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Mission 
 

 
 

Information Niagara utilizes a person‐centred approach to assess needs and connect 

people to community information and resources. 
 

 
 

Vision 
 

 

Everyone will have access to information that enables positive choices 
 

 

Values 
 

� Respect � Service to Others � Diversity � Accountability 
 

 
 

Strategic Priorities 2012 ‐ 2015 
 

 
 
 

1. Effective, High Quality Service Delivery 

Encompasses all that is required to ensure excellence in service delivery. 

2. Recognized as Integral to Community Well‐Being 

Requires the implementation of those actions that build and solidify the 

organization’s reputation as a critical contributor to the well‐being of the 

broad and diverse communities it serves. 

3. Leader in the Community Information Business 

Involves undertaking those actions that result in strengthening the organization’s 

provincial and national credibility and strategic leadership amongst its 

community information and referral peers and other key organizations. 

4. Progressive, Effective Governance 

Includes those actions that build and expand on the current strengths of the 

governance model and strengthen transparency and accountability 

mechanisms. 

5. Strong, Capable Organization 

Encompasses the management and implementation of the processes and 

structures that will ensure that the organization is well‐equipped at all levels 

to execute its Mission and work toward its Vision for the community. 
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Staff 
 
 
 
 

Executive Director – Rosanna Thoms 

Information Services Manager – Terri Bruce 

Consultant ‐ Jacky Roddy  

Volunteer Connections 

Coordinator – Cody Palmer‐Almond 

Interpreters Niagara/Hamilton Program 

Intake Coordinator – Haydee Naranjo 

Interpreter Liaison – Elizabeth Martinez 

After‐Hours Intake Coordinator – Lily Ting 

Information & Referral Program (211) 

Information & Referral Specialists (CIRS): 

Debra Kingsley Vicki McMullen 

Joanne Keogh Annette Huizinga 

Ramona Kent Jennifer Jolley 

Jade Jolly  

Information Resource Specialist (CRS): 

Laura Smith 

 

Ceased Employment in 2013:  

Janice Campbell, Karen Schmidt, Gail 

Whiteside
 
 
 
 

 

Board Members  
 
 

 

President – Jean Stewart  

Vice President – Fred Cipryk 

Past President – Livia Martin*  

 
Directors  

Melissa Austin  

David Ceglie 

Robert Graham* 

Zuher “Zeau” Ismail  

Edwin Leung  

Courtney Lilek  

Beverley Saracino* 

 
*Resigned in 2013

 

 
 “I have used the links to other community 

databases to assist family in other 

communities.” 

 

“Offers a safe, confidential resource for 

those too embarrassed about their situation 

to reach out to family and friends for 

advice.” 

 

“Every time I ask you a question, you have 

an answer.  How can I express my 

appreciation?” 

 

“You are better than all the computers out 

there!” 
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President’s Message 
 

 

I am very pleased to say that once again, we have had another great year.  2013 was a year that both the 

staff and the Board of Directors should be proud of.   

 

I am confident that 2014 will be another productive and exciting year.  We will be celebrating our 40th 

anniversary!  We hope that our partners will join us at a Birthday Party to celebrate this very 

significant anniversary; stay tuned! 

 

The Board focused on their commitment to the work that defines our governance model and Board 

priorities. As I indicated in last year’s report, the Board’s primary goal coming from our Strategic Planning 

Session was to position the Board to deliver “Progressive, Effective Governance”. To that end, the Board 

worked hard and I am very pleased to report that the following policy improvements have been initiated: 

• Policy Review Framework developed 

• Reserve Policy updated 

• Nine Executive Limitations Policies updated and two news ones added 

• Board Committee Principles developed 

• Board Committee Structure updated and two new committees struck – Audit and Nomination 

• Board Recruitment Application Process updated with new application form and interview process 

• Executive Director Performance Review Policy Updated 

 During our work it also became evident that it was necessary to tackle the issue of developing a Brand for 

Information Niagara.  To that end, the Board and staff participated in a one day workshop in mid‐March. It 

was evident during this workshop that staff and board are very committed to our Vision and Mission; they 

have much work ahead on this project, however I am confident that this work will position us to be the 

information provider of choice in our service area.  

  

 The staff and Board continue to work on defining and developing actions that support all five goals that were 

identified in our Strategic Plan of 2013. Information Niagara is about connecting people with services. We as 

a Board remain committed to support this organization to ensure that everyone will have access to 

information that enables choices.  

 

On behalf of the Board of Directors I want to thank all staff, volunteers and contracted individuals 

who assisted Information Niagara through the success and changes in 2013.  

 

I look forward to another successful year ahead. 
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Executive Director’s Message 
 

 

2013 was a year for stabilization for the organization and programs.  A “Performance Dashboard” was developed 

to provide board and staff with a one‐page snapshot of indicators we monitor to show achievements of goals and 

also to help us constantly improve. We monitor and review these indicators on a quarterly basis so that 

appropriate strategies are implemented to achieve the benchmark related to each indicator. We also believe in 

accountability and the importance of keeping our community informed about our performance. That is why we 

are pleased to share with you our "2013 Performance Dashboard" on our website. 

 

We achieved many successes in integrating the 211 program in our communities. We continued to work with local 

municipalities for them to recognize the value of 211 as the public inquiry line in times of an emergency. 

Numerous presentations were made and we were successful in getting agreements with City of Niagara Falls, 

Town of Fort Erie, Region of Niagara, City of Brantford and City of Waterloo. This work proves to be very rewarding 

as it demonstrates the capacity and capabilities of the 211 system across Central South and Ontario. November 

saw us install a natural gas powered generator on the roof of our office which will provide us with sufficient power 

for the entire office should St Catharines lose electricity. This work will continue in 2014 and onwards until we 

attempt to reach all 10 upper and 29 lower tier municipalities in Central South. 

 

With the expansion of our Language Interpreter Program last year, all outreach or marketing to service providers 

now includes the increased scope of service.  Protocols with the Canadian Hearing Society have been developed 

and are being revised as our partnership strengthens.  We were able to implement quarterly staff meetings for this 

program to help coordinate efforts and understanding amongst contract staff and employees. 

 

Volunteer Connections benefitted from a change in funding format which allowed our short term employee to 

balance the funded hours over the full calendar year.  This enabled some stabilization of the program, 

development of partnerships and longer term planning for program growth. 

 

Under the leadership of the President, Jean Stewart, the board worked together and made great headway in the 

development of new policies or the updating of old policies to stabilize the governance of the organization. I would 

like to thank Jean and all the board members who made 2013 such a progressive year. Also I would like to thank 

the board for giving of their time and talents and making my job that much easier. It has been a pleasure working 

with each and every one of the members. 

 

Organizationally, with our AIRS accreditation successfully renewed, we have continued the work of examining 

existing ways of doing business to determine effectiveness in the current day.  Our “form filling” service has been 

replaced by hosting a Community Volunteer Income Tax Program, which involves volunteers who are trained and 

receive software and support from Canada Revenue Agency.  This allows us to meet the staffing needs of our 

programs, while still meeting the needs of the community. 

 

As we head into our 40
th

 year of service, we will utilize the learning gained during our year of stabilization to 

strengthen our foundation, allowing us to anticipate and respond to future needs.  Taking the organization into a 

new decade of service provision, we are confident that the expertise and talent at Information Niagara will 

continue to positively impact the communities we serve. Of course none of this would be possible without the 

support and dedication of all our staff and in particular Terri Bruce, Information Services Manager who ensures 

that we all deliver on what we promise. 
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Ceased Employment in 2012: Sandra Parmenter & Inta Liepens Our Impact ‐ 2013 
 

 

211 Central South 

 
    87,183 calls to 211 Central South 

o 68,161 (7am to 7pm Mon – Fri) 

o 19,022 (after hours and weekends) 

   208 walk in clients 

    236 e‐mail inquiries   

 
  93% of those who called needed only 1 call 

to get the information they required 

  99% were Very Satisfied with the person 

who handled their inquiry 

  91% Definitely Would continue to use 211  

Interpreters Niagara/Hamilton Volunteer Connections 

 
    3,633 hours of interpreting by Language 

Interpreters relating to: 

o 2,055 hours ‐ Domestic Violence 

o 214 hours ‐ Sexual Violence 

o 58 hours ‐ Sign Language   

o 1,306 hours ‐ Fee for Service 

 
   1,746 Clicked “yes I want to volunteer” 

  388  Volunteer profiles created 

  3,630 Page views of the Donation of Goods 

portal 

Online Presence 

 
    364 Twitter followers 

   309 Tweets sent 

     134 Facebook “likes” on the Information 

Niagara page 

     28 Facebook “likes” on the 211 Central 

South page 

 
   2,396,507 page views on our online 

Community Information Database with 

491,419 unique users 

   25,243 Information Niagara website visits in 

2013 

Outreach to the Community 

 
    20 formal presentations made 

    Approximately 739 people reached 

    Presentations made in 4 separate regions 

   Over 6,000 brochures and rack cards 

mailed to agency, individual or 

community groups 

 
   120 packages of promotional materials 

provided to community organizations 

  124 Broadcast Emails sent on behalf of 

Niagara area organizations (which includes 

8 that promoted Information Niagara 

projects or services) 
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211 – Information and Referral 
 
 

2013 brings Information Niagara to its 39
th

 year of providing information and referral services, and to the 

edge of a new horizon.  This year has been one of re‐aligning our efforts, determining where our efforts yield the 

most return and where we need to focus our attention.  We did less travel and in‐person presenting in our 

outer communities; we focused on data quality and accessibility.  Staff re‐alignment was also necessary as 

was streamlining of processes.  Overall our calls increased slightly during the daytime hours, likely 

attributed to the addition of Halton as our 7
th

 region in 2012.   Total calls to 211 Central South (24 

hours/day) were 87,183. 
 

Highlights of the year: 

• AIRS accreditation achieved; database accreditation in iCarol. 

• Invited to a meeting with Niagara Region’s Public Health where the Medical Officer of Health 

attended and commented on the benefits of 211 to their own goals and outcomes. 

• Executive Director presents at the 1
st

 Annual Building A Disaster Resilient Niagara conference. 

• South Niagara Health Care Corporation approaches 211 to discuss how we can help them 

reach their mandate of improving coordination of care for high‐needs patients. 

• City of Niagara Falls signs service agreement for times of emergency. 

• Provincial partnerships begin with Alzheimer’s Society of Ontario and Senior’s Support Line. 

• Regional and Provincial leads from Canada Revenue Agency come to discuss unmet needs in 

the community for free income tax clinics and develop solutions. 

• Niagara Region Senior Services increases partnership to support Gatekeeper Program referrals. 

• 3 staff awarded World Class Status from SQM (Third party customer satisfaction survey 

partner); 12 were awarded for all of Ontario 211’s. 

• Community Forum held in partnership with Canada Revenue Agency, United Way of Niagara 

Falls and Fort Erie and the Community Foundation to promote and encourage more free 

income tax clinics to meet an identified unmet need. 

• Representatives from the City of Waterloo visit to discuss using 211 in times of emergency. 

• We participate in two mock disaster exercises. 

• We are the host site for the Inform Canada Conference held in Niagara Falls. 

• 211 Emergency Institute held in Niagara Falls. 

• Final staff member achieves certification making all 211 staff certified. 

 

  
 

“Do you know, I've called everywhere looking for this information and you are the first person to 

answer the question!”  

“The 211 card is the most valuable thing that I own. When my husband died and I needed help 

but you guys didn’t know the answer, you went looking for the answer for me. You guys have 

my vote!”  

“It is so confusing with government numbers changing all the time, that's why I call you guys 

first because you guys are in the know.” 
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211’s Role in Emergency Response and Recovery 

 
211 was first established in the United States in 1997, and came to Canada in 2002.  Over the years, 211 

has played a significant role in emergency response in local and regional disasters.  From the tornado 

that devastated Goderich Ontario, to fires and floods in Northern Ontario and the ice storm in Toronto, 

211 has established a role for itself in providing access to timely and accurate information for those 

affected by local disasters or emergencies or those who want to help. 

 

211 can respond to needs and requests for information and can direct offers of volunteer assistance and 

donations so that emergency responders can focus on their mandate of providing emergency services.  

Once the community enters the recovery phase, when emergency responders move on to their next 

emergency, 211 provides ongoing support to residents and community workers so that they can access 

needed services and information to rebuild. 

 

Through a grant from Ontario Trillium Foundation and 211 Ontario Services, 211 Central South Region is 

one of 4 centres participating in a 2 year project to formalize our emergency role as part of each 

community’s disaster response plans.  We are working with local, regional and provincial Emergency 

Management officers, police, fire, paramedics, and community agencies to support their efforts using 

211 infrastructure and community data. 

 

 

 

 

 
 

 

 

 

 

 

 

 

Volunteer Connections 
 

2013 was an important year for the Volunteer Connections program, as it was a time that saw both 

growth and stabilization. These factors are equally important in maintaining a quality program and 

helping to ensure that members of the community will continue to have access to all this program has 

to offer.  

 

This past year was the first full year that the Niagara Region Donation of Goods Portal was available for 

community members to utilize. The database is an opportunity for community agencies to post their 

specific donation needs and allow members of the community to match what they wish to donate to 

these agency needs. The portal grew to include 39 specific donation opportunities in 2013 and saw 

these records viewed a total of 3,776 times before the end of the year. 
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The ChangeTheWorld‐Ontario Youth Volunteer Challenge funded by the Ministry of Citizenship and 

Immigration is a call to action for youth between the ages of 14 and 18 to volunteer during a specified 

timeframe each spring. The challenge continues to grow every year, providing amazing opportunities 

for youth all across the province to engage in volunteer opportunities in their local communities. In 

2013, the ChangeTheWorld timeframe was increased to four weeks to allow more opportunities to 

take place. In Niagara, 1,110 youth participated in 5,426 hours of volunteer service during the 

campaign. 

 

The final project that is part of the program is the Volunteer Connections online matching database. 

This is an opportunity for members of the community to search for available volunteer opportunities 

from all across the region and allows them to connect with the agency itself. The database also offers 

the ability to create a Volunteer Profile, allowing the user to customize many options and to be alerted 

of new opportunities that might interest them. In 2013, there were 388 new profiles created and the 

database saw a 42% increase in the number of individuals that click the “Yes, I’d Like to Volunteer” 

button. 

 

Overall, the past year was a very exciting time for the Volunteer Connections program and provides a 

strong foundation to build upon in 2014. 

 

 

Interpreters Niagara / Hamilton 
 

 

As a busy and well‐established program, 2012 saw our first real service delivery change in quite some 

time.  With the extension of service to victims of sexual violence including human trafficking as well as 

deaf and hard of hearing persons, outreach took place to educate our service providers in the 

expanded service and partnerships strengthened with our service delivery partner the Canadian 

Hearing Society.   

Training developed and provided across Ontario on sexual violence and human trafficking was offered 

to interpreters, involving a combination of in class and self‐study format.  Training reviewed a vast 

vocabulary and gave them exposure to what it would be like to interpret for victims in these types of 

environments.  They were made aware of possible biases, acknowledgement of uneasiness in these 

settings, trauma and self‐care.  As part of the standards, interpreters are trained to maintain neutrality 

and impartiality. Thirty‐two interpreters successfully completed the training.  Another session will be 

offered in the upcoming year to those interpreters who were not able to participate.   

Type of Assignment 

Jan – Dec 2013 

Number of 

Assignments 

Number of 

Interpreter Hours 

Total Funded Program 1315 2327:00 

   

Total Fee for Service 677 1306:15 

Total for all programs 1992 3633:15 

Demand remains high for this program and we continually recruit for interpreters in languages with 

high demand.  At end of year 2013 we had 93 interpreters on our roster representing 30 spoken 

languages.   


