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2020. A year where the
COVID-19 pandemic
opened the door

for transition and
acceleration for ROCK.

The COVID-19 crisis is a once-in-a-century
event, and no training or experience in
previous downturns could have prepared
anyone for it.

COVID-19 has been an epic test of
character and determination for
everyone. We have all had to adopt new
habits in our daily routines that help us
to ride the waves and emerge stronger.
The entire leadership team at ROCK
had to show empathy and clarity of
fact in the same transition. We had to
demonstrate our ability for short term-
fixes and long-term solutions all at the
same time. Success at ROCK has flowed
through the ability to show deliberate
calm and bounded optimism in a
continually uncertain environment.

As | look back on this past year through
this annual report, it is an occasion for
gratitude. We could not be where we
are today without the incredible efforts
over this past year of our ROCK staff.
Every single team. They have worked
so very hard and been so responsive

to the needs of clients, and each other,
regardless of how COVID-19 may have
been impacting their own lives at any
given time. | am so grateful to each and
every one of you.

We collectively thank our IT/IM team
for seamlessly pivoting services to a
virtual capacity. We were able to follow
guidelines and create virtual services
quickly and efficiently because of you.

Thank you to our Finance and Operations
teams for ensuring operational
continuity and safety, throughout the
entire pandemic. ROCK locations were
modified and available for use as needed
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for staff and clients and received renovations to expand and
update spaces.

This past year has been an incredible experience in many

ways. ROCK has accomplished more in this past year, during a
pandemic, than it has accomplished in any previous Strategic
Plan. | could not be prouder or have more respect for my
colleagues. The staff and Board of Directors at ROCK are some of
the most compassionate and supportive people you could ever
work with.

We are grateful to be the Lead Agency for child and youth
mental health services in Halton. Our partnerships have grown
stronger, even as we were physically distanced, because we
banded together to help one another. We share a common goal
- our dedication to ensuring responsive child, youth and family
mental health services are available and evolving in Halton. We
thank our fellow core service providers for their collaborative
efforts in meeting the growing demands on mental health in our
community. We thank our Ministries, our funders and our donors
for their unwavering support. We look forward to strategically
expanding and increasing our capacities to provide child, youth
and family mental health in our community together.

Kirsten Dougherty
CEO, ROCK
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Message from
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The ROCK Board is so very proud of the
many accomplishments of our ROCK Team
throughout the past year.

This 2020 annual report highlights the exceptional work of our staff during
a challenging year of uncertainty and increasing demands. Despite our
ever-changing environment and the need to examine and alter the way
we did business, | can confidently say that we not only survived as a lead
agency for child and youth mental health in Halton, but we thrived. This

is a testament to our team’s dedication and unwavering commitment to
innovation, client engagement and the needs of our community.

ROCK is a leader amongst human service providers in the Halton

Region. We have aligned our strategic plan, goal setting and operational
approach with the Halton Region's Community Safety and Well-Being
Plan. This congruency enhances the quality and timeliness of ROCK's
services because we work collaboratively within the four key areas of crisis
response, risk mitigation, prevention and social development.

In this report you will read about how we retooled service delivery;
embraced virtual programming; enhanced governance, client safety and
quality improvement frameworks; achieved accreditation and built a
world-class model for access and system navigation. Our ability to quickly
pivot in response to the pandemic is reflective of the strength of our
strategic plan and our people. It also highlights the quality of the ROCK
Leadership Team to whom we are extremely grateful for.

Through effective governance and teamwork, our Board is committed to
helping ROCK focus on key strategic areas, including: excellence in service
delivery, leadership and learning, sustainable growth and our people and
culture. Please know that ROCK is well positioned to continue its delivery
of best-in-class services and we will remain responsive and flexible to the
needs of our diverse, growing community.

Children are our future. Their mental health and well-being is paramount.
There is no greater investment. Together we are commmitted to Building
Rock Solid People.

Roger Wilkie
Chair - ROCK Board of Directors
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Corporate Board

Roger Wilkie — Corporate Board Chair
Deputy Chief, Halton Regional Police Services

Why do you advocate for mental health?
Children are our future. Their mental health and well-being is paramount. There is no greater
investment.

Scott Luzzi - Treasurer

Chief Financial Officer, Siemens Energy Canada Limited

Why do you advocate for mental health?

To change the societal perception of mental health. Progress is being made, but there is still so
much work to be done.

Kirsten Dougherty - Secretary

CEO, ROCK

Why do you advocate for mental health?

Because everyone has a story. Mental health should be seen as health..period. Mental health is no
less important than physical health.

Zamal Whyte - Board Member

Financial Planner, BMO Financial Group

Why do you advocate for mental health?

| believe that it is truly the most effective way to educate, motivate and inspire the community to
rally around increasing the awareness of this important phenomena. Mental health is essential at
every stage of life and affects every facet of our society. As a result, advocacy is crucial and should be a
shared responsibility.

Ryan Maraj - Board Member

Senior Director, Advertising, Metroland Media Group

Why do you advocate for mental health?

I have worked with individuals struggling with mental health, and learned directly from them how
the stigma around mental health created barriers to getting help. | want to help change that stigma,
and create continuous open dialog around mental health.

Leigh Brown - Board Member

Vice President of HR, RBC

Why do you advocate for mental health?

To use my voice and help amplify the voices of others to drive change - in systems, policy, and
communities, to ensure everyone gets treated with compassion and respect and has access to
support.

Sadaf Saljooki - Board Member

Associate, Simpson Wigle Law LLP

Why do you advocate for mental health?

It is a significant component of daily life which can impact anyone. Inspiring the recognition of the
various ways in which mental health can influence others helps to strengthen our communities.
Increasing public awareness aids in the development of creative options and support for those who
require it the most.

John Oesch - Foundation Board Chair

Professor, University of Toronto

Why do you advocate for mental health?

Awareness is not enough. After decades of trying to counteract stigma surrounding mental health,
advocates have finally made some strides in building awareness about the experiences of patients
and the consequences of untreated mental health conditions. Awareness is good, but must now be
followed by accessible professional help (clinical and administrative) to as many people as required.
Services cannot be available only to those who are privileged enough to demand access, but to all
who need help.

Robert Galetta - Board Member

Chief Executive Officer, Blackjet

Why do you advocate for mental health?

Mental health is just as important as physical health. Only recently has it become a subject that isn't
taboo. The more we can bring awareness to the fact that everyone needs mental health support,
the same way everyone needs a doctor, the better our world will become. We can have a direct
impact on human lives. Diminish criminal activity, reduce suicide rates, homelessness, bullying

and ignorance. It's the key to a better future. To lives well lived. And to a more understanding and
accepting world.

Indira Naidoo-Harris - Board Member

Associate Vice President, Office of Diversity and Human Rights, University of Guelph
Why do you advocate for mental health?

It is important we come together in support of those facing mental health challenges. We need to
be strong allies, inclusive leaders and treat each other with respect. This is the path forward to taking
care of each other, and building a stronger community.

Stuart Riley - Board Member

Builder Owner

Why do you advocate for mental health?

To provide a safe haven for children and help families in need, and to give back to less fortunate.

Joe Smelko - Board Member

General Manager, Roadstart Trucking

Why do you advocate for mental health?

Initially my interest was to support mental health initiatives in the Halton Region for those that fell
between the gaps in the system. As | worked with Stephanie Wilsack, ROCK's Campaign Manager,
and the ROCK team, | came to realize that these are not gaps, but huge chasms in support and
services and more needs to be done. Struggling with a mental health issue is like stress — its unseen,
we don't know who is suffering — there is such a stigma about mental health, people hide their
true feelings and wear a mask to hide what is really going on and what they are really feeling. This
pandemic has made this situation worse, people have been shut in, with limited social contact,
there is employment and financial instability, so much needs to be done and we can't expect the
government to possibly fill in.
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Excellence in Service Delivery
s s Priority 1: Evaluate and continuously improve the quality of our programs and
M |SS|On services

Priority 2: Drive service innovation that includes insights from our clients, families

Working together to promote and achieve optimal mental health in kids and families
and partners

Vision

Building rock solid people

Leadership and Learning

Priority 1: Be a trusted system navigator for Halton
Priority 2: Engage our community partners to help our region’s mental health

Va I u es system to thrive
Priority 3: Strengthen teaching, training and post-secondary relationships

Respect Excellence Accountability Collaboration Hope

' Sustainable Growth

Priority 1: Diversify and grow our resources

Core Service

Priority 1: Improve access to child and youth mental health services

Priority 2: Increase understanding of the needs of children, youth and families
accessing core services

Priority 3: Improve alignment of core service offerings

Community

Priority 1: Enhance pathways between youth and adult mental health systems

Priority 2: Improved inclusive service provision for child and youth mental health
services

Priority 3: Increase equitable offering of services in all geographical areas of Halton

Priority 2: Embrace governance for a new era
Priority 3: Grow our physical and virtual spaces

Priority 4: Plan for the future in alignment with Halton’s Commmunity and Safety
Well-Being Plan

- People and Culture

Priority 1: Embrace a change-ready culture and growth mindset
Priority 2: Enhance performance management and measurement
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During a Pandemic I

Service Data Virtual Services and ROCKEvents New Service Group Offerings

&+&+&+ @ Embrace and Empower

Children New Clients via Access &
& Families System Navigation and

Served Walk-In Virtual video @ Teen and Parent Anxiety Group
o B sessions

Adolescent Anxiety Group

Unique Families Served

ADHD Caregiver and Teen Group:
: Parenting your Pre-Teen and Teen with
Parents & + Children & ADHD

Caregivers Youth onli
- . mte ADHD Caregiver Group: Parenting your
Halton Families for Families vents Child with ADHD

Workshops
& Events +

Our Community Cares

Participants Project ImMPACT (Part of the Ontario

Take Home Autism Program)

FASD, 3 ﬁ.ctivity & Lending
Coordinated Its .

Service Planning and “’t E e Other Notable Service Changes

Caroline Families First Family Services

Webinars ROCK partnership with Roots
held ' \ Community Services

Unique Clients Served Expanded partnership with Enaahtiq

- Tickets Healing Lodge and Learning Centre
+3
Brief

e \ U (( )) Issued

Positive Space
including Walk-In Network

O ROCK Hubs
.¥. @ OO New Trauma focused service
All\ offerings (assessment and trauma

New services and programming at

Family Capacity Psychology Therapy
Building

i ) é Expansion funding for FASD
YAY V * Intensive Services Autism Services Diagnostic Clinic

& Danielle's Place

specific therapy)




Client Experience Questionnaire

Viiii/za
5 Your Voice Matters!

Client feedback and suggestions are used to help ROCK create,
shape, and improve programs and services offered.

We have surveyed over 500 clients over the past year and found that:

84%

were helpful

96%

thought that their
needs, preferences and
values were respected
(EDI Question)

This program has helped my
family greatly. It offers programs for
my child to attend to help develop
social, emotional and relational skills.
They also helped with education. The
camps/after-school programs are
affordable and my child loves them.
The adult programs are a great way
to connect with other adults. The
food support was great when we
needed help.

- Caregiver

The partnership of staff is the
gold standard. Their compassion,
experience, energy and willingness
to be fully present to our family
legitimately saved us in our darkest
hours. We are forever grateful.

- Caregiver

learned new ideas and
approaches that

(Outcomes Question)

86%

thought that the
virtual sessions met
their needs
(Outcomes Question)

96%

overall rated our
services as Good or
Very Good
(Ql Question)

Thank you for being there when
a family needs support. Without
services like these, family break
downs would happen. The program
team is incredibly important to
our Halton families and | hope
that never changes - unless it’s for
growth.
- Caregiver

During my time with ROCK,
my counsellor was absolutely
phenomenal! An amazingly kind
and dedicated counsellor. | would
definitely recommend her as she
helped me recover when | thought |
would never be able to. Thank you!
- Youth

Thank you for making me feel
heard and valued.
- Youth

Your generous feedback and suggestions have improved our services in a
number of ways.

The following are some examples of how your feedback has driven changes in
programming:

Extended duration of groups because clients wanted more time to learn, consult and ask
guestions.

- Virtual groups have been adapted to allow better discussions and closer access to the group
leaders i.e., small break out rooms, weekly training materials.
Evaluation results have had an impact on how OCC moved forward with their programs. OCC
partnered with outside programs/professionals to extend the implementation of these program
offerings in the community.
Informal feedback collected by HFFF has informed and initiated the development of new service
offerings such as Wellness Drop-ins.
During EarlyON programming, the parents and caregivers feel safe to share feedback and hopes
of services with the educators. This feedback may also include parents looking for resources or
support, with specific topics such as post-partum, sleep, or questions and fears about separation
anxiety, which are then used to develop new offerings, utilizing internal and external partnerships.
EarlyON utilizes social media polls to get general feedback about programs, which has been used
to modify programming to meet the community’s needs, such as adjusting the timing of events.

To view ROCK's published summary of our 2018-2020 Quality Improvement Plan, please visit
https://frockonline.ca/wp-content/uploads/2021/03/ROCK-QIP.pdf

For more information on ROCK's 2021 Quality Improvement Plan, please visit
https://rockonline.ca/quality-improvement-client-safety-plans/

I found this parenting group Aberdeen has been a
very helpful as it provided some rollercoaster and turning point
excellent information and tools in a in my personal life. Creating
comprehensive way. friendships, bonds, and self-

- Caregiver acceptance was not an easy task
to fulfill. However, the environment
and help of hands pushed me to
limits | never knew | could achieve
times. The therapist was so helpful and be proud of; the program’s full
and my child always felt better after of reassurance, guidance and light.
talking to them. | am so happy with - Youth
the outcome. If we feel the need, we
will most definitely access ROCK
again. Thank you, thank you, thank

I just want to say thank you to the
therapist my child talked to a few

The facilitators were amazing
and really supportive. | really want

I
{/c()ltzgregiver to commend ROCK and its staff
on such a great job and helping
families work through difficult
Thank you for creating a space times.
where | feel safe to be me. - Youth
- Youth
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-nswer: 289-266-0036

Live Answer is the pathway to access information and
services at ROCK and across the Halton Region.

Our hours of operation are Monday to Friday, from
9am-5pm, with connection to our virtual walk-in
clinic on Monday-Wednesday between 9am-3pm.
Our dynamic team supports children, youth, parents/
caregivers, community service providers, volunteers,
students and other professionals in the community.

By calling into Live Answer, one can connect with

the virtual walk-in clinic, crisis support, access and
system navigation (ASN) and the Autism Program. We
also support callers with information, resources and
referrals to groups, EarlyON, RockOnlLearn, Positive

Live Answer Stats

Total calls to Live Answer
ligelng!

Space Network (PSN), Our Community Cares (OCC), Calls fro.m

Halton Families for Families (HFFF) and other external with being Service
services. Provider calls
For the Live Answer team, every day is a different day

depending on the callers and their unique needs. Our Calls from

knowledgeable team helps callers navigate to services with

being Service

and information and ensure that they are well- Provider calls

informed when accessing our services.
No question is left unanswered!

‘ ‘ It was very rewarding to hear a caller say: “I'm so happy to speak with an actual live
person who can help me and my child, I'm so relieved”. Live Answer provides every

- Roni Lypko, Team Lead of Live Answer/Admin

caller with reassurance and guides them to the best pathway for them and their child. , ,

i
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Quinn is ROCK'’s online chat service that provides
users with quick access to information about
services at ROCK and across the Halton Region.

Quinn is operated by a team of helpful and
knowledgeable staff that will be able to offer an
immediate pathway to support and provides Total Quinn chats from
support to youth, parents, volunteers, students
and service providers to help them in finding
the most appropriate resources and information
based on their needs. Chats from

Quinn can connect chat users with Live Answer,
Crisis Support, rockevents.ca, rockonlearn.ca, and
EarlyON.

Quinn is available to chat at rockonline.ca,
Monday-Friday between the hours of 9am to 5pm.

Quinn Stats

Chats from

‘ ‘ Quinn has been such a valuable point of access for so many parents and youth who
might not have the time to call or who might be hesitant to call. Since implementing
the new Quinn platform to our website, the number of daily chats we receive has risen
exponentially, demonstrating the importance of having Quinn. , ’

- Kira Foreman-Tran, Live Answer/Quinn Team Member

-ss and System Navigation (ASN)

Access and System Navigation (ASN) is the centralized access mechanism for children’s mental health
services in the Halton region. ASN provides youth, parents/caregivers and community service providers with
a one point of access to all mental health services for children and youth across our core service providers.
Families, professionals and youth connect directly with a System Navigator who provides and collects
information to complete an assessment to better understand their hopes and goals and to match them to
programs and services that meet their level of care. System Navigators identify programs and services that
could be helpful and, in collaboration with families and youth, connects them to these supports. ASN works
to make the process seamless and client centered, ensuring families are heard and involved during every
step and all decisions are collaborative. ASN staff are available by phone Monday to Friday from 9am to 5pm
by accessing the Live Answer line. For more information please visit www.rockonline.ca/asn.

ASN Stats €€
ASN has worked hard throughout
the pandemic to be responsive and
supportive to families during a period of
” collective uncertainty. It's been rewarding

to hear parents say “Thank you, it feels

Referrals recieved through ASN good to know I'm not alone.” It’s been
from personally encouraging to witness
parents shift from concerned to hopeful
Referrals so far recieved through ASN during such a difficult time.
from — Tania Celik, Team Lead of ASN ,,




Revenue &
Expenditures

F Donors

March 13, 2020 is a date
etched in the minds

of many, as this was
when the world stood
still, if only for a minute,

ROCK would like to extend their utmost
gratitude to the following donors who
selflessly made donations to ROCK
during one of the most difficult times
our generation may ever experience, and
their ongoing commitment to Children’s

5%

Revenue

and what was left on
the other side of this
extraordinary moment
in time, was the
generosity of the ROCK
community.

As we reflect back on the
year it was, we were very
fortunate to be able to reach
out to our donors to seek out
their support as we worked
diligently to create a seamless
transition from solely
IN-person services to
exclusively virtual — as

we continued to provide
assistance to our clients and
their families.

Mental Health.

MCYS/MCCSS

Ministry of Health

Halton Region

Ontario Trillium Foundation

United Way

Patrick J. McNally Charitable Foundation
The Warren Y. Soper Family Foundation
The Burlington Foundation

Oakville Community Foundation
Community Foundation of Halton North
Rotary Club of Burlington Central
Softchoice LP

Game On 2020

Burlington Dads

15%

TOTAL
REVENUE FOR
2020-21:
$12,511,848

TOTAL
EXPENDITURES

FOR 2020-21:
$12,600,713

. MCCSS/MOH

MOH COVID-19 Subsidy

. Caroline Family Health Team

. Other Grants

. Donations, Service Fees, and Other Funding

Region Grants

Expenditures

. Salaries and Benefits

COVID-19 Expenses

Training, Advertising, and Communication
& Travel

Amortization/Gain(Loss) on Disposal

. Community Based Training

. Other Supplies and Equipment

. Purchased Services

Maintainence, Repairs, Insurance and
Occupancy Costs




WE DID IT!

In December 2020, ROCK became Accredited with
Exemplary Standing by Accreditation Canada,

an organization who evaluates the services and
supports provided by health care organizations
against national standards of excellence.

Achieving Exemplary Standing is a testament
to ROCK's dedication and commitment to high
quality and safe services for our clients and their
families.






