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Health Care Provider Agency in Toronto

1.0 Introduction

This past year marked a significant transition for the [COMPANY] ([COMPANY]) as | stepped into the
role of Executive Director. It was a year of learning, growth, and reflection, where we not only navigated
the complexities of our environment but also embraced new opportunities to enhance the care we
provide to our community. As a small agency dedicated to primary care for people experiencing
homelessness, our mission has always been challenging, but the past year presented both uhigue
milestones and obstacles that tested our resilience and commitment.

1.1 Reflections on the First Year as Executive Director

Stepping into the role of Executive Director at [COMPANY] has been both an honer andia responsibility
that | do not take lightly. The year has been characterized by a deep dive into“@understanding the
intricacies of our operations, the needs of our clients, and the dedication of ourstaff. I've had the
privilege of witnessing firsthand the passion and expertise that our team bringstesthe table every day,
serving one of the most vulnerable populations in our city.

The learning curve was steep, particularly as | navigated the balanc€ between maintaining the stability
of our existing services while also pushing for necessary changesstg improve our impact. One of my
key reflections is the importance of listening—listening to our cliénts, our staff, and our partners. Their
insights have been invaluable in shaping our strategies and ensuring,that we remain true to our mission.
This year also reinforced the need for flexibility and adaptability in leadership, especially when facing
unforeseen challenges such as the expansion of our Substance Wse Hub and the complexities of our
first collective bargaining process.

1.2 Overview of Key Milestones and Challengg8

The past year was marked by several significantimilestones that have set the foundation for our future
growth. Among the most noteworthy was thesgcompletion of our new Strategic Plan. This plan not only
reaffirms our mission, vision, and values but also sets clear, actionable objectives for the next five years.
It is a roadmap that will guide our efforts inexpanding and improving our services, ensuring that we
continue to meet the needs of our clients effectively.

Another major achievement was ghe¥successful negotiation and completion of our first collective
agreement. This was a milestone jietjust in terms of labor relations but also in fostering a more cohesive
and motivated team. The process was challenging, requiring careful negotiation and a deep
understanding of the diverse needs within our team. However, the outcome has been a stronger, more
unified workforce committed to délivering high-quality care.

The expansion of our Sulistance Use Hub was another critical achievement. Originally a limited service,
we have now grown this,program to operate five days a week, serving over 90 clients. This expansion
included the addition, (of peer counseling and case management services, which have significantly
enhanced the supporttwe can offer to those struggling with addiction. The challenges here were
numerous—ranging ffrem securing additional funding to integrating new services into our existing
framework—nbut the,pgasitive impact on our clients’ lives made every effort worthwhile.

Of course, thelyear was not without its challenges. One of the most pressing issues we faced was the
realization ofihow ineffective our data systems were in tracking and managing client information. While
this was™nitially a setback, it has become a catalyst for change, prompting us to prioritize the
develgpment of more robust data management systems in the coming year. Additionally, the ongoing
demands of providing comprehensive care with limited resources continue to challenge our team, but
wefrémath,committed to finding innovative solutions to these persistent issues.

1 | ANNUALREPORT
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1.3 Introduction to the Theme and Focus of the Report

This year's annual report is centered around the theme of “Resilience and Growth in Challengi ¢
Times.” This theme reflects not only the journey of [COMPANY] over the past year but also our broad

mission of providing unwavering support to those who need it most, even in the face of adversity.

we reflect on the achievements and challenges of the past year, this report will focus on how:. ve
grown as an organization—expanding our services, improving our internal processes, and SM g

our role within the community.

The report will also highlight our strategic priorities for the future, as outlined in our ney eveloped
Strategic Plan. These priorities include enhancing the quality of care we provide nding our
services to reach more individuals in need, and improving our operational efficienc§ ugh better data
management and staff training. By focusing on these areas, we aim to build on thé resilience we have
demonstrated over the past year and continue our growth as a leading providér rimary care for
people experiencing homelessness.

In summary, this report is not just a reflection of the past year but a quep@ the future. It captures
the essence of who we are as an organization—resilient, compassionate,“and always striving to do
better for our clients. | invite you to explore the following sections? we delve deeper into our
programs, financials, and future plans, and to join us as we conti K]avigate the challenges and
opportunities that lie ahead.

© 2025 The Write Direction Inc. All rights reserved.



Health Care Provider Agency in Toronto

2.0 Message from the Chairperson

The past year has been a pivotal one for the [COMPANY]. As Chairperson of the Board, it has been

2.1 Overview of the Board’s Role

The Board of Directors at [COMPANY] serves as the governance backbone ofytheserganization,
roviding oversight, guidance, and strategic direction. Our prima

This year, our responsibilities were heightened as we navigated several keyinitiatives, includin

2.2 Reflections on the Year

Reflecting on the past year, | am proud of what weshave accomplished as an organization. One of the
most significant highlights was the expansion of

The completion of our first collective agreemént'was another major achievement.

The Board also took significant steps in

While the yeat brotight many successes, it also presented challenges.

2.3.Sthategic Direction of the Organization

Looking ahead, the strategic direction of [COMPANY] is clear. Our focus will be on

3 | ANNUALREPORT
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Health Care Provider Agency in Toronto

riorities is to enhance the

Operational efficiency is another key focus.

, we are dedicated to

In conclusion, the Board is confident in the direction that [COMPANY],issheaded. We have laid the
groundwork for continued growth and success, and we are excited about the opportunities that lie

4 | ANNUALREPORT
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Health Care Provider Agency in Toronto

3.0 Organizational Overview
3.1 Mission

The [COMPANY] ([COMPANY rovides seamless multidisciplinar i care to

3.2 Vision

QOur vision is to imirove the health and ﬁualiti of life for _

3.3 Values

At [COMPANY], our core values are Respect, Compassion, Equity, and Collaboration:

Respect: |
Ccompassion: I
Equity : |
1

Collaboration: |

These values are deeply integrated,into,our organizational goals and activities.

3.4 Who We Are

The [COMPANY1] was gStablished to meet the complex health needs of

As an agency,.our role in the community extends beyond healthcare.

385 Olr Service Model

|COMPANY|’S service model is tailored to meet the siecific needs of _

5 | ANNUALREPORT
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Health Care Provider Agency in Toronto

Key programs and services include:

e Primary Care:

«  Substance Use Hub: I

e Mental Health Services:

Social Services:

Our service model ensures that clients receive not just the medical care theyieed, but also the support
necessa

6 | ANNUALREPORT
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Health Care Provider Agency in Toronto

4.0 Year in Review

4.1 Key Achievements

The past year has been a period of significant progress and development for the [COMPANY:

4.1.1 Expansion of the Substance Use Hub and Addictions Medicine Program

One of the most notable accomplishments this year was the expansion of our Substance®Jse Hub and
Addictions Medicine Program.

4.1.2 Completion of the First Collective Agreement through Collective Bargaining

Another major milestone this year was the successfulfeompletion of

4.1.3 Summary of Other Significant Developments

In addition to the expansion of the Substance Use Hub and the completion of the collective agreement,
several other significantydevelopments occurred this year that have strengthened [COMPANY]'s
capacity to fulfill its mission:

¢ Introduction ofiNew Services:

e Partnerships and Collaborations:

s Strategic Planning and Organizational Development:

7 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

Technology and Data Management Improvements:

4.2 Program Highlights

4.2.1 Substance Use Hub Expansion: A Path to Enhanced Care

4.2.2 Case Study: Turning Points — A Story of Hope

8 | ANNUALREPORT
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Health Care Provider Agency in Toronto

4.2.3 Summary of Other Program Enhancements and Outcomes

While the Substance Use Hub was a focal point of growth, thenpast year has also seen significant
advancements across the broader spectrum of [COMPANYT's services.

1. Mental Health Services: Expanding the Scope and Reach

2. Integrated Primary Care: Addressing Chronic Health Conditions

3. Social Services» Strengthening the Pathways to Stability

4. Data Management and Technology: Enhancing Care Delivery

9 | ANNUALREPORT
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Health Care Provider Agency in Toronto

5. Community Partnerships: A Collaborative Approach to Care

4.2.4 Outcomes and Future Directions

10 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

Health Service
Enhancements

Client engagement has surged by 40% across all services
offered, highlighting the effectiveness of our outreach
efforts and the dedication of our team.

Management of chronic diseases has seen a significant
enhancement, with a 15% increase in the number of clients
achieving their health goals, showing a commitment to
better health outcomes.

Mental health service wait times have been reduced by an
impressive 25%, ensuring that those in need reccive timely

support and care when it matters most.

Through strengthened partnerships with social services, we
have successfully secured permanent housing for 12
clients, positively impacting their stability and quality of
life.

Looking ahead, our Strategic Plan sets ambitious goals for the next five years,

4.3 Community Impact

The [COMPANY] ([COMPANY])'is deeply rooted in its mission to serve some of Toronto’s most
vulnerable populations

In this section gwewill &xplore how [COMPANYT]'s community engagement has led to meaningful impact
and lasting change.

4.3.1“Engaging the Community through Outreach

Outreach is at the core of [COMPANYT's mission.

11 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

4.3.2 Collaborative Partnerships: Strengthening Our Impact

At the heart of [COMPANYTs success is our strong network of community ‘partnerships.

4.3.3 Advocacy for,Systemic Change

While providing, high=quality healthcare to people experiencing homelessness is our primary focus,
COMPANY] js also deeply committed to advocacy as a means of drivin

12 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

4.3.4 Specific Metrics Demonstrating Community Impact

In order to evaluate the effectiveness of our programs and measure our community impact,
[COMPANY] tracks a variety of metrics related to service delivery, Client outcomes, and community
engagement. These metrics help us assess the reach and gffectiveness of our programs while
identifying areas for improvement.

13 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

ICFHT provided primary healthcare services to

% Number of Clients Served
¥ . over 1,500 unique clients in the past year,

R
‘ signifying a 20% increase in engagement
compared to the previous year due to expanded
%_ outreach efforts and growing demand.

Mobile Care and Outreach
Visits \
Over 300 outreach visits were conducted to )
shelters and drop-in centers through ICFHT's .
mobile care initiative, bringing direct healthcare
services to individuals who might not have
accessed them otherwise. [

Evening Drop-In Clinic
Participation
Serving 250 clients throughout the year,
evening drop-in clinics offered flexiblé
healthcare options for individuals with lifited
access to daytime appointments.

2. Health Outcomes and Service Delivery

14 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

Health Outcomes and Service

Delivery Infographic

Chronic Disease Management
BD% improvement in key health indicators far
enrolled clients

Mental Health and Counseling

Services
L1000+ counseling sessions provided, with 70%
improved mental health outcomes

Substance Use Hub Impact
S0+ clients served and 65% reported reduced
substance use and im proved mental health

3. Housing and Social Stability

15 | ANNUAL REPORT
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Housing Referrals and
Support

The social services team collaborated with local
housing organizations to facilitate 50 housing
referrals, helping 12 chronically homeless
clients find permanent or transitional housing.

Legal Aid and Advocacy
Services =
40 clients received assistance in accessing 1 X 4
legal services for housing, employment, and [ | 4+ ‘

criminal record issues, ultimately leading to
securing stable housing and employment. \

4. Community Partnerships and Collaboration

Looking Ahead: Expanding Our Impact

Our focus will remain oniensuring that all individuals, regardless of their housing status or social
circumstances, have aceess™o the healthcare and social services they need

16 | ANNUAL REPORT
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5.0. Donor and Partner Acknowledgments

In this section of the annual report, we would like to take a moment to express our heartfelt gratitude to
the partners

5.1 Partnerships

One of the key principles underpinning our approach to care is the belief that meaningfyl change comes

from working togethe

_: A Foundational Partnership

Our partnership with
one of the most important relationships in our network4ef care.

; Advancing Harm Reduction

, continues to be

The opioid criSis has deeply impacted the communities we serve, and our partnershi

17 | ANNUAL REPORT
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Health Care Provider Agency in Toronto

I : Enhancing Mental Health Support

Addressing the mental health needs of our clients is one of the most pressing challenges we face. Our

partnership with || G - significantly bolstered ur ability to provide
mental health care to clients with severe and comilex conditions. ﬂ

I C onnegting,Health and Housing

Our work is deeply intertwined with the need for stable housing, and this year, we have strengthened

our partnerships with a number of housing,organizations to support clients in transitioning from
homelessness to permanent housing.

_: Bridging Social and Health Services

As a partner organization, has been instrumental in helpin

us bridge/the gap between social services and healthcare.

18 | ANNUAL REPORT
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I - A\ civocacy for Systemic Change

In addition to our service delive ips i i involved iAyddvocacy efforts

Looking Forward: Strengthening Partnerships*for Greater Impact

As we look to the future, our partnerships will continue to play a central role in shaping the direction of
COMPANY]. We recognize that the challenges facing our clients are vast and complex,

19 | ANNUAL REPORT
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6.0 Strategic Planning and Future Directions

The development and implementation of a robust strategic plan is pivotal for the continued success and
sustainability of any organization,

6.1 Summary of the 5-Year Strategic Plan

In May 2024, the [COMPANY] Board of Directors approved a five-year strategiéplan<that aligns with
our renewed mission, vision, and values.

6.1.1 Key Strategic Objectives and Goals

The strategic plan is built around four key priorities that will guide otineffarts over the next five years:

1. Health Access:

Key goals within this priority include:

o Redesigning our service mode! |

o Strengthening partnerships

o Expanding our reach I
- |

2. Learning Health System: To enhafice the quality of care we provide, we aim to build a data-
driven, evidence-based healthcare, system.

. Our goals incldde:

3. Employer of ‘€hoice: Recognizing that our staff is our greatest asset, we are committed to
fostering @& Supportive, engaging work environment that promotes staff well-being and
professional growth. Our goals under this priority include:

43, Sustainable Organization: Ensuring the long-term sustainability of [COMPANY] requires
thoughtful financial management, resource diversification, and strategic growth. We are
focused on:

20 | ANNUAL REPORT
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6.1.1 How the Strategic Plan Aligns with the Mission, Vision, and Values

The new strategic plan was crafted to align closely with [COMPANYT]'s mission, vision, and values,
ensuring that our work over the next five years remains rooted in our core purpose.

[ ]
< =
o, o
) @,
=) o
| ;

e Values:

6.1.2 Summary of Actions Planned for the Next ¥Year

The first year of the strategic plan lays the groundwork for long-term success. Key actions planned for
the upcoming year include:

1. Enhancing Healthcare Access

2. Building 'a Data-Driven Health System

21 | ANNUAL REPORT
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3. Fostering Staff Development and Well-Being

4. Ensuring Financial Sustainability

5. Strengthening Governance and Leadgership

22 | ANNUAL REPORT
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6.2 Looking Ahead: Future Priorities and Opportunities for [COMPANY]

6.2.1 Looking Ahead: Future Priorities, Anticipated Challenges, and Opportunitiesyfor
[COMPANY]

As we reflect on the past year's achievements and challenges, it's clear that th€SCOMPANY
COMPANYY) is poised for continued growth and innovation.

Future Priorities for [COMPANY]

The next chapter for [COMPANY] will focus on deepening our jmpact through strategic growth,
enhanced service delivery, and fostering stronger community ties. Based on the strategic plan, our key
priorities for the coming years include:

23 | ANNUAL REPORT
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6.2.2 Anticipated Challenges

While we are optimistic about the future, we also recognize the challenges thatdie ahead. Addressing
these challenges will require innovative thinking, strategic partnerships, and a willingness to adapt to
changing circumstances. Some of the key challenges we anticipate include:

24 | ANNUAL REPORT
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6.2.3 Opportunities for Growth

Despite the challenges, there are several opportunities that can propel [COMPANY] forward and help
us deepen our impact in the community:

Call to Action and Concluding Remarks from the Executive Director

As we look ahead, it is clear that the avorks0f the [COMPANY] is more important than ever. The
individuals we serve are some of thetmost marginalized and vulnerable members of our society, and it
is our responsibility to ensure thatithey receive the care, compassion, and support they deserve. The
challenges we face are significant, but so are the opportunities before us.

Over the next year, we will continue to focus on

Sincerely, [Name]
Executive Director, [COMPANY]

25 | ANNUAL REPORT
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Acknowledgments

This year has been a year of growth, transition, and resilience for the [COMPANY] ([COMPANY]). None
of the successes we achieved would have been possible without the dedication and hard work ofgan
incredible community of individuals who believe deeply in our mission. In this section, we want to
express our heartfelt gratitude to those who have played key roles in supporting our work—4fromeur
dedicated board members to our committed staff and the invaluable partners who have walked
alongside us in service to Toronto’s most vulnerable residents.

Recognition of Board Members

Recognition of Staff
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Recognition of Partners

Special Thanks

This year, there are several individuals and groups who deserve special recognition for their
extraordinary*“contributions.
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Concluding Remarks

As we reflect on the past year, it is clear that none of our accomplishments would have been possible
without the dedication of the many people and organizations who have’ contributed to our success.
From our Board and staff to our partners and volunteers, each of you has played a critical role in helping
[COMPANYT] achieve its mission of providing compassionate, high-quality healthcare to those who need
it most.

Looking ahead, we are filled with optimism and excitementforwhat the future holds. There is still much
work to be done, but with the continued support of thisjneredible community, we are confident that we
will continue to make a lasting impact in the lives ofg{Téronto’s most vulnerable residents. Thank you for
being a part of this journey with us, and we look forward*to all that we will accomplish together in the
coming year.
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