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I’ve got my own wounds to bind,
I’ve got my own fears and doubts,
Who’ll show me the same kindness,
That I’ve been giving out,
Who cares for the caregiver,
when we’ve had enough?
Who cares for the caregiver?
Who looks after us?
Excerpt from Who Cares for the Caregiver?
Words and music by Jude Vadala and James Gordon
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Message from the President
and Executive Director

The 2019-2020 year was exceptional for Family
Counselling and Support Services for GuelphWellington’s (FCSSGW) staff, interns and
volunteers. We served our clients and worked
together with our community partners and
funders to collaborate on several new and
ongoing programs and services.
Every community partner that we worked with over
this past fiscal could write the same successful
year-end summary: created and implemented
new programs and services; served more clients/
patients than expected; participated in numerous
community events; continued great relationships
with local media receiving tremendous exposure;
and served on dozens of committees, task
forces and provincial associations. All of this was
accomplished while maintaining regular operations
and remaining accountable to our funders and
donors. We all have incredible client stories to
share, some of which you will find in this report.
Frankly, we all rock!
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FCSSGW then experienced an explosive start to
2020. The agency acquired the long-standing
community agency TorchLight, which had been
operating telephone support services including
an inbound distress line and outbound phone
check-in service for many years. This acquisition
was exciting news for the organizations and the
greater Guelph and Wellington communities.
It ensured the continuity of services offered by
TorchLight and enhanced FCSSGW’s capabilities
to provide integrated and seamless services
to Guelph-Wellington in dealing with issues of
mental health, trauma, addictions and self-harm.
Additionally, the agency planned the move of our
headquarters from downtown Guelph to Shelldale
Crescent. To access the agency’s services, clients,
staff and volunteers needed a location that was fully
accessible, on a well-serviced transit route, open
extended hours and weekends to accommodate
those in crisis and client work schedules and had
sufficient parking.
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We want to celebrate our staff, interns
and volunteers. Celebrate what they have
done and continue to do, celebrate their
professionalism and supportive nature,
celebrate and thank them.

The new Shelldale office provides all these
necessities plus the added benefit of being in
the same building as a branch of the Guelph
Community Health Centre, Family and Children’s
Services of Guelph-Wellington and Shelldale
Family Gateway.
And then COVID-19 unleashed its wrath.
FCSSGW rose to the challenge. The agency
completed the acquisition and move of the main
office, worked with staff and volunteers to enable
most personnel to work remotely, thus ensuring
continuity of most programs and services, all while
conducting regular year-end operations, budget
development and preparing for the annual audit. It
certainly is a time that most of us will never forget.
Our personnel handled the crisis with the calm,
rational professionalism that we are known for
in the community. We applaud staff who came
in every day to the office to oversee our move
and thereafter to ensure our orderly operations.
We applaud staff who worked with clients from
their homes while isolating themselves. Frontline
healthcare workers — stressed and anxious — found
support with our therapists, those clients and
families facing developmental challenges were
supported by our service coordinators and our
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intake and reception staff were the first responders
for residents in isolation and alone, some in
abusive situations or wanting to end their lives.
But who was there for our staff? We communicated
well, connected with everyone frequently, but
some days that was not enough. We want to
celebrate our staff, interns and volunteers.
Celebrate what they have done and continue to
do, celebrate their professionalism and supportive
nature, celebrate and thank them.
An annual general meeting is legislatively required;
however, it is also an opportunity to celebrate the
organization’s successes, as we do not take the
time to do that often enough. This year, we want to
celebrate us, thank each person and ensure our
caregivers are cared for too.
Joanne Young Evans
Executive Director

Mike Ruhl
President
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Agency Highlights

Mental Health

DID YOU KNOW?

• Participated in the Family Service Ontario Demonstration
Project where data analysis showed the project received
the same level of success as the original UK-based
psychotherapy program that the Government of Ontario is
basing a proposal for a psychotherapy delivery model



FCSSGW provides over 1,000
low cost psychotherapy
sessions per year, thanks
to funding through the
United Way Guelph
Wellington Dufferin



Men experience abuse
too. FCSSGW provides
a program for men who
have been sexually
abused as youth

• Focused on supporting our community workplaces
through our Employee Assistance Program
• Continued TWIS (Targeted Walk-In Service) with CMHA
WW partnership; transitioned to in-house service to
increase capacity
• Expanded our partnership with the County of Wellington
to offer counselling to Ontario Works clients
• Delivered critical services in Wellington County through
Quick Access therapy clinics in Fergus, Mount Forest and
Guelph, with Guelph delivering services 500% above
annual target
• Facilitated crisis debriefs in the community as well as
webinars and workshops
• Moved our Fergus location to offer an increased capacity
for therapy services, complete with three counselling
rooms and a waiting area
• Won the Faculty of Social Work Field Education Agency
Award from the Faculty of Social Work, Wilfrid Laurier
University for our participation in the field education
program that provides learning opportunities for
MSW students
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	In addition to our Guelph
location, FCSSGW has office
spaces across Wellington
County in Fergus, Mount
Forest and Harriston (as of
the 2020-21 fiscal)

CLIENT FEEDBACK
“I appreciate the opportunity to get
help on a low-income. I am glad to
start this process to a better life.”

“It can be a positive experience and
the counsellors are open.”
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CLIENT STORY
“I recently had a very tough family situation that was negatively
impacting my mental health to the point of feeling isolated,
alone, and depressed. It had even gotten to the point where
I found my mind drifting to suicide.
“I happened to try the Walk-in service offered at FCSSGW as
a last ditch effort…I had the opportunity to sit with one of the
counsellors thanks to the Walk-in service which was provided
at an affordable rate. The session was the best thing I have
done and the plan I received was the best advice I have
received regarding my issue…The therapist I saw help(ed)
me to consider things from a different perspective…
The walk-in session really helped change things around
for me. I am so grateful for the help I received!”

Community Justice
• Delivered psychotherapy to more than 250 women
experiencing gender-based violence
• Provided service to over 100 men charged with domestic
violence through the Partner Assault Response (PAR)
program
• Supported more than 150 children who witnessed or
experienced domestic violence
• Expanded delivery of the Breaking Free = Better Choices
+ Better Relationships program, offering the program in a
rural school
• Developed and delivered a second of phase of the Rural
Realities webinar: Recognizing Youth at Risk of GenderBased Violence and Providing Resources
• Developed a group curriculum for youth who identify as
part of the LGBTTTQQAI+ community
• Transitioned to virtual services for those who were unable
to attend in-person due to poor weather or pandemicrelated issues
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DID YOU KNOW?
Over 250 women find
support each year through
our Violence Against
Women programs
30% of clients who attend
our walk-in services are in
critical need
96% of clients who attend
our walk-in services left with
a helpful plan to address
their concerns

CLIENT FEEDBACK
“I was surprised by how helpful
therapy has been in my life, my
therapist listens to me and has
given me hope for the future.”
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“It felt like a weight
was lifted”

“My therapist today was super
amazing and very helpful”

CLIENT STORY
“Prior to PAR (Partner Assault Response) I had been the
primary caregiver for 5 children. COVID added additional
stress to my already full plate. Since completing counselling
at (the) agency, my partner was more helpful and attentive to
the needs of the children. My partner also regularly offered
to support me so that I could get a much needed break. I am
very grateful for the change and am happy that my children
were able to have two parents back in their lives!”
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CLIENT STORY
The following is an account of a client’s story from the
Manager, Support Services: “There was an extremely
complex case with a client at risk of running away and
becoming lost. A family breakdown was imminent due to
the client’s high needs. Our service coordinator continued to
support the family and client through these difficult times
and implemented additional in-home daily help.
“The client’s needs continued to evolve, thus requiring
increased support. Through the partnership of many
community agencies, we secured a full-time placement
where the client now receives 24-hour treatment and
support. The family is thrilled with the outcome, and we are
excited to watch this client thrive with the continued support
of his family, school and community.”

Developmental Services
• Collaborated with community agencies to foster wellbeing
and success for children in schools and home
• Worked extensively with Canadian Mental Health
Association Waterloo Wellington in supporting the most
vulnerable individuals with intellectual disabilities, and
helped them find and remain in stable accommodations
• Continued assisting families in staying healthy with coping
strategies and developing stronger understandings of
appropriate behaviour in both the Wellness and Guided
Parenting Support Groups
• Collaborated with the Community Networks of
Specialized Care to update the Wonder of Me manual for
future publishing
• Fostered a partnership with the University of Guelph and
their internship program
• Partnered with community agencies on Fetal Alcohol
Syndrome Disorder education
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CLIENT FEEDBACK
“My therapist made me feel very
comfortable and feel like I could
truly open up”

“This was very helpful for me to open
up and talk, thank you!”
“I loved the service I got at FCSSGW,
from the receptionist to the
therapist, I can tell everyone cares.”

“Therapy has given me hope that
I can figure things out”
“I am so grateful to have had this
change to get support.”
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“I love the welcoming
environment at FCSSGW”

“Thank you. I feel good after
this session”

VOLUNTEER STORY
“…I chose to volunteer with FCSSGW because it is a reputable
NGO whose (sic) practiced inclusivity and the solution-focused
care I admired. I saw the volunteer opportunity as a great way
to give back to the community, as well as to learn effective
support skills…So far my experience volunteering has been
very positive! Most of the clients who use the tele-connect
service are both kind and appreciative of the service…
I have noticed an increase in their level of comfort during our
phone calls. I believe this has facilitated more meaningful and
constructive conversations...”
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VOLUNTEER STORY
“I choose to volunteer for FCSSGW…because I am
passionate about working with people...Whether
(callers) need assistance getting to a calm state,
a confidence boost or just a person to talk to, it
feels good to give people those little moments
of positivity…Building a trusting, judgement free
relationship with each client is important to me as
I want each individual to feel comfortable…This was
the best volunteer experience I have had, so I thank
you for this opportunity and will continue to do my
very best working as a Distress Line Operator.”
- Hannah

Distress Line / TeleConnect Line
• Acquired TorchLight and its Distress Line and
TeleConnect programs as of January 1st, 2020
• Recruited and trained over 60 new volunteers resulting
in dramatic increases in call volume and daily coverage
of telephone lines with updated equipment and
telephone applications
• Developed an in-depth volunteer resource guide that
provides steps on how to access essential services in
Guelph and Wellington County

DID YOU KNOW?
FCSSGW partners with 6 different universities
and 2 colleges to offer ongoing learning and
development opportunities to students through
the Internship Program.
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VOLUNTEER STORY
“…I have experienced how the
Teleconnect service is a source of
regular social support for many elderly
people who live alone, as well as other
people…who struggle with long-term
depression, anxiety, and addiction.
After the Teleconnect phone check ins,
I feel a sense of satisfaction that I was
able to make someone feel validated,
and maybe even less worried or
distressed…Many callers…have other
mental health supports in their lives,
but this service fills in the gap during
times where they are unable to receive
support…these (services) have helped
many people feel a sense of personal
security, validation and direct empathy
from another (when) they are alone
and vulnerable...”
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Facts & Figures

Service Recipients by Program

Revenue By Source
68%

61%

23%

16%

Mental Health

Community Justice

Developmental
Services

Expenditures
9%

16%

OPER

8%
2%

10%

BLDG
PGM

13%

69%

PERS

5%

SE

MF

UW

PERS

Personnel Expenses

SE

Social Enterprise

OPER

Operating Expenses

MF

Ministry Funding

BLDG

Building Expenses

UW

United Way

PGM

Program Expenses

OTF One-Time Funding
SSC
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OTF

SSC

Shared Service Contracts
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Clients & Community
Partners

Funders
• Ontario Ministry of Children, Community
and Social Services
• Ontario Ministry of the Attorney
General
• Ontario Health West – South West Region
(Waterloo Wellington Local Health
Integration Network)
• United Way Community Services
Guelph Wellington Dufferin

Donations
• Guelph Community Foundation
• Guelph Wellington Chapter of the Shoebox Project
• Hoyes Michalos & Associates
• Meridian Credit Union
• Rotary Club of Guelph Wellington
• Steve Borsellino
• Ted Michalos
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CLIENT STORY
“I am a frequent caller of the Distress
Line and I also access the TeleConnect
program. I’ve experienced homelessness
and isolation in the past...I began using
this service to help with my anxiety
and PTSD…(It) makes me feel like I’m
being supported. It helps me to work
through my challenging experiences
and it has also served to help me
progress in my goals. Most recently,
the volunteers have assisted me in
locating post-secondary education
opportunities as well as social support
programs and other interests…The
volunteers stay engaged with me and
make me feel supported. They are a
great resource for the goals that I have.”

CLIENT FEEDBACK
“My counsellor was approachable,
open, and able to lighten hard
situations”
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VOLUNTEER STORY
“Volunteering at FCSSGW’s distress centre has proven to be
very rewarding...Crises do not discriminate. They can impact
all of us at any given time…I aspire to be the voice that I would
want to hear on the other end of the phone…A common
connection we all share is that of humanness…During the
unprecedented COVID 19 Pandemic…(p)eople were afraid.
I was afraid. Anxiety, isolation, education, unemployment and
benefits were all predominant themes amongst callers. What
emerged however, time and time again, were the themes of
hope and resilience. It became evident that many of our callers
just needed a venue to ‘talk it out’ in order to solve their own
problems, others required more support, but all were thankful
for the service.”
- Clair

Affiliations
• Adult Protective Service Association of Ontario
• Canadian Families and Corrections Network
• Canadian Mental Health Association Waterloo Wellington

CLIENT FEEDBACK
“Amazing therapy session!!
Very helpful, honestly feeling so
much better!”

• Canadian Society of Association Executives
• Centre Wellington Chamber of Commerce
• College of Registered Psychotherapists of Ontario
• Dufferin Child and Family Services
• Family Service Ontario

“It is great to have a walk-in service
available as other counselling
centres have a 4-month wait”

• Guelph Chamber of Commerce
• Guelph Community Foundation
• Human Resources Professionals Association
• Mount Forest Family Health Team
• Ontario College of Social Workers and Social Service
Workers
• Sexual Assault Centre of Essex County
• Suicide Awareness Council of Wellington-Dufferin
• Upper Grand District School Board

DID YOU KNOW?
FCSSGW is the only non-profit
in Guelph-Wellington offering
customized Employee
Assistance Programs (EAP),
which also include critical
incident services and corporate
workshops and training.

• Wellington Catholic District School Board
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Values
People

An individual, innovative and responsive approach to
care that creates the conditions for personal growth

Offering inclusive and accessible resources that
meet the unique needs of the people we serve

Collaboration

Inclusion

Working in partnership with individuals,
staff, volunteers and community partners

Accountability across all levels of the organization

Mission

To provide responsive and
professional resources, fostering
wellbeing in our communities

Accountability

Vision

A resilient and
supported community

Family Counselling and Support
Services for Guelph-Wellington

Volunteers
BOARD OF DIRECTORS

Contact Us

20 Shelldale Crescent
Guelph, ON N1H 1C8
Phone: (519) 824-2431

• Mike Ruhl, President

• Starr Lofranco

• Jason Hingston,
Secretary-Treasurer

• Frank Ricci

Fax: (519) 824-3598

• Cassia Shug

• Charmaine Sheahan
• Ashley Timm

Email:
info@FamilyServiceGuelph.on.ca

• Jennifer Ferron

• Tammy Winchester

LinkedIn:
https://www.linkedin.com/company/
family-counselling-and-supportservices-for-guelph-wellington

Staff Service Awards
5 YEARS

Jane Serafini
Connections Team
Joanne Young Evans
Management Team
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Web site:
www.FamilyServiceGuelph.on.ca

15 YEARS

Will Wycherley
Management Team

Facebook:
https://www.facebook.com/FCSSGW

Twitter:
@familycounsGW
This document is available in alternate formats.
Contact the office if you require a large print or
audio version.
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