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Blown away by your amazing staff!
Each and every point of contact was so
lovely and comfortable to speak with. We
cannot say enough positive things about
the service received! Thank you so much.
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This ROCK Annual
Report summarizing
2021 reminds us of
how grateful we are
to the incredible staff
that we have at ROCK.

How they work
tirelessly to anticipate
the needs of the
community and try
to be responsive to
how children, youth
and families are living
with the COVID-19
pandemic, and the
toll it has taken on our
mental health.

We thank each of
them in every
department.

LETTER FROM
GEO & BOARD CHAIR

In the pages of this Annual Report, you will see evidence
of the success of our people-centred care service delivery
and true collaborative engagement.

New Welcomes

We are proud to have welcomed both CYP - Community
Youth Programs and NYC - Nelson Youth Centre agencies
under the ROCK umbrella in 2021 to enhance and expand
access to child and youth mental health programmingin
Halton.

The incredible legacies that these two long standing
Halton organizations have built live on with us and are
thriving. Welcome to our new staff and thank you for
joining us.

New Strategic Plan

We have been working on a new strategic plan that you
will see embodies the evolution of our agency and our
anticipation of what is to come.

We have aligned our new strategic plan, goal setting
and operational approach with the Halton Region’s
Community Safety and Well-Being Plan.

This congruency continues to enhance the quality and
timeliness of ROCK's services, as we work collaboratively
in our community within the four key areas of crisis
response, risk mitigation, prevention and social
development. The acceleration of services that came
through the pandemic will allow our sector to partner on
system change like never before.

New Innovations

We are excited about the new innovations in mental
health that are coming in 2022, and we proudly continue
to advocate as the Lead Agency for child and youth
mental health for Halton, alongside our core service
providers and many community partners.

Thank you to those that work with us every day to make the child and youth mental health
system better.

Thank you to our volunteer Boards of Directors for their compassion and advocacy.
Thank you to each and every one of the staff for their dedication and tireless efforts.
Finally, thank you to all of you that lean on ROCK in a moment of need.

You inspire us daily.

Roger Wilkie
Chair — ROCK Board of Directors

Kirsten Dougherty
CEO, ROCK
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| O3 CLIENTVOICE

Listening to client voice is an essential principle of continuous
improvement.

The following client quotes have been provided through ROCK's anonymous client
experience questionnaire applied to clients after receiving services.

" About ROCK Staff

— €6

Our counsellor has been absolutely amazing. The counsellor

is supportive, empathetic and very easy to speak to. They validate our
emotions and feelings just as much as they are concerned about our child.
I am very grateful to our counsellor as they have been the most helpful to
our situation of all the resources | have reached out to.

My service planner is wonderful. She makes me feel heard and comfortable and she
has made this such a positive experience for me. She is organized and efficient.

Myself & my family greatly appreciate the time and effort
everyone on your team has put towards helping my children and my
family. At this time, it is difficult to find support given the COVID situation.
So thank you very much for your patience, listening, caring and empathy.
I will highly recommend all of your services if anyone | know ever requires
them. You have an amazing team!

Our counsellor was compassionate and caring while providing a wealth of
information. She was wonderful to work with, confide in, and learn from.

) —

About The Overall EXpéerience

é6

So happy with our experience. On top of having a virtual walk-

in appointment, | also was part of a webinar about children’s worries
yesterday, and the facilitator was phenomenal! She made me feel very
confident in the way to approach my child’s feelings. She answered all
my questions and made me feel very comfortable. The virtual walk-in
staff was also amazing. Answered all my questions and gave me some
extra resources that I could look into for my child. | am so pleased with the
services offered and will return for any additional services | require. Thank
you!

After going through a traumatic experience with our family, the decision to

reach out to ROCK was one of the most helpful and encouraging experiences | have had
to find an avenue for help. It felt like we were being listened to.

Our experience has been excellent. The Crisis Team help that we
received was so helpful and made a huge difference. | couldn’t have gotten
through our trauma without the help of every person that we dealt with at
ROCK. The staff are amazing. We appreciate all you have done.

Its made a world of difference just having the assessment. Understanding our
child’s needs has been paramount in advocating for her.

Excellent range of services available and so helpful that they’re free of

charge. Staff are extremely knowledgeable and kind.
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ACCOMPLISHMENTS

-:cess & System Navigation

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.

ASN is committed to making the referral process seamless and client-centered, ensuring
families are heard and involved during every step, and all decisions are collaborative.

With that in mind, ASN continuously looks for ways to optimize the client and family
experience. In 2021, ASN focused on 2 main projects for system-level change:

ROCK partnered with the Knowledge Institute on Child and
Youth Mental Health and Addictions and launched a quality
improvement project.

Client Flow Our team received training and coaching on the internationally
recognized Lean Six Sigma methodology for Quality Improvement.

The methodology guided teams to identify strengths and
opportunities for improvement, which included the establishment
of standards of practice that have reduced the referral processing
time by 20%.

1 Optimizing

Established the ASN Advisory Committee.

The committee is focused on partnerships, collaboration and
ASN . .
2 Advi direct feedback from our referral source partners, which includes
. V|sory representatives from school boards, commmunity partners, hospitals,
Committee Halton Region, etc.

The committee meets regularly. Through open dialogue, they
identify and discuss opportunities to improve access to services,
ultimately meeting the needs of our community.

mmm ASN Referrals

2 706 Referrals Nena e
recieved by 1 70
! ASN Services ’ Referrals Referrals

The ASN staff was really good! She got back to us quickly and was very courteous
and professional. She was very sensitive and eager to discuss options, and obtain the
right solution. Keep up the great work!

| felt very comfortable speaking about my concerns and issues with the
representatives at ROCK. | appreciate all the emails sent confirming my next

steps and process along the way.

The ASN staff has
been very helpful and
accommodating in
helping to work through
referrals that have been

mmm ASN Survey Results

of clients surveyed thought
950/ that their needs, preferences

0 and values were respected
during service

of clients surveyed thought

960/ that staff explained things

0 in a way that they could going above and beyond

understand to support families that are
further stressed, or more
difficult to engage with

96% that they received as Good families to date.

or Very Good ’,

madeon the behalf of
families. This has included



https://www.cymha.ca/en/

" Autism Services

Over the last year, ROCK's Autism Services have expanded significantly;
enhancing our ability to serve the Halton community.

Applied Behaviour Foundational Family
Analysis (ABA) Services (FFS)

Our goal directed ABA service continued Our FFS offerings, which are free to families

to transform to align with the shift in the registered with the OAP, were expanded.
Ontario Autism Program (OAP) towards Core

Clinical Services. offerings, family drop-In events, a Sibshop
This allowed families to utilize their group and short-term consultation
childhood budgets to purchase services. packages.

New offerings include additional workshop

ROCK Autism Services also launched two new service offerings this past year: Project ImMPACT
and the Entry to School Program. Both are free to families registered with the OAP.

. Entry to School
O Project ImPACT O Program (ETS)

Launched: In partnership with Woodview Launched: In partnership with ErinOakKids,
Mental Health and Autism Services. Community Living North Halton, Woodview
Concept: A supportive coaching program Menta'l Hea!th and Aut|§m Serylces, and

for parents/caregivers with children Dufferin Child and Fa_rmly Services. The
under the age of 4. It combines ABA and program prepares children aged 3-6
developmental science. Parents work with who have not yet entered school, for the
Behaviour Therapists to select goals in transition to Kindergarden or Grade 1.

the areas of communication, socialization, Concept: This is a classroom-based service

imitation and play. where Behaviour Therapists and Registered

Early Childhood Educators work together to
build skills in six key areas: Communication,
Play, Social Interaction, Behavioural Self-
Management, Functional Routines and
Pre-Academics, Learning, and Attention.

66

Preliminary evaluation data for Project

IMPACT indicates families are happy with
the program and would recommend it to
others!

Our coach was extremely positive and encouraging throughout the
program and we are very thankfulfor all that we learned to help our child. |
have a much better understanding of how to help my child succeed in their
own way. | can’t express how thankiful | am for this program:

Amazing! Easy to understand life examples that help make any opportunity one you
can teach and learn from.

Great program and my child has definitely improved with some
of the goals we have set for them. The therapist has also been great at
instructing us how/to reinforce the skills we are trying to teach her.

Love how they teach everything virtually and at home! Thank you'so much,
it means a lot.

Our coach was amazing and very helpful in providing suggestions
and new techniquestohelp usreach our goals and helpin understanding
things. | have ledtnedariotfrom the prograim:

Project ImPACT has been a great program in my child’s development for
the past few months. While'other programs that my child attends focus on a short
period of time at a center, tRiSProgram helps ustolearn andimplement strategies
and the coaches advise on how to'approach things has contributed significantly to
my child’s development. Our coach has helped us a lot on how to deal with situations
and expand things to progress better. Newer perspectives and guidance are very
helpful aspects. Sincere thanks to the entire team!



" Urgent Response Services

In December 2019, the Ministry of Child Youth and Social Services
announced key elements of a needs-based Ontario Autism Program
(OAP), including a broad range of services that will offer families more
supports for their child’s specific needs. Urgent Response Services
(URS) was one of these offerings.

What is URS?

- Afree, time-limited, rapid response service for children and youth
with Autism

- It is intended to address a specific behaviour need, through
caregiver coaching, with a focus on preventing further escalation or
risk of harm to self, others, and/or property

- Available to youth currently registered in the OAP who are
exhibiting high-risk behaviours that have started or worsened over
the last 14 days

- Children and youth can get up to 12 weeks of free supports

ROCK is collaborating with partner agencies within the Central West Region. The Ministry
has assigned ErinoakKids to be the Lead Agency; however, ROCK provides services for
the residents in the Halton Region. Partner agencies include Dufferin Child and Family
Services and Sunbeam.

Planning and development of a collaborative model between the partner agencies begun
in 2021. Agencies worked alongside with the ministry and other regions to establish
strong relationships and partnerships to deliver URS.

On April 1, 2022, agencies across Ontario launched URS.

The service model includes clear processes for:

- Processes for Intake
- Referral
- Service Planning

- Respite Services
- Consultation with Specialties
- Service Delivery

-auma Program

At a time when we were all still being significantly impacted by the
COVID-19 pandemic, ROCK therapists were in a strong position to be
able to support families who were being impacted by the trauma of
the pandemic and other traumatic incidents that were affecting their
child’s functioning.

Trauma Caregiver Group

At ROCK, we believe that one of the most effective interventions
to help a child recover from trauma is to educate and support
the caregivers in order that they learn how to guide their child
through to the other side of the trauma.

This year, we facilitated our 5-week Trauma Caregiver Group, five
different times throughout the year, and a total of 52 caregivers
were able to attend.

This gave them the information, tools, support and strength they
needed to help their children through not only the current pandemic,
but also other experiences that were traumatic and causing distress.

— 66

Thank you so much for everything! Very valuable information. To know | am not
alone in dealing with a child dealing with trauma, and not always knowing how to
cope, is so helpful.

I really truly feel every parent | know should attend the class.

This was very informative, and the lessons learned can help in a multitude of

situations. ,

Following our January 2022 group, 100% of caregivers said they would be able to be a
better caregiver to their child after participating in this group.

ROCK therapists have also been conducting Trauma Assessments with clients in order to
explore in-depth a child or youth's experiences of trauma on their life, when the level of
distress was so high that they were not able to function in several areas of their life.

These Trauma Assessments give therapists and families concrete recommendations.
ROCK therapists also offer Trauma-Informed and Trauma-Specific Therapy to help children,
youth and families heal from the devastating impact of various experiences of trauma.



" Community Youth Program

After months of collaboration, commitment, and the passion of
numerous staff, ROCK revitalized live-in services for transitional aged
youth across the Region.

Community Youth Programs (CYP) was successfully re-launched in
January 2022.

What is CYP?

ROCK's innovative approach to Live-in Treatment Program has
youth as the drivers of their treatment, and the duration of stay is
time-limited based on youth's progression.

CYP provides housing and support for adolescents aged 15
to 18 who are unable to live with a family and unprepared for
Commity Youth Prog independent living.

The residential program at CYP was established in 1970 and
its legacy will remain integral to progressing our partnerships
throughout the Halton community.

Individualized Treatment Plan

1. Stabilization

2. Treatment and Transition to Community or Adult Mental Health
Services

Specialized individual and group treatment services are offered by an
inter-professional team.

There is an emphasis on individualized treatment plan with a focus on:

‘Ison Youth Centres

After much deliberation and thoughtful strategizing, Nelson Youth
Centres (NYC), and ROCK announced the merger of the agencies in
the Fall of 2021.

As the Lead Agency for Halton, ROCK is a key partner in supporting the Roadmap to
Wellness initiative, with a shared focus on enhancing the quality and outcomes of our
child and youth mental health services.

What is NYC?

NYC has a rich history and staff excellence in service delivery
which has guided the lives of many children, youth and their
families in our community since 1978.

The Centre was governed by its’ long serving Board of Directors.

The NYC name will remain for continued programming and to
ensure the legacy lives on through our new partnership.

Aim of the Merger

ROCK and NYC worked together on a transition plan to merge
the organization and services. The plan ensured there were no
disruptions to services, and the official merger of services started
on April 1,2022.

This merger aims to:

- Create better pathways

- Improve access

- Expand service offerings

- Enhance opportunities for children, youth and families



https://www.ontario.ca/page/roadmap-wellness-plan-build-ontarios-mental-health-and-addictions-system

I 05 THE ROAD TO THE @ ENGAGEMENT BY NUMBERS @
2022-2025 STRATEGIC PLAN A survey

Strategic planning is an ongoing process that uses available knowledge

to document the organization’s intended direction. RUGK ENGAGEMENT

. | | .
At ROCK, we dedicated two months engaging with various community partners, clients u PARTICIPANTS
and families. This was key to this process. It supported ROCK in obtaining relevant

information, feedback and perspectives that informed and directed the development of
our priorities for the next three years.

OVER
Executives,
Environmental Scan Development of Managers &
. Engagement & Data Analysis Themer)& Priorities Staff o Leadsg
- Community Partners - Political landscape - Review of feedback
- Youth and Families . Ministry and regional collected during
- Leadership direction engagement
- Employees . Mental health needs of the + Creative process in Board of Directors
- Board of Directors community collaboration with

_ Board of Directors and
- Service data, demands, Leadership

® COMMUNITY ENGAGEMENT: PARTICIPANTS @

Draft Approval by the . o
Strategic Plan Board of Directors Official Launch

. Next Steps

- Leadership and staff

will collaborate to select
priorities and develop the
operational plan for the
next fiscal year 2022-2023

- Region of Halton

- September 2022 - Municipalities

- Community Partners

- Developmental Services Staff

(VR o ©¢ © © © © . Children’s Aid Society
T & 8 6 © o - Ministry & Provincial Representatives
Community - Children & Youth Community

- Mental Health Agencies

Engagement Participants . ontario Health Teams & Primary Care

- Hospitals: Joseph Brant Hospital &
Oakville Trafalgar Memorial Hospital

- Youth/Parents/Caregivers

- Peer Support
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G SERVICE DATA

23 602 15,105 | E-‘- 8497

Unique Clients Served (( )) Unique Families Served
Crisis

é Our Community Cares
. { 3 :g. ‘ Families

Brief Autism

including Walk-In Services Psychology

Children &

O @ Youth

Family All\ Inte_nsive Therapy Adults
Capacity Building Services

o
\,J Three Programs
W * /Ill \\\\ Children FASD, Coordinated Service

Targeted Prevention Positive space Parents/ Planning & Caroline Families First
& Danielle’s Place Network Caregivers

EarlyON
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-Jality Improvement Plan

PROGRESS
REPORT

ROCK's Quality Improvement Plan (QIP) outlines our priorities and goals for improving
quality and client safety in the agency. ROCK's QIP is a commitment to our clients and their
families, our staff, students and volunteers, our partners and to our community.

ROCK develops and publicly posts our annual QIP to further improve the quality and safety
of the care we provide. This is a requirement under the Accreditation Canada Standards to
demonstrate transparency and our commitment to quality improvement.

Goals & Objectives 2021-2022 Accomplishments

Quality of Care

1. Improve processes that gather and
incorporate client voice into program

2. Provide high quality care to our
clients that adheres to standards of
practice

Completed a review of all survey questionnaire to
include questions to direct meaningful, inclusive
and actionable work. Established process to
regularly review survey data at team level.

Established a Data Quality Framework and
process for regular client file audits and case
reviews. Achieved 97% of programs in compliance
that adheres to standards of practice.

Safety and
Well-Being

1. Improve processes that identify and
monitor clients at risk of harm

2. Improve the identification and
reporting of safety incidents

3. Provide a healthy and safe workplace
environment for our staff

Reviewed practices for identification, assessment
and monitoring of risk of harm and safety
planning. Implemented an alert system in the
client information system.

Completed full reviews of critical incidents.
Developed an action plan based on gaps
identified, which included practices for data
quality and identification, and monitoring of risk
of harm.

Promoted wellness practices and fun challenges
for staff during the pandemic. Followed all
provincial directions and mandates related to the
pandemic response. Reported zero outbreaks.

Access to Care

1. Optimize client experience when
accessing services through Access and
System Navigation

2. Reduce the time clients wait to
access services

Established and adhered to standards of practice,
reducing the referral processing time by 20%.

Completed a full review of clients on waitlist and
prioritized services based on updated needs. Applied
LEAN Six Sigma methodology to review process and
practices in Counselling and Therapy Services.

.lent Safety Plan

ROCK's 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.

Culture

Risk of Harm

CLIENT
SAFETY

THEMES &
PRACTICES

Training

Environment

Incident
Management

Medication
Management

Goals & Objectives 2021-2022 Accomplishments

Enhance the
Client Safety
Culture at ROCK

Training and education for Client
Safety

Developed and trained staff on the identification,
assessment and monitoring of risk of harm and
safety planning.

Ensure Effective
Communication
for Client Safety

Clients and families knowledge of
client safety

Ongoing communication with clients about
pandemic protocols and practices.

Ensure Effective
Communication
for Client Safety

1. Monitoring and analysis of client
safety indicators

2. Safe infection prevention and
control practices

3. Medication management

Reporting and monitoring of staff and client’s
COVID-19 related infections.

Ongoing update of Infection Prevention and
Control practices and protocols during pandemic.

Completed bi-annual independent reviews of
the medication practices at Live-In Treatment
Programs.

Completed a full review of policies and procedures
in alignment with Legislation.




08 REVENUE &
EXPENDITURES

e
. Erinoak Kids

. Caroline Family Health Team

. Other Grants

Donations, Service Fees & Other Funding

TOTAL
REVENUE FOR
2021-22:
$13,323,897

Region Grants

1% .
MOH COVID-19 Subsidy

. MCCSS

Expenditures

1%

TOTAL
EXPENDITURES
FOR 2021-22:
$13,703,174

. Salaries and Benefits

COVID-19 Expenses

. Purchased Services

. Community-Based Training

. Amortization/Gain(loss) on Disposal

. Other Supplies & EQuipment

Training, Advertising, & Communication
& Travel

. Maintenance, Repairs, Insurance &
Occupancy Costs
Donation of capital assets to ROCK
Foundation




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.




