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President’s Report 
INCommunities 

 
Without a doubt, this past year was an exciting one for our organization. We celebrated a 
significant milestone which was the 40th anniversary of Information Niagara. The Board of 
Directors, first and foremost, acknowledges the exemplary work of the leadership and staff. The 
celebration event was a testament of the value and vital resource Information Niagara plays to 
residents and organizations in our community.  
 
The second major event of this year, signaling the future journey of the organization, was to 
approve changing the name of the organization. Fulfilling the Board’s mandate to provide 
strategic direction, one of our Board-developed objectives was to ensure we represent and 
serve all of our expanded South Central 211 communities. The name Information Niagara was 
no longer reflective of our current organization. The name search involved the staff and Board 
and was unanimously approved to be INCommunities.  
 
Serving the expanded South Central 211 communities is acknowledged as a part of the future 
planning for the organization and strategic work for the Board. The Board and staff took part in 
a branding, marketing and communications exercise to assist with these efforts.  
 
Additionally, the Board recruitment procedures were revised to acknowledge the expanded 
geography and the desire for the Board to represent the communities the organization serves.  
The year was strong from an operations standpoint under the leadership of the Executive 
Director. Performance Dashboards were refined and reviewed to ensure we continue to meet 
the requirements of the community in an exemplary way. For the operations of the Board, we 
welcomed new Directors who have helped continue the strong commitment of this volunteer 
Board.  
 
In summary, this was a very productive and successful year for our organization and the Board. 
On behalf of the Board of Directors, I’d like to commend the leadership of the Executive 
Director and her very hardworking staff.  
 
Sincerely, 
 
Fred Cipryk 
on behalf of the Board of Directors  
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Executive Director’s Report 
INCommunities 

 
2014 was a milestone year as Information Niagara celebrated four decades of connecting the 
community to services. Starting from humble beginnings on March 4, 1974, serving only the 
residents of Niagara Falls, it has grown to become one of the most respected organizations 
serving a population of 2.3 million people in the communities of Niagara, Hamilton, Halton, 
Brantford, Haldimand, Norfolk, Waterloo, and Guelph/Wellington. 
 
Over the last 40 years, many things have changed – card index files became computers; 
information became databases; print resources became online resources; letters became 
emails; phone systems were computerized. However, the need to access information on 
programs and services remains constant in all the communities we serve. The service of 
connecting people and services has grown over the years as society has become inundated with 
information. Another constant at Information Niagara is the dedicated staff who served the 
organization and our communities with respect, empathy and understanding. 
 
With the expansion of our services beyond the Niagara borders, we felt the need to look at how 
we engage all our communities. Board and staff engaged in a branding exercise which resulted 
in a change of our name to one more inclusive of our new service areas. In October, we 
celebrated our 40 years and launched the name INCommunities at an event with more than 
100 guests in attendance. I believe this name will serve the organization for the next 40 years. 
 
The 211 program saw some changes as we moved our information from the CIOC database to a 
new database system called iCarol. We also piloted a cloud based phone system, inContact, for 
the Ontario 211 regional service providers. Both these changes take advantage of newer 
technologies creating efficiencies within our office. All staff assigned to the 211 program 
continue to work at a very high standard of delivery and this resulted in five eligible staff 
achieving world class certification for 2014. Work continued with municipalities for them to 
recognise the value of 211 for public inquiry in times of emergencies. We were successful in 
getting an agreement signed with the City of Waterloo. This work will continue into 2015 and 
many years into the future.  
 
The Language Interpreter Program continues to provide interpreters to service providers to 
enable them to communicate with their non-English speaking and deaf and hard of hearing 
clients who are victims of sexual violence, family violence and human trafficking. 
 
Volunteer Connections Program lost its only staff in June of the year, but we continue to keep 
the online volunteer matching database functioning as best we can with very limited resources. 
This has hindered the growth of the program that we had anticipated. However, the Change the 
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World Program saw another successful year with 1,255 youth providing 4,105 hours of 
volunteering. 
 
In 2014 we said goodbye to our long time board member and President, Jean Stewart. We 
thank her for her leadership in getting the board back on track with its governance work. We 
welcomed Fred Cipryk to the role of President for the next two years. Under his leadership, the 
board continues to forge ahead with its work of good governance. We also said goodbye to 
Debra Kingsley who worked with us for 20+ years as Debra retired from the workforce. A 
heartfelt thank you to both Jean and Debra for their contributions in helping this organization 
succeed. 
 
I would like to thank all board members and staff of INCommunities for giving of their time, 
skills and energy so that we might provide the best possible service to all members of the 
communities that we serve. 
 

Rosanna Thoms 
Executive Director 
 

 

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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Vision 
 
INCommunities’ vision for the community it serves stated in powerful, memorable terms: 

 
Everyone will have access to information that enables positive choices 
 

Mission 
 
INCommunities’ contribution to achieving the vision: 
 
INCommunities utilizes a person-centred approach to assess needs and connect people to 
community information and resources 
 

Core Values 
 
 Accountability 

o Helps others to grow, develop, and think for themselves; takes on challenging tasks 
and remains solution-oriented; creates strong working relationships; self-evaluates; 
takes ownership. 

 
 Diversity 

o Takes time to understand; acknowledges and celebrates differences; considers the 
needs and interest of others; delivers services in a way that respects the differences 
and needs of others. 

 
 Service to others 

o Constantly strives for the highest level of professionalism; delivers on commitments 
and follows through on promises; actively listens and conveys information effectively; 
builds trust and demonstrates integrity. 

 
 Respect 

o Is courteous and thoughtful of others; treats others the way they want to be treated; 
actively works as part of the team; offers others honest feedback in a constructive 
way; discourages gossip and negativity. 
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Staff 
 
Executive Director: Rosanna Thoms 
Information Services Manager: Terri Bruce 
Consultant: Jacky Roddy  
 
 

Volunteer Connections 
Change the World: Rick Epp 
 
 

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): 
Joanne Keogh Vicki McMullen 
Ramona Kent  Annette Huizinga 
Jade Jolly Jennifer Jolley  
 
Information & Referral Interns: 
Stephanie Drew Rick Epp 
 
Information Resource Interns: 
Jennifer Jolley Vicki McMullen 
 
 

Ceased Employment in 2014:  
Debra Kingsley, Cody Palmer-Almond, Laura 
Smith 

 

 
Board Members  
 
President: Fred Cipryk  
Vice President: Zuher “Zeau” Ismail 
 
Directors  
Melissa Austin 
David Ceglie 
Edwin Leung  
Courtney Lilek  
Steve Magno 
Tricia Sheehan 
 
Completed Term of Office in 2014: 
Jean Stewart

What our callers are saying: 
 
“I posted a random question online asking 
about free legal advice and someone replied 
to call 211. I didn't even know that this 
existed.” 
 
“Thank you, you have given me hope.” 
 
“They must train you guys really well. I don't 
know how you knew I needed assistance 
with food.” 
 
“You are very helpful. I've tried this number 
before and it is the MOST helpful of any of 
the numbers I have ever called.” 
 
“I just didn’t know where to turn and I 
figured that you people would know.” 
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211 – Information and Referral 
 
2014 brought transformation to the organization as well as our approach to Information and 
Referral provision through 211. Conversations began in January regarding the building of a new 
provincial phone system and in December we went live as the pilot for Ontario with the model 
we’d helped build. After several years of training, problem-solving and fine-tuning, we finished 
the year ready to respond to calls from our new provincial database system. As we progress to 
a provincial system from several independent service providers, additional work was necessary 
to coordinate reporting methods. This coordination function for Ontario was provided by our 
Information Services Manager. 
 
Staff in the 211 program have also transformed in 2014. After more than 20 years, Debra 
Kingsley retired and we hired two new interns. Staff were involved in training on our new 
phone system and the use of softphones, as well as how to navigate and maintain our new 
database system. Because of their experience, 211 Central South was asked to support other 
service providers as they enter the phone system in early 2015. The part-time secondment of 
our Resource Specialist to Ontario 211 Services becomes a permanent full-time role, leaving an 
opportunity for growth and development for internal staff. Two existing Information and 
Referral Specialists begin a job-share style role that is 50/50 between phones and data. With 
their experience using data to respond to phone calls, their integration into the new role is 
quick and provides unprecedented insight into information needs.  
 
Partnerships are developing between the 211 system and the Volunteer Sector in Ontario 
based on two contracts related to the Legacy Project and supporting the 2015 Panam/ 
Parapanam Games. An “Emergency Day” brought together 211 managers and staff across the 
province to review the work of the Trillium Project led by Rosanna Thoms. It was determined 
that 211 will continue to develop its role and support to all communities in times of Emergency. 

 
 Total calls to 211 Central South (24 hours/day) were 88,004 
 Calls responded to by this office (Monday – Friday) 7 am to 7 pm were 68,876 
 303 email inquiries responded to across Central South Ontario 
 5 staff awarded World Class Status from SQM (Third party customer satisfaction survey 

partner); 15 were awarded for all of the 7 Ontario 211 service providers 
 We celebrate 40 years of information and referral services in Niagara 
 443 Twitter followers; 330 Tweets sent 
 166 Facebook “likes” on INCommunities page; 55 “likes” on 211 Central South page 
 109 Broadcast Emails sent on behalf of Niagara area organizations (which includes 5 that 

promoted our own projects or services) 
 More than 4,000 brochure and promotional material packages provided to agency, 

individual or community groups 
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Volunteer Connections 
 
In 2014, more stabilized funding for our Change the World program allowed for year-round 
staffing on a part-time basis. Our Program Coordinator trained on several provincial projects 
with the Ontario Volunteer Community Network (OVCN). From these projects, we were able to 
offer fee-for-service programs to the community such as Volunteer Screening Workshops.  
 
There are three projects of Volunteer Connections: the Donation of Goods Portal, Change the 
World, and the online matching database of volunteer opportunities. In 2014, the Niagara 
Region Donation of Goods Portal included 32 specific donation opportunities and saw these 
records viewed a total of 4,374 times before the end of the year. The Change the World 
campaign was increased to six weeks and in Niagara, 1,255 youth participated in 4,105 hours of 
volunteer service during the campaign. With the volunteer database, 388 new profiles were 
created and 1,746 individuals clicked the “Yes, I’d Like to Volunteer” button. 
 

Interpreters Niagara Hamilton 
 
The focus of 2014 was to help interpreters with continued competence and professional 
development. The following workshops were offered: legal procedures, human trafficking, 
sexual violence, anti-oppression, gathering forensic evidence after a sexual assault, and 
interpreting for child victims. The aim of these workshops was to increase the interpreter’s 
knowledge, comfort level, and enrich them with vast vocabulary so that they are fully prepared 
to interpret in these types of settings.  
 
The training was valuable for the interpreters since the requests for sexual violence and for 
child victims increased over the past year. 
 

Type of Assignment 
Jan. – Dec. 2014 

Number of 
Assignments 

Number of 
Interpreter Hours 

      

Sexual Violence 117 224:00 

Domestic violence 1,095 2,005:00 
   

Total Funded Program 1,212 2,229:00 
  

Total Fee for Service 556 1,088:30 

Total for all Programs 1,768 3,317:30 

 

We continue to monitor the types of requests we receive in order to provide training 
opportunities to our interpreters and continue optimal service. 
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Unmet Needs – Central South 

January to December 2014 
 

As a general practice, 211 Information and Referral Specialists document situations where no 
referrals were available to meet an inquirer’s assessed need. The situations captured in this 
report are intended to inform communities of potential gaps in service within our human 
service provision.   
 
During the reporting period of January to December 2014, a total of 88,004 inquiries were 
made to 211 Central South. 19,128 of those calls came after hours and were responded to by 
211 Central (Toronto). 374 Unmet Needs were documented from all of Central South.  Some 
of the most common unmet needs are outlined below. 

Unmet Needs Identified Description 

Service not available (186) 

 Adult Dental: including cost of dentures, general dental 
care, tooth extraction, adult dental implants and 
procedure, someone needing dental work done at 
hospital due to disability (this is the most common, with 
more than 60 incidents throughout Central South) 

 Financial assistance for: specific type of therapy with 
psychologist, snow removal, free painting of home, 
cable/internet and phone bill, gym membership, 
mortgage assistance, incontinence supplies, having phone 
reconnected, for obtaining birth certificate or for 
transportation to get to an ID clinic 

 Food: food bank delivery, meal program for children on 
specific evenings, food bank within specific area, looking 
for free Easter dinner or Christmas dinner in specific 
location 

 Medical: cost of prescription glasses, free in-home B12 
shots, free epi-pen, cost of massage therapy 
recommended to reduce migraines which affect ability to 
work, other options for medical doctor other than Health 
Care Connects, blood pressure monitor, free eye exam, 
funding for hearing aids (above ADP), financial help with 
medical supplies or procedures not covered under OHIP, 
additional hospice options 

 Moving Expenses: help with moving expenses after local 
program was discontinued 

 Transportation: cost of transportation to medical 
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Unmet Needs Identified Description 

appointments, free transportation within city as well as to 
other centres, help with cost to put car back on the road, 
free bus pass, car share program or group willing to start 
one in Oakville 

 Utilities: financial help with water, phone, cable costs or 
reconnection 

 Housing: rent arrears, mortgage payments, maintenance 
bills, Fort Erie housing help centre 

 Pets: cost of neutering dog, help with cost of pet food, vet 
procedures 

 Specialized support groups 

 Service to help adult accepted to post-secondary to fill 
application forms for scholarships 

Cost of service (12) 

 Need overnight support in home following surgery (can’t 
afford fees) 

 Caller needs free or low cost rental of wheelchair and 
walker – cannot afford existing rental fees 

 Free anger management classes, counselling 

 Free home cleaning and maintenance 

 Free escort to medical appointments 

 Free moving, transportation 

Hours of Service (2)  Income tax preparation, food banks 

Lengthy/Closed wait list (14) 

 Waiting on a family doctor – registered with Health Care 
Connect for 3 years; doctor out of town and no other 
willing to provide the service (need it quickly) 

 Financial assistance to replace water heater and furnace 
after flood – no insurance and programs are out of funds 
or have long wait lists 

 Rent arrears support 

 Subsidized child care 

 Subsidized housing needed 

 Help with cost of moving 

 Free income tax clinics 

 Repairs required to improve heat in rental unit; home 
repairs through Niagara Renovates 

 Snow removal (no volunteers in area) 

Ineligible for service (98) 
 Trying to access grief support group - not eligible because 

of where he lives 
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Unmet Needs Identified Description 

 Financial assistance in addition to CPP Disability income 
but ineligible for other programs due to existing income 

 Financial assistance with adult dental - advised they were 
ineligible for funded program due to owning a home 

 Financial assistance with the cost of dentures - ineligible 
for funding available to OW/ODSP recipients 

 Free income tax preparation - ineligible due to self-
employment income, existing clinics are only for agency 
clients, deceased person 

 Free physiotherapy - ineligible for OHIP funded 
physiotherapy clinics, not over 65 for OHIP funded, must 
payback CPP first 

 Christmas gifts for family - missed deadline for registration 
for programs; father seeking help to provide gifts for his 
children - ineligible for programs because he does not 
have custody of his children 

 Financial assistance with rent - ineligible due to subsidized 
housing, income, recent layoff but not on OW/ODSP, self-
employed, WSIB income or OSAP 

 Moving costs - not in receipt of social assistance, ineligible 
for Housing Stability Plan funds due to income or recently 
accessing 

 Financial support to replace ID - not homeless 

 Veterinary costs - ineligible based on income 

 Utilities - ineligible because of previous access of program, 
not yet disconnected 

 Transportation - ineligible for programs due to age, lack of 
disability, length of notice 

 Veterinary costs - ineligible because non-emergency 

Difficulty Connecting (9) 

 Ontario Trillium Benefit line busy over course of a week 

 Callers trying to get through to Federal support lines (i.e., 
Canada Revenue Agency) but getting busy signals for 
extended periods (days) 

Transportation (52) 
 Unable to get to the free Income Tax Preparation Clinics 

which were available but too far from home 

 Hazardous waste drop off and date had past for his city 

Language of Service (1)  Crisis/Distress line in French 
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Central South Year End Report 2014  

Free    Confidential    24/7/365    up to 150 languages 

88,004 calls 
 

 
 
 
 
 
 
 
 
 
 

Types of calls: 
 2,241 calls were complex in nature 
 2,155 calls required advocacy 
 48 calls related to endangerment 
 178 calls required follow-up 
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Men 
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Callers are: 


