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A Message from the Guelph
CHC Executive Director and
Board Chair :
A few years ago, someone once compared the Guelph CHC to
a boutique, and in many ways their analogy fits. When you walk
into a boutique, they know you. They know what you need. In
fact, they have likely listened to these needs and designed
something especially for you.
At the Guelph CHC, we are working alongside our clients every
day to transform our programs and services in ways that meet
their needs, exactly where they are at. When you walk through
the doors of any of our locations, whether it be downtown, Shelldale,
our many neighbourhood program spaces, or our EarlyON programs,
we have designed our services to be welcoming, to inspire hope and
to create belonging.
This experience for our clients is driven by the whole-hearted
commitment and conviction that our staff bring to work every day.
Our staff listen deeply to understand what’s impacting our clients’
health and well-being and they actively support change for clients
and for our community. Our entire team bring their hearts, minds and
hands to every challenge, and their dedication and compassion
shows in all they do.
We could also never do this work in isolation; we know that
addressing the social determinants is only possible through
partnerships and collaborations to achieve collective impact. We
are grateful to have a wealth of system leaders in Guelph who
understand the foundational need to address health equity in our
community, and who are committed to working alongside us to do
so. From our launch of the Overdose Prevention Site, the piloting of
the Supported Recovery Room, the expansion of Social Prescribing
to the exponential spread of the SEED’s food security programs, we
have worked in integrated ways with our partners, informed by our
clients, to design barrier-busting care that improves health outcomes
in our community.
Overall, it has been a remarkable year of transformation, and with
more on the horizon, we look forward to continuing our system
leadership to improve health and well-being for all in the years to
come.
Sincerely,
Raechelle Devereaux, Executive Director and Melanie Hill, Board
Chair

Melanie Hill,
Board Chair

Raechelle Devereaux,
Executive Director

2018-2019 Strategic Plan Report
A Year In Review
The Guelph CHC has been working hard with our
staff, community partners and clients to achieve our
Strategic Aims this year. The following report provides
an overview of the many activities that we have
accomplished together.

Looking Back
In 2015, the Guelph Community Health Centre’s
(CHC) Board of Directors engaged with community
partners, staff and clients to inform and create the
Guelph CHC’s Strategic Plan. Beginning as a 3-year
plan, our action was launched in 2016. In
September of 2018, the Board acknowledged that
the Strategic Aims continued to resonate with
community and organizational needs and priorities,
and that work towards their achievement was still
very much underway. The decision was made to
extend our Strategic Plan to 5 years (2016-2021) with
the simultaneous launch of refined outcome
measures.

Measuring Up As We Go
Forward
This year, our teams have worked together to
more clearly define how we measure
outcomes across our programs and services.
With these new outcome measures and
indicators in hand, we have begun to collect
data to better describe the achievement of
our Strategic Aims. We look forward to
continuing to share our progress.

Our Vision
A community without barriers to health and wellbeing.

Our Mission
We reduce health inequities by providing
inter-professional primary health services and
community programs, focused on our priority
populations, in collaboration with community
partners.

Our Values








Innovation
Accountability
Person-Centred
Health Promotion
Excellence
Sustainability
Accessibility
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Strategic Aim: Build Capacity in
Priority Neighbourhoods
Highlight of activities in priority neighbourhoods that have
taken place this year:

The Indigenous
Healing and
Wellness Program
has collaborated with
Everdale Farm in a
unique partnership built
upon land based
learning and sharing of
collective farming
practices.

The Guelph CHC
continues to be
involved in the
evolving plans
for the Brant
Hub. We are actively
working with partners to
envision the co-location
of our interdisciplinary
comprehensive primary
health care and health
promotion services in the
Brant neighbourhood.

The Guelph CHC
offered
leadership
to many
community events that
promoted inclusion and
belonging for residents in
the priority neighbourhoods
such as the Newcomer Fair,
Multicultural Festival,
Diversity Days and
Community Health
and Wellbeing Week.

Diligent
and determined
Guelph CHC
Peer Leaders
helped build a
community rink in the
Onward Willow
Neighbourhood-the first of
it’s kind! This new program
was added to our existing
suite of Peer Leader
offerings including zumba,
yoga, and community
gardens in priority
neighbourhoods.
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Healthy Living Peer Leader
Volunteers at the Guelph CHC
offer programs to encourage
clients and neighbourhoods to
get active. Using a community
development approach, Peer
Leaders, who are community
members themselves, engage
with their neighbours to
understand their community’s
needs, and then lead programs
that respond to them. Programs
are offered for free, are typically
available on a drop in basis and
have included innovative
community engagement
opportunities such as English
Conversation Circles, financial
planning supports and physical
activity programs.

Based on parent
and caregiver
feedback from
the Auden
Playtime groups,
neighbourhood Playtimes
were redesigned to make
programs more accessible for
participants to come and
enjoy. Changes included
program locations, programs
schedules, and an
opportunity to make quicker
referrals to Here4Kids.

To increase
accessibility, we
have brought
many of our
programs and
services to neighbour
locations including Circle of
Security, Wandering Chefs,
Playtime, EarlyON
Programming, Peer Leader
Programs, Infant Massage,
Food Fit, Garden Fresh Box,
Community Food Markets,
Welcoming Streets Outreach
Workers, and Primary Care
Outreach Clinics.

Strategic Aim: Deliver Early Help and
Prevention for Children and Families
Highlights on how we have been able to deliver early help and
prevention for children and families:

The Guelph CHC and the
Guelph Family Health
Team partnered together
to co-design online learning
modules to train primary health
care providers about the health
impacts of Adverse Childhood
Experiences (ACES). After receiving
CME Accreditation, these modules
will be implemented across the
community throughout the
2019/2020 year. This is an initiative
of the ACES Coalition of Guelph &
Wellington County.

To support vulnerable
children and families,
the Indigenous
Healing and Wellness
Program hired a Family
Strengthening Coordinator
to work with Indigenous
families who are involved
with the child welfare
system, and who are
struggling with mental health
and/or substance use issues.

Responding to
community needs, the
Guelph CHC continues
to expand our delivery
of the evidence based
attachment program, Circle of
Security. In 2018/2019 we offered
the program in two of our priority
neighbourhoods co-facilitated by
Parent Outreach Workers (POWs).
The last evaluation indicated that
95% of participants agreed or
strongly agreed that it was a
helpful program and 100% of
clients said that they recognize the
behaviours that trigger a negative
response to their child.

Guelph CHC`s Early
Help and Early
Identification
Committee began planning
for the re-initiation of a
community Healthy Child
Screening Day to reduce
barriers for families and
children with
developmental needs in
accessing services and
supports.
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Parent Outreach Worker
Program is a partnership
between Family and
Children’s Services Guelph
Wellington, Public Health,
Guelph Neighbourhood
Support Coalition and the
Guelph CHC. The initiative
includes three Parent
Outreach Workers who work
nested amidst other
community services to build
protective factors and
decrease risk factors for
children whose families
experience ongoing
challenges or specific
situational problems that if
left unsupported, could pose
risk of harm to children’s wellbeing.

Early Childhood staff
at the Guelph CHC
began using the
Early Development
Surveillance Initiative to talk
to parents about any
developmental concerns
they had for their children.
This rating scale tool is
designed to support parents
and facilitators to have
conversations about next
steps if parents have
concerns about their child's
development.

The Parent Outreach
Worker (POW)
Program had over 2800
group attendees for
various programs and
have supported over 250 families
this year. POWs are located in
three priority neighbourhoods–
Brant, Two Rivers, and Grange Hill
East and is part of the Nurturing
Neighbourhoods Initiative. Results
from the most recent evaluation
indicate that 92% of participants
have accessed services or
supports they did not know about
or would not have used before.

Strategic Aim: Demonstrate Quality
Improvement
Some highlights on demonstrating continuous quality improvements:

Enhancing staff and
client safety at the
Guelph CHC was a
target quality
improvement effort
this year. We worked to
enhance our building security,
implemented comprehensive
staff training to support
emergency procedures and
implemented in-reach staffing
resources. Combined, these
efforts have contributed to an
85% decrease in Code Whites at
our downtown location over the
past six months.

The Guelph CHC
has implemented
a pilot social work
model, which
intentionally and consistently
integrates social work
services into the primary
care visit. This test of change
was designed to increase
accessibility to social work
services, while simultaneously
enhancing efficiency.

The Primary Health
Care Team has
implemented a
new Electronic
Medical Record. This new
system is the foundation on
which many other digital
tools will be built that will
improve client care,
including tools such as
electronic self assessments,
electronic referrals (instead
of fax) and virtual visits.

As a result of our
continuous
quality
improvement
efforts, the Guelph CHC
continues to exceed all
performance targets for
preventative client care
services such as colorectal
cancer, breast cancer,
cervical cancer screening,
and diabetes assessments.

The Primary Health
Care Team is
working to
develop more
clear and consistent opioid
prescribing policies,
procedures and tools to
align with best quality
practice standards for opioid
prescribing.

The Primary
Health Care
Team is
transforming its
service delivery model. The
new model will see staff
moving to three “pods”,
each with providers,
dedicated registered
practical nurses and
reception support. This
means more consistency for
clients and better
coordination of care.
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Strategic Aim: Engage in Collective Action
to Advance Health and Wellbeing for All
In partnerships, the Guelph CHC has been able to collaboratively
achieve the following:

The Overdose
Prevention Site
opened in May
2018. Between May
and March 2019, over 425
individuals visited the site 4400
times with 40 overdose reversals
taking place at the site by trained
health professionals. In March, the
provincial government approved
the Guelph CHC as a
Consumption and Treatment
Service, enabling these life-saving
services to be continued in our
community.

In response to a
high demand,
Gender
Journeys, a
program with peer based
support regarding gender
identities, continues to be
offered at Guelph CHC in
collaboration with our
partner, HIV Aids Resources
and Community Health.

In partnership with the
County of Wellington,
Family and Children’s
Services, and Stonghenge
Therapeutic Community, the
Guelph CHC brought Maya
Chacaby from Amikobiin to our
community for cultural safety
training. Over 90% of CHC staff
attended this learning experience
that focused on de-colonization
and cultural safety. Since the
training, the Guelph CHC has
played a leading role in
transformative change towards
truth and reconciliation, alongside
our partners.

The Wellington
Guelph Drug
Strategy hosted the
Power of Peer
Support conference in
November, where over 120
participants attended the
event that focused on best
practices related to hiring
and supporting peers. The
conversation of how peers
can be a strengthening asset
for organizations and their
clients continues in our
community.
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The SEED
partnered with five
other community
agencies to offer Community
Food Markets in five locations
in Guelph. The Community
Food Markets make healthy
food more accessible for
priority populations by
providing fresh fruits and
vegetables at sliding scale
prices.

Strategic Aim: Provide Hope Inspiring
Person Centred Care
The Guelph CHC provided hope inspiring person centred care
through some of these initiatives:

The Indigenous
Healing and
Wellness Program
continues to
grow. Through the
guidance of the Indigenous
Advisory Circle, this year the
program brought more access
to traditional healers, offered a
men's circle in the Drop in
Centre, and increased cultural
programming and social times
for the community, instilling
hope through culturally
grounded care.

Our main
reception
transformation has
led to the
engagement of
Health Connect
Volunteers who now support
clients to have their needs met at
our main reception desk. This
evolution also saw the
introduction of two new staff
members at the Guelph CHC; an
In Reach Worker and a Facilities
Coordinator, who work together
to ensure the needs of our visitors,
enabling welcoming and safe
spaces at the Guelph CHC.

Dialectical Behavioural
Therapy (DBT) is an
evidence based
comprehensive
treatment designed to
help individuals
manage stress in a
healthy manner,
regulate emotions and
improve interpersonal
relationships.

The Guelph CHC
supported the
program
development,
implementation and
evaluation of the pilot
Supported Recovery Room
(SRR), a low barrier intervention
which offered clients a safe
place to sleep and/or recover
from substance use and
mental health concerns.
During its three month pilot,
the program served 62 unique
individuals and a total of 107
encounters!

Welcoming Streets
Initiative (WSI)
launched in
summer of 2018,
targeted at
supporting complex clients in
meeting their needs, while
simultaneously supporting
downtown businesses respond
to the safety challenges they
were experiencing. Within the
five months WSI offered 670
client interactions, received 145
calls for support, and offered 24
training opportunities for the
community.
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In 2018/2019 the
Guelph CHC
began offering
Dialectical
Behaviour Therapy (DBT) in
order to increase our clients’
access to this therapeutic
intervention, for which there is
high demand and long wait
lists in our community.
Program participants have
been overwhelmingly
satisfied, with one client
reporting, “DBT helps me no
longer act on impulse.”

Strategic Aim: Strengthen Our Culture of
Excellence
Strengthening our culture of excellence continues through these
accomplishments:

Our staff
engagement
survey results
moved up 16%
overall. Measures
of Senior Leadership,
Organizational Vision and
Innovation were all above our
previous year’s results and the
sector as a whole! The
improvements are a result of a
comprehensive improvement
strategy that has been in
motion for 4 years.

The SEED
received the
Alliance For
Healthier
Communities Transformative
Change Award and the
Chamber of Commerce
Community Innovator Award
for their innovative
approaches to reducing
food insecurity!

Safety and Risk
assessment
experts ‘Threat
Ready’
conducted a risk assessment
of the spaces, policies and
practices of the Guelph
CHC. All high and medium
priority recommendations
from the report have been
implemented this year.

The Guelph CHC
is one of the 10
CHCs across the
province that are
participating in a
social prescribing pilot. The
social prescribing pilot
introduced many new
programs and services
including prescriptions for
food and social prescriptions
for activities such knitting
circles and engaging drop in
groups.
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Social prescribing is a
structured way of referring
people to a range of local,
non-clinical services. It
complements clinical
treatments and seeks to
address people’s needs in a
holistic way. This asset-based
approach goes beyond
treating illnesses. It
recognizes people as not just
clients with needs, but as
community members with
gifts to share, while
supporting them to engage
with and contribute back to
their communities.

The Indigenous
Healing and
Wellness Program
offered a two day
retreat by Nancy Row at the
Akinomaagaye Gaamik Lodge
of Learning for staff to provide a
deeper understanding of
traditional healing, traumainformed care and health
policy on the First Nations Metis
& Inuit community in Guelph &
Wellington.

Our Early
Childhood
department
implemented a
recognition program to
celebrate individual and
teams success within the
Early Childhood and
Community Development
program.

Strategic Direction for 2019-2021
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Strategic Direction for 2019-2021
The following section will identify each Strategic Aim, as depicted in the
pinwheel, and its associated goals and outcome measures. The listed
outcome measures below offer organizational focus and direction until 2021.
Each Strategic Aim will work towards the Guelph CHCs Vision, Mission and
Values in order to reduce health inequities by providing the best care to
clients, community members and staff at large.

Strategic Aim: Strengthen Our Culture of Excellence
GOAL: Guelph CHC will strengthen its culture of excellence through
creating an environment where staff feel engaged and that their
psychological health and wellbeing are prioritized.

Outcome Measures:

By 2021, 80% of professional
development opportunities will
be reported and recorded into
an electronic system.

By 2021, staff ratings will
surpass yearly staff
engagement benchmarks
by 10% each year.

By 2021, staff ratings will surpass
benchmarks in workload
management, organizational
culture, work life balance, and
physical safety by 10% each
year.

Strategic Aim: Deliver Early Help and Prevention for
Children and Families
GOAL: Guelph CHC will support its clients by fostering resilient relationships.
Outcome Measures:

By 2021, the Guelph CHC will engage at least 500
vulnerable children and families.
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Strategic Aim: Engage In Collective Action to Advance
Health and Wellbeing for All
GOAL: Guelph CHC will act as system level change-makers to reduce
the harms of substance use, increase food security, and improve the
health and wellbeing of the Indigenous community.

Subcategory – Substance Use
Outcome Measures:

By 2021, the Guelph CHC will have used a data
informed approach to identify repeat users of the
emergency department and have provided
wrap around care to 5 users each year.

By 2021, the Guelph CHC will actively be
engaged in at least 5 programs/services with
integrated staffing or leadership initiatives aimed
at reducing harms of substance abuse.

Subcategory– Food Security
Outcome Measures:

By 2021, the SEED will engage community members via 50,000
individual encounters to increase access to healthy food for all, and
build a positive strong food community.

Subcategory– Indigenous Health and Wellbeing
Outcome Measures:

By 2021, 90% of the staff at the Guelph CHC
will have awareness of past and current
issues facing Indigenous peoples.

By 2021, Indigenous Health and Wellness and
the Guelph CHC will address and serve the
needs of 800 First Nations Metis and Inuit
(FNMI) community members.
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Strategic Aim: Build Capacity In Priority Neighbourhoods
GOAL: Guelph CHC will invest in and support residents in the priority
neighbourhoods in Guelph.

Outcome Measures:

By 2021, the Guelph CHC will engage at least 1,000
community members in priority neighbourhoods.

Strategic Aim: Demonstrate Continuous Quality Improvement
GOAL: Guelph CHC will work towards improving client care access and
medication safety.

Outcome Measures:

By 2021, the Guelph CHC will
improve client experience of
access by 80%.

By 2021, the Guelph CHC will
decrease the third next
available appointment to 3
days.

By 2021, the Guelph CHC will
decrease the prevalence of
opioid dispensing by 20%.

Strategic Aim: Provide Hope Inspiring Person Centred Care
GOAL: Guelph CHC will provide space and services that engage clients
leaving them feeling hopeful, and inspired.

Outcome Measures:

By 2021, 90% of the clients will be satisfied
with the care they received and agree
that they leave feeling empathy and
hopeful.

By 2021, 80% of staff will be satisfied and
feel confident in their ability when
supporting and working with complex
clients.
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Celebrating Successes
At a Glance: April 2018-March 2019

5,751

4,470

Total number of
primary health care
clients

4,237
Unique clients served

Total number of visits to the
Overdose Prevention Site
(OPS)

30, 627

442

Total number of client
encounters

Client served in Overdose
Prevention Site (OPS)

1,911

44

Total number of
outreach encounters

Overdoses reversed
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Celebrating Successes
At a Glance: April 2018-March 2019

1,688

41,800

Garden Fresh Boxes sold in a
year

People visited the EarlyON
programs

600

7,393

People reached per month
through the Garden Fresh Box
Program!

People participated in the
EarlyON programs

14-16

3,442

People per month
volunteered their time to
make Garden Fresh Boxes

Parents served at the EarlyON
Child and Family Centre
www.guelphchc.ca

Financial Budget 2018-2019
Revenue
18%
Waterloo Wellington LHIN
$6,917,207

10%

City of Guelph/County of
Wellington $984,873

72%

Other $1,684,509

Expenses

18%
1%

2%

5%
21%

53%

Waterloo Wellington
LHIN Salaries and
Benefits $5,017,197
Guelph CHC's
Operating Expenses
$1,956,720
Ontario Early Years
Salaries and Benefits
$438,429
Ontario Early Years
Operating Expenses
$164,575
County of Wellington
$140,992
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