR Diversity Consulting
Steve Hall Safety Consulting
Blue Impact Privacy Consulting
Parcel Design
Tim Welch Consulting
DLA Piper
The Desk Consulting Group Inc
Round Table Procurement Services
Shiraz Merchant
KPMG
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