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RESPOND, REBOUND, REBUILD AND RE-IMAGINE.

This is a difficult message to write. Usually this annual report
message speaks to all the highlights of the year before and nods to
our current position. However, this message has to be different. This
year has been a year like no other. As | signed on as the new CEO
of ROCK on January 1, 2020, the future looked very different. 72
days later, a global pandemic impacted life as we know it. | want to
tell you how ROCK has been called to change in a way that we have
never seen before. To sum it up, | will use the 4 R’s:

RESPOND

On March 12, our Regional School Boards notified us that they
would be closing for two weeks to prevent the spread of this new
virus. ROCK followed provincial orders and closed our physical doors
to obey distancing measures. Regardless of the physical distance,
we continued to provide essential mental health services for those
that needed us. In an incredible show of dedication, ROCK's
leadership and admin teams came together on March 13 to plan

for the immediate future. It is a memory | will never forget. | am not
sure | ever got the chance to thank everyone for what you did that
day. You changed services in the blink of an eye because you are so
committed to this work. It is because of the nimbleness and resiliency
of our incredible managers and staff that ROCK was able to make
quick, efficient, and safe decisions to continue services. We are so
grateful and proud of all of our staff for how they worked diligently
to make this happen for clients, whilst trying to transition their own
lives. Thanks to our IT/IM and Quality teams support and strategjies,
we were able to implement Live Answer in response to client need,
within 5 days, by March 18. They already knew what we needed to
do virtually. We were readly.

REBOUND

We knew we had to figure out how to reach clients that were in
lockdown as the pandemic raged on. We were not seeing the
same number of clients as we were pre-COVID, as folks were not
reaching out. Our staff got to work creating online workshops and
social media campaigns to engage and activate children, youth
and families. Our EarlyON programming offered a myriad of virtual
drop-in programs. Our crisis team kept on and was creative and



responsive in new ways. Our prevention programs moved quickly to offer virtual sessions and groups.
Staff kept up with clients and worked through our waiting lists. Our resilient residential team leveled up
their skills, then donned the required PPE and were there for clients. Our finance team worked in the
office and kept operations going for us all. The sector started to predict a pandemic of mental health
that was imminent as families remained quiet.

REBUILD

This gave us a time to reflect and plan. We needed to try to understand and be responsive to the new
needs of children, youth and families. We listened and acted upon family voice to offer services in
new ways that they needed. We also heard them when they told us what they didn’t need or that they
needed space to figure that out. | want to thank our family engagement colleagues, Halton Families
for Families for being alongside us and for the tremendous work that you do that shapes our work.
We were able to move forward into solid collaboration and plans for the sector. This definitely brought
our partners closer together, even though we had to work together virtually. We launched our Access
and System Navigation (ASN) model for child and youth mental health. Finally, one point of access for
children, youth and families and professionals! This is an incredible change to Halton’s child and youth
mental health service sector. One call, all access to child and youth community mental health services.
Along with our collaborators, our core service providers and our partners, we made this happen
together after a long five years of planning. | want to thank all those that were a part of this. You are
truly incredible and have changed the child and youth mental health sector for our community.

RE-IMAGINE

Within three days of the lockdown, we moved to live answer to immediately respond. We developed
Quinn, our amazing chatbot to help folks in need online. We trained and transitioned to virtual

therapy. We researched and designed virtual and in-person assessments. We transitioned our walk-in
clinics to virtual walk-in clinics. More than 1900 virtual services have been provided to clients to date.

This pandemic has definitely been an accelerant for ROCK. We have been propelled into operating
in a progressive and non-traditional way that will remain into the future. Thank you to our Board of
Directors for your unwavering guidance and support. Thank you to each and every member of the
ROCK family as we held onto each other as best we could (ROCK@hometogether). We are grateful
and privileged to work with you. We continue to dream and re-imagine how we can deliver services
in this new and ever-changing environment. We continue to design services that are sustainable and
responsive. Here's to new opportunities.

Sincerely,

A

Kirsten Dougherty
CEO, ROCK
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CORE SERVICE

PRIORITY 1 PRIORITY 2 PRIORITY 3

Improve access to Increase understanding Improve alignment of
child and youth of the needs of core service offerings
mental health services children, youth and
families accessing Core
Services

COMMUNITY

PRIORITY 1 PRIORITY 2 PRIORITY 3

Enhance pathways Improved inclusive Increase equitable

between youth and service provision for offering of services in

adult mental health child and youth all geographical areas
systems mental health services of Halton




STRATEGIC
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EXCELLENCE IN SERVICE DELIVERY

1. Evaluate and continuously
improve the quality of our
programs and services

2. Drive service innovation that
includes insights from our
clients, families and partners
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LEADERSHIP & LEARNING

1. Be a trusted system navigator
for Halton

2. Engage our community

partners to help our region’s
mental health system to
thrive

3. Strengthen teaching, training

& post-secondary relationships
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SUSTAINABLE GROWTH

1. Diversify and grow our
resources

2. Embrace governance for a
new era

3. Grow our physical and virtual
spaces

4. Plan for the future in
alignment with Halton’s
Community Safety and
Well-Being Plan
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PEOPLE & CULTURE

1. Embrace a change-ready
culture and growth mindset

2. Enhance performance
management & measurement

3. Cultivate resiliency and
flexibility through a healthy
and safe work environment for
staff, clients & our community

4. Share ROCK's story with our
community




YOU CALL, WE ANSWER!

CRISIS SERVICES

Get connected to our 24/7
VIRTUAL FRONT DOOR Crisis Team by calling

905-878-9785
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ACCESS & SYSTEM NAVIGATION

Get comprehensive and
collaborative assessment to
understand your service needs

LIVE ANSWER

Call our Live Answer service for
information and connection to
services across the Halton
Region, including a therapist for
a virtual session and all other
programs and services listed on

the following pathway...

AUTISM & BEHAVIOURAL SERVICES

Information about how to
access the Autism and
Behavioural Services Program
and options available for
families

VIRTUAL WALK-IN & THERAPY

A4 Get connected with a
- therapist or book a virtual a
walk-in appointment
< 4
‘ Y
« 2| 0-6 SERVICES
V' A Find out options available for
your child, 6 years and under
A \4
Lome]
m QO 24/7
OPEN HOURS mer &3 /T I 9477 ONLINE

rockonline.ca

LIVE ANSWER QUINN LIVE CHAT ~ ROCK CRISIS  rockevents.ca
289-266-0036 rockonline.ca 905-878-9785
Mon-Fri, 9-5pm Mon-Fri, 9-5pm
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PREVALENCE
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70% Mental health problems have their @ 000 @

onset during childhood or adolescence

\
17%

Children ages 2-5 years meet diagnostic
criteria for mental health problems

As many as

of Ontario parents report having
ever had concerns about their child's
level of anxiety |

1/2

1/3
1/4

of Ontario parents have had a child
miss school due to anxiety \

of Ontario parents have missed work
to care for a child with anxiety. This is
significantly higher among parents
who have had concerns about their
child’s anxiety.

INVESTMENT

Ontario’s per capita investment in health care was found to be

$1,361versus just $16.45 for
mental health

Promotion and prevention efforts

have been found to reduce demand for mental health and
social services over an individual’s life

Improving a child’s mental health from moderate to high can lead to a

lifetime savings of $140,000

of those kids M
will not receive the
treatment they need

CHALLENGES

of Ontario parents who have sought mental health help for
their child said they have faced challenges in getting the
services they needed. The primary reason cited include:

1/2

Long wait times

Services don't offer what my child needs

Don't know where to go

14% Don't offer services where | live

Youth point to stigma as the most
likely reason to not seek help

63%

36%

76%

Ontario parents have sought help for
their child; of those who did, 4 in 10
didn’t receive the help they needed
or are still waiting for treatment

children and youth in
/ Ontario will experience \

some form of mental
| health problem

Families surveyed indicated it was
very or extremely difficult to know
where to find help

Poor transitions

from youth to adult mental health
services lead to disengaging from
care in up to 60% of known cases

EQUITY ISSUES

Black Youtn are significantly

under-represented in mental health and
treatment-oriented services and over
represented in containment focused facilities

LGBTQ+ youth face
approximately

14 times

the risk of suicide and
substance abuse than
heterosexual peers

First Nations youth die
by suicide about

5 t0 6 times

more often than
non-Aboriginal youth

Youth living in the

lowest-income neighbourhoods

had the highest rates of suicide, emergency department visits for
deliberate self-harm, acute care mental health service use, treated
prevalence of schizophrenia







PSYCHO-EDUCATIONAL WEBINAR TOPICS

* Emotional Regulation e Stress: How it Impacts Children’s

e Anxiety: Parenting an Anxious Child Mental Health

e Parenting Teens e Intro to Circle of Security

* Managing Difficult Behaviours e Virtual Expressive Arts

o Anxiety & Autism: Social Skills ¢ Intro to Self-Regulation (Under 6)
& Mental Health Support ¢ Holding It Together (PSN)

e Supporting Children Through COVID-19
Households attended o Grief & Loss during COVID-19

our Virtual Interactive ¢ Self-Compassion for Parents
.  Parenting ADHD & Attention Difficulties
Webinars and

e Gender Journey
non-treatment * Transition to School

groups

e EFFT Instagram Live Videos
e Trauma for Caregivers Q&A for Youth Returning to School

[ Mental "Toolkit" Interactive
® AFFIRM Health Posts  Tuesdays Activity Nights

DROP-INS

® Yoga for Caregivers |"| Sessions completed
W!w ® Yoga for Youth since we began

® Youth Drop-In V'rtuﬂaii?‘s;o:::rom

e Caregiver Drop-In August 31, 2020

Sessions completed by ROCK Clinical Virtual On-Call Virtual

Staff including MH 6 and Over Brief Walk-In sessions were
Services, MH Under 6 Brief Services, Sessions completed as of
Walk-In Clinic, MH 6 and Over Therapy August 12, 2020
& MH Under 6 Therapy




POSITIVE SPAGE NETWORK

¢ Virtual and In-Person Youth Drop-
In Programs for 2SLGBTQ+ youth

¢ Virtual ConnecTions Group for gender-creative,
gender independent, trans an/or non-binary
children/youth and their caregivers

e Various other Recreational Virtual Offerings for
2SLGBTQ+ youth and their allies

HALTON FAMILIES FOR FAMILIES

e A community collaborative who
connect, support & engage families who are
impacted by a child/youth’s mental health struggles

* Offering various virtual workshops and groups for
parents/caregivers, children and youth

DANIELLE'S PLACE

¢ Virtual Targeted Prevention Groups
for children/youth 8-17 at risk of developing an
eating disorder

* Virtual Parent Support Group
* Recreational Virtual Yoga and Art programs

EARLYON

ROCK'’s EarlyON Services support
you and your child from 0-6 years with their social
and emotional development and well-being,
while fostering secure and nurturing relationships
for parents/caregivers and educators. For more
information, call Live Answer Mon-Fri, 9-5pm

AUTISM SERVICES

ROCK is open for Autism Services!
ROCK offers free Service Planning sessions to
eliminate the stress of decision making and
guesswork for families. Knowledgeable clinicians
can assist your with making decisions around goals
and what service model is best suited for your
family. Call 289-266-0036 to schedule your free
initial service planning consultation.

LIVE ANSWER

Call ROCK’s Live Answer service for
information and connection to services across the
Halton Region, including a Therapist or a Virtual
Walk-In Session by calling 289-266-0036, Mon-Fri,
9-5pm

Chat Live with ROCK’s newest
employee to get quick information on how to
access services, Walk-In and Therapists Mon-Fri
from 9-5pm. Find Quinn on rockonline.ca and click
the chat bubble to connect!

VIRTUAL WALK-IN

Virtual Walk-In offers Mental Health
Therapists, Behavioral Therapists and Under 6
Therapists, Mon-Wed from 9-3pm by calling Live
Answer, 289-266-0036

CRISIS

ROCK offers 24-7 crisis support for
youth between the ages of 0-18 (or caregiver of)

by calling 905-878-9785




Autism and Behavioural Services at ROCK is committed to offering a flexible, family-centred, and
evidence-based service that the community has come to expect from us. Our programming is based on
the principles of Applied Behaviour Analysis (ABA) and focuses on increasing the functional skills of our
clients, including social skills, communication, self-regulation and more.

The Ontario Autism Program has been in a state of fluctuation since February 2019, when the Ministry
of Children, Community and Social Services announced a major change to how regional programs are
funded. Since then, the Autism and Behavioural Services team has been nimble, creative and client-
centred, developing fee-for-service offerings that meet the needs of the community.

OUR SUITE OF OFFERINGS INCLUDE:

-© 0 0

Behavioural Direct Professional Skill Job Ready Program,
Assessment Consultation and Consultation Development which includes
Treatment Groups an innovative
combination of 4
e-modules and 4
group sessions

As modifications to the OAP continue, we remain committed to evolving with the Provincial direction.

Research has shown as many of 70% of youth with Autism will experience a mental health challenge.
To counter historic siloing between clinical teams, we have developed collaborations across the mental
health programs to offer a multidisciplinary approach to service. These include:

Walk-in Joint, single Anxiety and Professional Consultation
sessions with session booked Social Skills consultation for across other
a behaviour walk-ins with a group, co- clients involved programs, as
therapist mental health facilitated by in Intensive needed and
staff and a a behaviour Services appropriate

behaviour therapist and

therapist mental health

staff

When COVID-19 restrictions began, the Autism and Behavioural Services program embraced the
uncertainty and adjusted our service model to be able to continue supporting clients during these
challenging times. A new host of service offerings was developed, including:

&/ Telehealth Direct Consultation and Treatment & Caregiver-Implemented Intervention

&/ Parent Workshops & Virtual Anxiety and Social Skills Group



The 2018-2020 Quality Improvement Plan is our commitment to meet quality improvement goals
through opportunities for improvement, focused targets and actions. The QIP is developed by the
Quality Improvement and Client Safety Committee in collaboration with ROCK's Board of Directors.

The committee has representation from all areas of the agency.

QUALITY DIMENSION

Efficiency
“Make the best use of
resources”

GOALS DEFINED IN THE QIP 2018-2020

e Standardize Care Plans to ensure a

comprehensive assessment of the client
care needs

Improve timeliness of completion of Care
Plans

OUR ACCOMPLISHMENTS

* Harmonized Care Plans content
to include a holistic approach and
tailored to service offerings

* Developed reporting to facilitate
ongoing monitoring of completion of
care plans

Appropriateness
“Do the right thing
to achieve the best
results”

Improve understanding of risk and level

of care our clients require while receiving

services

* Adopted a standardized assessment
tool to determine risk and level of
care (CALOCUS)

* Implemented the standardized
assessment tool across all relevant
programs

Client-Centred Services
“Partner with me and
my family in our care”

Standardize reporting of complaints
Increase understanding of the client
experience and act

* Developed and implemented
a robust complaints policy that
included timeliness of response and
improved communication with clients

Standardize the tool for collection of
client voice
Increase client participation

* Harmonized the client experience
questionnaires

e Provided ongoing training of staff
and development of methods and
alternatives for clients to provide
feedback

Safety
“Keep me safe”

Standardize reporting of client safety
incidents across the agency

* Implemented ministry guidelines and
internal reporting process of client
safety incidents

Build a culture of safety across the
agency

* Reviewed Health and Safety policies
and automated of the reporting of
staff accidents and incidents

The ROCK Client Safety Plan is designed to support and promote the mission, vision, and values of
ROCK, with a special focus on the delivery of safe care and continuous improvement for all clients.
The plan establishes ROCK's client safety priorities as well as the organizational infrastructure to
support the delivery of safe quality care, including the mechanisms to respond to client safety
concerns and make system-wide improvements.




Training

Enhance ROCK's client
safety culture

Culture

Incident
Management
CLIENT
SAFETY
THEMES &
PRACTICES Medication
Management

Environment

GOALS AND OBJECTIVES DEFINED IN2018-2020  OUR ACCOMPLISHMENTS

Support and engage
the Board of Directors
in promoting a culture
of safety

Created the Quality and Safety Committee of the Board
Client Safety is a standing item on the Board’s agenda

Create a baseline
for a culture of client
safety and quality
improvement

Identified improvements opportunities and implemented
targeted actions as a result of the client safety survey
Reviewed all job descriptions to add responsibility for client
safety across all positions in the agency

Establish effective
communication for
client safety

Engage clients in
client safety

Included clients and families in the development of client
safety policies. Increased information sharing regarding client
safety at every time of contact

Educate staff in client
safety

Implementation of annual client safety training and increased
dialogue about safety at Team Meetings

Reduce client risk

Improve reporting of
client safety incidents

Development of the client safety incident management
system for identification, reporting, disclosure, management
and investigation of client safety incidents

Implemented framework for analysis of critical incidents

Improve medication
management process

Established the medication management team with oversight
of all medication activities at the agency

Implemented policies and made improvements in all our
medication management practices

Enhance capacity to
identify client's risk of
harm

Developed guidelines and assessment tool for identification
of risk of harm
Developed pathway for clients identified at risk

Enhance Infection
Prevention and
Control Program
/ Reduce risks for
infections

Completed a review of the Infection Prevention and

Control program increasing awareness of hand hygiene and
immunization

Further developed ROCK'’s Business Continuity Plan and
protocols to minimize the risk of infections due to COVID-19




REVENUE

TOTAL REVENUE FOR
2019'20 . Donations, Service Fees & Other Funding
312,705,137 . Other Grants

Caroline Family Health Team

EXPENDITURES

. Salaries & Benefits

Maintenance, Repairs, Insurance
& Occupancy Costs

TOTAL EXPENDITURES

. Purchased Services

FOR 2019-20:
$12,823,497

. Other Supplies and Equipment

Community-Based Training

. Amortization/Gain(loss) on Disposal

Training, Advertising, Communication
& Travel




