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Board of Directors  
 
 

Fred Cipryk   President 
Zuher Ismail   Vice President 
David Ceglie   Audit Committee   
Davie DeRocco   
Janice Gardner-Spiece 
Angie Kerr 
Edwin Leung   Audit Committee 
Courtney Lilek 
Steve Magno   Audit Committee  
Tricia Sheehan 

 

 
Staff 

 
Rosanna Thoms   Executive Director 
Tammy Dumas   Executive Director (November 30 – December 31, 2015) 
Terri Bruce   Information Services Manager 
Laura Ip   Administrative Coordinator  
 
Volunteer Connections 

 
Rick Epp   ChangeTheWorld Project Coordinator  
 
Information and Referral - 211 
 
Annette Huizinga  Information and Referral Program Coordinator 
Jennifer Jolley   Resource Specialist/Information and Referral Specialist 
Vicki McMullen  Resource Specialist/Information and Referral Specialist 
Ramona Kent    Information and Referral Specialist 
Joanne Keogh   Information and Referral Specialist  
Jade Jolly   Information and Referral Specialist 
Stephanie Drew  Information and Referral Intern  
Rick Epp   Information and Referral Intern  
Kate Manigold   Information and Referral Intern  
 
 
Interpreters Niagara Hamilton 
 
Haydee Naranjo   Intake Coordinator 
Elizabeth Martinez  Interpreter Liaison 
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Vision 
 
Everyone will have access to information that enables positive choices 
 
 
Mission 
 
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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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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President’s Report 

 
The adage that significant events happen in threes has held true for the INCommunities 

organization. Last year, we heralded the 40th anniversary of “Information Niagara” and we re-

branded as “INCommunities” for the organization’s next chapter.  This year the third most 

significant challenge for the Board of Directors appeared; the recruitment of a new Executive 

Director!  Community leaders, our staff and Board bid Rosanna Thoms a fond farewell into 

retirement.  Rosanna’s 37-year tenure at the helm of Information Niagara/INCommunities was well 

recognized by her peers and staff.   

 

Rosanna left a legacy of commitment to the organization and has set the bar high for all of us 

moving forward.  To this end, the Board embarked on a robust process to find the right fit and skill 

set to ensure the right person is chosen as the second Executive Director in the last 37 years.     

After months of planning, interviewing and refining our list we were so very pleased to welcome 

Tammy Dumas to this significant post.   Tammy has extensive leadership background within the 

community services sector and additional expertise in Board of Director development and 

strategic planning.   We welcome Tammy!   

 

Throughout this organizational transition, INCommunities continued to deliver high quality 

services. through our programs: 211 (Information and Referral); Interpreters Niagara Hamilton 

and Volunteer Connections. Taking the lead on implementing a new provincial phone technology 

for 211 was a major operational initiative in 2015. While the new system has reset our data mining 

capabilities it is fully expected that the new system will be considerably more robust and will help 

us in our efforts to continue to be a world class information and referral centre.  

 

The Board also started planning for the next iteration of our strategic plan.  Many conversations 

have occurred regarding the importance of updating our plan and establishing a process design 

that will suit our organization.   The Board of Directors looks forward to this endeavour.  

 

We look forward to the exciting times ahead as we embark on strategic planning, with a new 

Executive Director and a very committed staff team, to advance our organization into the next 40 

years!!!  

 

Sincerely, 

 

Fred Cipryk  

President, Board of Directors 
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Executive Director’s Report 
 
2015 was yet another landmark year for INCommunities. After almost 40 years, INCommunities 
Executive Director Rosanna Thoms announced her retirement, significantly shaping the year 
ahead for the Board of Directors, staff and community partners as they prepared for her 
departure.   
 
I am honoured to have been appointed by the board as the new Executive Director of an 
organization with such strong values, ethics and roots in our community.  It is very clear that 
amidst a year of anticipation, planning and change, INCommunities dedicated staff and 
volunteers continued to ensure that the highest quality services, throughout all programs, were 
delivered in our communities.  Undoubtedly, this is due to a steadfast commitment to excellence 
that has been at the core of INCommunities service delivery for many years.   
 
I am pleased to highlight some of the key successes of INCommunities in 2015 and to 
encourage you to review the reports that follow for a more detailed snapshot of our work this 
year.  
 

 Over 64,000 calls responded to through our 211 contact centre  

 95% of all calls were world class certified through SQM (third party evaluator) 

 Over 2600 hundred hours of interpretation were provided for victims of sexual assault 
and domestic violence  

 1712 youth documented over 6800 volunteer hours through the Change the World 
campaign 

 Over 350 volunteer positions posted and over 950 community members sought 
volunteer opportunities through our Volunteer Connections database 

 1,570,531 views of our Niagara Community Information database; 2926 views of our 
Donation of Goods portal; 69,105 views of our Volunteer Connections database 

 Over 100% increase in followers on our Facebook page  

 Extensive community outreach with over 30,000 units of marketing materials 
disseminated in the community 

 
It is so important to acknowledge the dedication and professionalism of both our volunteer board 
of directors and our staff team, and I am pleased to do so. Your commitment to the vision of 
INCommunities is inspiring and I look forward to a full and exciting year ahead.   
 
Respectfully,  
 
Tammy Dumas  
Executive Director  
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Information and Referral 
 

 
In 2015 the provincial system for 211 continued to grow and develop.  Many new tools and 
supports were put into place to maximize efficiencies and support the regional centres who are 
providing 211 services within their communities.  A key accomplishment this year included a 
fully implemented provincial VOIP phone system and with this the important benefits to service 
provision include:   
 

 211 callers are now able identify their language preference (English or French); callers 
wishing to speak in French are now routed directly to a French-speaking specialist 

 Seamless coordination of call statistical reporting  
 Greater interagency support in times of emergency 

 
In addition to the provincial phone system we have also all moved to a common provincial 
database and reporting tool which makes it easier for Information and Referral Specialists to 
access data on programs from other regions. INCommunities participates actively in regular 
meetings of 211 regional service providers in Ontario to develop common approaches to data 
management and call response.    
 
Also in 2015: 
 

 Integration across 211 service providers began this year. Integration provides more 
support to both organizations and callers when call volumes are high. 
 

 211 Central South staff achieved World Class Certification and 95% of all calls were 
world class certified through SQM (third party customer satisfaction evaluator). 
 

 211 Central South, with other 211 partners, are now providing the ‘First Call’ point of 
access for the Good2Talk telephone service in Ontario.  Good2Talk is a mental health, 
addictions and well-being helpline for post-secondary students in Ontario, 24/7/365. 
 

 Certification: 2 staff became Certified Resource Specialists and one other achieved 
certification as an Information and Referral Specialist through the Alliance of Information 
& Referral Systems 
 

 Our Information Services Manager and Program Coordinator attended a 3-day Certified 
Call Centre Manager training with the goal of achieving full certification by March 31, 
2016. 
 

Syrian Refugees 
 

 211 Central South was engaged by Waterloo Region to be the primary point of access 
for information related to their local response. 
 

 Met with Niagara community partners to streamline the provision of information and 
services; also participated in the Syrian Refugee Communications Committee.  
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 Active involvement in 211 Ontario Emergency Management Group where Syrian refugee 
settlement events are used as an emergency training exercise. 

 

 
Volunteer Connections 
 
 
 
 
 
 
Our ChangeTheWorld project was extended for one additional year due to the generosity of the 
Ministry of Citizenship Immigration and International Trade.  We are pleased to report that in 
2015 this youth volunteer challenge campaign resulted in 1712 youth volunteering for 6895 
hours during the 6-week challenge. 
  
PanAm/ParaPanAm - Legacy Projects:  PREB and SPARK Ontario 
 
The PREB program, managed by the OVCN (Ontario Volunteer Centre Network), is a skill-
based, volunteer recognition certificate.  Through a fee-for-service offering, Volunteer 
Connections was able to bring the PREB program to Niagara.   
 

 Through training, the program encouraged and promoted not-for-profit agencies to 
recognize their volunteers and provide documentation of skills learned, developed or 
mastered during their volunteer hours.   

 
SPARK Ontario is a web-site that allows for all volunteer postings from all Ontario Volunteer 
Centres, to come together in one searchable site.   
 

 The Volunteer Connections volunteer portal, integrated with SPARK, had 367 new 
profiles created and 977 individuals identified an interest in the volunteer positions 
posted.  

 
 
 
 

What our callers are saying…. 
 

“I’d never used 211; I had a lot of questions and she was  
extremely professional, thorough and warm.” 

 
“You have been so helpful and kind.  I don’t what I would have  

done without you these last few months.” 
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Interpreters Niagara Hamilton 

 
 

Type of Interpreting 
Assignment 

 

Number of Interpreting 
Assignments 

Number of Interpreting 
Hours 

 
Victims of Sexual Violence 

 

27 53 

 
Victims of Domestic Violence 

 

894 1652 

 
Other (fee for service requests) 

 

468 909 

Total  
 

1389 2614 

 
Interpreters Niagara Hamilton (INH) worked continuously in 2015 with organizations throughout 
Niagara and Hamilton to provide confidential, professional language interpretation services. 
 

 To ensure ongoing access to service, an after-hours partnership was established with 
Across Languages in London 

 
 Development and testing of a new database occurred throughout the year to replace the 

current Interpreter Assignment System (IAS).  This new system will streamline reporting 
and interpreter selection for INCommunities and other language interpretation sites 
 

 A bi-monthly newsletter for INCommunities Interpreters was developed in 2015 as a tool 
to share information and resources and to better support and connect with our extensive 
pool of interpreters 

 

What  INH service users are saying… 
 

“INH Interpreters are always professional.” 
 

“I always appreciate when my calls/requests are attended to immediately.” 



 

 

Central South Year End Report 2015  

Free    Confidential    24/7/365    up to 150 languages 

64,206 calls 
 

 
 
 

Women
68%

Men
30%

Unknown
2%

CALLERS ARE:

Types of Calls: 
 

 1336 calls required advocacy 

 44 calls related to endangerment 

 210 calls required follow-up 

1%

78%

19%

2%
unknown

AGE OF CALLERS

Youth 15-24 Adult 25-59 Older Adult 60-80

16%

15%

12%

8%

7%

Health

Government

Information Services

Legal/Public Safety

Housing

TOP 5 REASONS FOR CALLING

WHERE PEOPLE ARE CALLING FROM: 

Niagara 
74%

Hamilton 
11%

Halton 5%

Waterloo 
4%

Brant      
3%

Wellington 
2%

Haldimand 
Norfolk 1%


