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• Client-and-Family-Centred Service - Respect client and family’s right to co-design and participate 
in discussion making about service utilization, their health and wellness.

• Quality and Safe Services - Provide and promote excellence in service through its quality  
standards safe and best practices.

• Responsiveness to Diverse Community Needs - Respect diversity within the community through 
the provision of culturally and linguistically sensitive services.

• Respect for Staff - Value the contribution of all employees by making every effort to meet their 
professional needs.

• Integrated Care Approach - Consider the needs and well-being of clients, families and caregivers 
by using an inclusive, holistic service approach.

• Professional Care - Provide services in a professional manner, ensuring that programs are delivered 
by qualified and competent staff. 

Mission Statement

Our mission is to ensure that seniors and 
others in need of services, living in Toronto 
and surrounding areas, enjoy a high quality 
of life in their communities. We strive to 
maximize their well-being through a 
range of social, health care, and 
supportive services planned and 
delivered through an integrated 
model of care. We will ensure 
that a comprehensive range 
of services are delivered by an 
effective team of professionals 
and volunteers on a holistic 
basis.

 
 

 
 

 

 
 

 

 
 

Promoting in the 
broader community an 

awareness of our clients’ 
needs for social, 

health care & support 
services.

   

Advocating 
to government, voluntary 

and private sectors on 
issues relating to policies 

and programs that 
affect our clients.    

Ensuring a 
professional and caring 
attitude in all our client 

relationships.   

Providing top quality 
& culturally relevant 
social, health care, & 
support services to 

our clients.     

Achieving optimal 
wellness levels in our 
clients by encouraging 

them to participate 
as actively as

possible in their 
communities. 

    

We 
Achieve 

Our Mission 
by:

Delivering 
client-centred 

services that reflect  
an integrated model 

of care.     

Carefirst will be a leader in providing comprehensive, responsive and client-
focused programs to seniors and others in need of services in the Greater Toronto 
and surrounding areas.
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I. Context

The new 2016 – 2021 strategic plan was developed at an important moment in Carefirst’s history.  
In October 2015 Carefirst moved into its long planed new quarters.  The building on Silver Star 
Blvd was conceptualized, designed and built by the Carefirst community.  This innovative multi-
service centre was the culmination of a decade of planning and fundraising. Its opening marks 
a new era for Carefirst.  This Strategic Plan reflects the vision that underlies the development of 
a Multi-Services Centre that can provide an exemplary Integrated Model of Care based on the 
successful PACE model replicated extensively in the United States. 

II. Strategic Planning process

Carefirst’s strategic plan is the result of a very thorough assessment, consultation, analysis 
and discussion process led by our Strategic Planning Working Group consisting of an external 
consultant, Board and staff members with the involvement of all relevant stakeholders. From 
the deliberations and consultations throughout the planning process, a number of strategic 
imperatives were identified and prioritized. 

Strategic Imperatives

 Develop a New Carefirst Business Model based on the PACE Model for 
Promotion of Integrated Care

• Establish through performance indicators that the PACE based model 
implemented by Carefirst is capable of meeting the MOHLTC expectations 
for high-quality, safe and cost effective integrated community-based care. 

• Promote the new Carefirst Business Model as a publicly recognized 
integrated care model that works in Ontario, specified in terms of key 
ingredients and evidenced based outcomes.

  Promote Organizational Health as the Greatest Opportunity for 
Improvement and Competitive Advantage

• Demonstrate that Carefirst cares for its staff’s work-life balance and HR 
communications as much as it does for its clients, through adapting leading-
edge human resources, policies and practices.  

• Build a robust succession planning program that emphasises current talent 
development and increases the availability of experienced and capable 
employees to meet future leadership needs.

1
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 Develop a Comprehensive and Effective Marketing & Rebranding 
Strategy for Carefirst and Its Services

• Reinforce Carefirst’s positioning in the home and community care sector 
by leveraging the new business model.

• Establish Carefirst as a leader in innovative home care practices amongst 
clients, funders and other service providers. 

 Diversify and Broaden the Revenue Base to Enhance Organization’s 
Capacity 

• Seek business partnerships to complement and augment the resource 
base so as to enhance Carefirst’s capacity and efficiency in service 
delivery.

• Develop social productive enterprises that are relevant within Carefirst’s 
mandate and jurisdictions to broaden the funding sources as well the 
service scopes for the benefit of clients and caregivers.

 Expand Development of Strategic Alliance and Selective Partnering 
to Enhance Social Impact  

• Develop a matrix of strategic alliances and collaborative service 
partnerships to enhance the development of integrated care.

• Explore and open new forms of partnerships to gain access to new 
service opportunities. 

3
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Understanding and witnessing the increasingly dynamic needs of our changing communities and the needs 
of our seniors and the caregivers, for the year of 2017/2018, Carefirst continued accomplishing its strategic 
imperatives as detailed in its organization’s Strategic Plan 2016-2021. Carefirst has persevered in striving 
for transformation and innovation, especially in enhancing the integrated care through the introduction of 
mobile health unit to bring more comprehensive cares services to the clients, striking new program and service 
partnerships in alignment with the organization’s and healthcare system strategies, and advancing technology 
to improve operational efficacy and service delivery efficiency to meet with the client and community needs.

Carefirst is committed to enhancing top quality, accessibility, equity and sustainability of services in order 
to address the unique challenges and service gaps that individuals in need and their family and friends 
are experiencing. Throughout this annual report you will find highlights of Carefirst’s significant milestone 
development and community partnerships to advancing quality integrated services to our clients and families. 

Some of our key accomplishments are described as below:

• Enhancing integrated care and bringing care closer to home with the Mobile  
Health Unit:

• In April 2018, Carefirst’s innovative Mobile Health Unit commenced actual operation. The MHU 
is a quarter million dollar worth, custom-designed, well-equipped coach (with medical exam room, 
counselling space, and education audio-visual aids) to outreach and to provide a range of fuller 
range of primary health care services and education programs to the clients. 

• The on-the-go Mobile Health Unit enhances clients’ accessibility to more comprehensive care 
services, reduces their burden of travelling, as well as enhancing Carefirst’s reaching out to the 
neighbourhoods to provide the clients better coordinated services.

• Operation of the Mobile Health Unit (MHU) is a flexible outreach health care service, offering clinical 
support ranging from primary care services, such as footcare service, wellness health promotion 
and health maintenance services. With the MHU, Carefirst is bringing a spectrum of program/
services, including hypertension screening clinic, foot care and assessment, hearing health clinic, 
and dietician counselling, traditional Chinese medicine clinic and many more, to the homebound 
and socially isolated seniors in the remote and underserved areas, overcoming geographical and 
transportation barriers to access services.  

• The MHU also serves as a physical and virtual hub, with Carefirst actively building the 
“Neighbourhoods of Care”, initiating and strengthening collaborations and partnerships among 
the local service providers, religious groups and private businesses in the community to develop 
both formal and informal support networks for individuals and their families in need to lead quality 
lives in their own home and community for as long as possible.  

• Developing new partnerships for enriching support and programs for both clients 
and caregivers:  

• Partnerships and collaboration between nonprofits and businesses is increasing and becoming more 
strategically important for Carefirst. Carefirst increasingly partners with other service providers and 
businesses to learn about new model of care, the mutual learnings and collaboration enhances 
both agencies’ ability to deal with novelty and bring about possible new services for our clients and 
families.

• Ontario Ministry of Health and Long-Term Care has long recognized the needs of the over 220,000 
people and their caregivers currently living and coping with dementia. Carefirst being a proactive 
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service provider has always been on the radar screen and has developed new strategic partnerships 
to advance the organization’s Dementia Strategy in 2017 to address the needs of Ontarians with 
dementia and their care partners as the number of patients will grow as our population ages.

• Carefirst has formed partnerships through the support of the Central East LHIN and in collaboration 
with the Alzheimer Society of Durham Region and Seniors Care Network to set a Memory Clinic 
in Carefirst’s One-Stop Multi-Service Centre, which clinic provides assessments, early diagnosis, 
treatment and clinical management for people with memory concerns. 

• Carefirst has also formed partnership with Ontario Shores in the development of psychotherapy 
clinics in Carefirst’s One-Stop Multi-Service Centre, to the clients who suffer emotional stress and 
anxiety. Such clinics are normally rare resources but are now made available and accessible for the 
service users.

 

• Adopting technology for better service quality, accessibility, efficiency and client 
experience:  

• Technology has been playing an integral role as well in service quality and efficiency improvement. 
Carefirst launched a number of initiatives to make services more accessible through the application of 
improved technologies. For fast and easy navigation of the Carefirst One-Stop Multi-Services Centre, 
with the Federal “Enabling Accessibility” funding support, a touch interface directory has been 
installed at the entrance of the centre. It enables clients and visitors to access the most up-to-date 
information at their finger tips about all programs, rooms and staff in the centre. It has also become 
easier than ever to stay connected with Carefirst. 

• In addition, Carefirst launched and re-branded a new website in June with more user-friendly browser 
to navigate Carefirst service information and news, which are all regularly updated to our website, 
Facebook page and Twitter. 

• Meanwhile, Carefirst’s Home Care services start utilizing the Mobile Health Solution, which is a 
mobile App that supports our practitioners working in the community to log service time, complete 
checklists and assessment forms and communicate with client service coordinators, ensuring service 
quality and improving efficiency. 

• Access to virtual care programs are also made easier with the wide use of Ontario Telemedicine 
Network as well as other virtual classroom/meeting solutions for group program/workshop delivery 

to the clients and caregivers who cannot travel to Carefirst main and other satellite service sites.

Carefirst is now midway through the 5-year period of its 2016-2021 strategic plan. Moving forward, Carefirst 
is launching a current state assessment of its progress towards how well the organization has executed on its 
5 strategic imperatives. Carefirst has always been a progressive and conscientious service provider. We believe 
that an in-depth current state analysis will generate valuable insight to ground future decision-making, service 
planning and development to ensure resource use optimization for the maximum benefits of our clients and 
community. We would like to convey our gratitude to our funders, service partners, donors, staff and volunteers 
for the unfailing support, contributions and hard work in fulfilling our mission and commitment for our clients 
and community.

 
 Dr. Paul Tam, President Helen Leung, CEO

• Achieving Accreditation Exemplary Standard: Carefirst underwent its 5th round of on-site 
accreditation survey which took place from June 12 to June 15, 2017.  Carefirst is accredited 
with Exemplary Standard and was commended by the surveyors to have gone beyond the 
requirements of Qmentum accreditation program. Carefirst demonstrates excellence in 
quality improvement. The surveyors also highly commended Carefirst Board of Directors 
and senior management in providing leadership to success and growth of the organization. 
For Carefirst, accredited with Accreditation is a mark of pride and a way to create a strong 
and sustainable culture of quality and safety across the organization. 

 
• Partnering with Scarborough and Rouge Hospital - New Integrated Care for assisted 

Peritoneal Dialysis (aPD) Patients: Scarborough and Rouge Hospital and Carefirst leverage 
on their existing partnership to develop this proactive approach to enhance the quality and 
integration of care for the aPD patients by improving access to the right supports at the right 
time and enabling patients who would otherwise not choose home PD but go onto in center 
hemodialysis. The partners believe that the application of this integrated model of care to the 
aPD programs will not only advance home dialysis, but improve the integration and quality 
of care for the PD patients and their families. 
 

This 

year’s extraordinary achievements and 
newfound opportunities could not have been made 
possible without the passion, hard work, and dedication of our Honorary Advisors, Board of 
Directors, staff, volunteers, and stakeholders. We would like to express our appreciation for our 
collaborative service partners and the continuous support of our funders and donors. As always, 
Carefirst continuously strives to change and further integrate to provide quality and 
comprehensive services to meet the essential needs of the community.  
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Honorary Advisory Council 
Chair 
Irene So 

Fundraising & Finance Management Advisor  
Stanley Kwan  Charles Poon 

Medical & Health Advisor 
Dr. Samir K. Sinha

Social Work Advisor 
Dr. Ka Tat Tsang 

Media & Community Relations Advisor 
Patrick Fong 

Board of Directors 2017 – 2018 

President 
Dr. Paul Tam  

Immediate Past President 
Sunny Ho 

Executive Vice-President 
Dr. Sheila Neysmith Michael Wong

Treasurer 
Olivia Mui 

Secretary 

Janet Lee 

Committee Vice President 

Building Maintenance Committee 

Michael Wong 

Service Quality & Safety Committee 

Dr. Sandra Tam 

Information Technology Committee 

Paul Fong  

Ethics Committee 

Dr. Paul Ng  

Human Resources Committee 

Frances Chai 
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Directors 

Wai Kwan Chan 

Dr. Joseph Chien 

Kingson Lee

Ian Po* 

Dr. George Wu  

Dr. A. Paul Williams 

Nominees for 2018 – 2019 Board of Directors  

Dr. Benson Lau

Ethel Macatamgay

Jason Chiu

Lawrence Wong

Olivia Mui – Re-elect                

 
Senior Management Team 

Chief Executive Officer    

Helen Leung 

Finance Controller & IT Director   

Edmund Kwan 

Director of Client Care   

Angie Saini
Alice Mui    

Program Director      

Ann Cheuk 
Edith Lam    

Nancy Leung 

*Resigned during the term 
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• 98.4% Satisfaction rate of overall experience at 
Carefirst  

• 91% clients commented they were treated 
respectfully by staff 

• 94.5% clients found staff very often explained 
things in a way that they understood 

• 95.6% clients and family indicated that Carefirst 
helped them reduce care burden 

• 98.4% clients indicated that they will recommend 
Carefirst’s services to others 

      * Number of survey respondents: 1,513
 
• The number of Client Safety Incidents was 59.3%  

lower compared to last year (57 incidents reported 
in 2017-2018 as compared to 140 incidents 
reported in 2016-2017) 

• 466 complex care needs clients 
participated in Carefirst’s INTEGRATE 
model of care (adapted from 
PACE Model), representing 7% 
of case clients served.

• 100% of 22 senior and 
middle management 
staff have attended 
the Leadership and 
Management Training Series.

• 42 webinars and training sessions 
on various topics were provided to all 
staff (e.g. Elder Abuse Prevention, Advance Care 
Planning, Communication Skills, Integrated Care, 
Program Logic Model), which represents 20% 
increase from last year.

• The number of claims filed with Workplace 
Safety and Insurance Board (WSIB) was 50% 
lower than that in 2016-2017 (10 claims in 2017 
as compared to 18 claims in 2016).

• 36% increase in the number of core 
service partnership with 4 new core service 
partnerships newly established, e.g., 
Memory Clinic with Alzheimer Society, and 
Psychotherapy Clinic with Ontario Shores at 
Carefirst 

• Increased use of IT for improved central 
administration and client service delivery, 
e.g., Mobile Health Solution – a mobile App 
for Home Care services monitoring, and 
the “Supporting Seniors with Technology” 
initiative.

• Promoted Integrated Care Model to a 
broader community level with the new 
“Building Neighbourhoods of Care” 

initiative and the introduction of the 
new Mobile Health Unit.

 •   8% increase in total 
agency revenue with total 

operating budget of $20 
million

•   8% increase in government 
and supportive grants

•   9% increase in restricted reserve funds

•   25% increase in fundraising proceeds towards 
agency operation

•   86% operating budget expensed on direct 
client services

Cl
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nt
 Sa
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faction & Business Process 

Financial ManagementLearning & Gr
ow

th
 E

xp
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ence  Management* Total number of case clients
   served: 6,020
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“Integrated Basket of Services”

Followed 466 INTEGRATE Clients

Reported Emergency Department Visits 21 4.51%

Reported Hospitalization 24 5.15%

Reported Hospital Readmission within 7 Days 1 0.21%

Reported Hospital Readmission within 8-14 Days 1 0.21%

Reported Falls  5 1.07%

# of Clients Rate

Assisted 
Living/ 

Supportive 
Housing

Exercise 
and Falls 

Prevention 
Program

Family Health 
Team/

Specialist 
Clinics 

Virtual 
Education 
and Health 

Management 
Centre 

Pharmacy

Chronic 
Disease 

Management 
& Prevention 

Program

Elder Abuse 
Prevention and
 Bereavement 

Service

Community 
Support Services, 

Client Intervention 
and Assistance – 
Transportation, 
Friendly Visiting

Home
Care

ServicesMobile
Health Unit

Adult Day 
Program

Community 
Rehabilitation 

Program

Integrated 
Dialysis Care 

Program

Transitional 
Care

Centre

Community 
Development 

and 
Outreach

Wellness 
Education 
& Health 

Promotion

Volunteer 
Development 

and 
Coordination

NEW

NEW

9 Key Dimensions:
I nter-disciplinary care
N avigation
T eam-based practice 
E lectronic health record (EHR) 
G rounded in care coordination hubs
R esources coordination 
A ccessibility 
T imeliness 
E ngagement 

Clients using multiple Carefirst services, such as Assisted Living Services,  
Supportive Housing Services, Adult Day Program, Home Care Services,  

Transportation Services and Exercise Program when needed and appropriate.)
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Coordination Hub    

  with 9 Key Elements

Vocational 
Training 
Centre

WELLNESS 
PROGRAMS 

CHRONIC  
DISEASE 

MANAGEMENT 

COMMUNITY 
SUPPORT 
SERVICES 

ADULT  
DAY 

PROGRAM 

HOME  
CARE 

ASSISTED 
LIVING 

TRANSITIONAL 
CARE 

PRIMARY  
CARE 

OUR LIFE APPROACH PHILOSOPHY 
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Carefirst Mobile Health Unit (MHU)

Carefirst’s revolutionary new initiative in the development of the Mobile Health Unit (MHU) broadens 
the concept and approach of delivery of integrated care and “bringing care closer to the clients’ homes” 
in the community. Built with the one-time seed funding from the Central Local Health Integration 
Network (Central LHIN) and generous donations from the community, the MHU is equipped with 
everything required, including an examination room, counselling area, audio and video equipment for 
health education, and a wheelchair lift to make the compartments wheelchair accessible, to provide 
portable primary health care services, such as some health pre-screening clinics, foot care service, and 
health education services. 

Benefits of the MHU

Making collective community impact through innovative mobile linkages!

•  Alleviates accessibility limitations with fluid portability that MHU can travel without 
geographical boundaries

• Addresses the challenge of lack of physical space required to provide care services

• Broadens the continuum of social, health care services through one central virtual hub  
on-the-go

• Reduces the burden of transportation costs for 
 those trying to access care 

Building Neighourhoods of Care 

The MHU facilitates the provision of a multitude of
outreach programming/services in different 
neigbourhoods, examples including:

•  Health Screening Clinics, such as 
 hypertension screening 

• Health Counselling (social work, dietetics, etc.)

• Physiotherapy Assessments

• Foot Care 

• Information and Referrals

Outcomes of MHU

•  Improved population health 

• Improved cost-effectiveness of 
 healthcare system 

• Improved client and patient experience
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Adult Day Program

Funded by the CE LHIN and Central LHIN, Carefirst has 3 Adult Day Centres in Scarborough and York Region. 
The program has served an average of 115 frail seniors and individuals with dementia daily with a total of 
28,131 attendance in year 2017-2018.  

Promoted social connectedness and quality of life for 635 frail and high risk seniors

• Embracing the “Client and Family Centered” value and “Total Care Coordination” approach by the 
Adult Day Program, to engage the client/families in care planning and to provide “wrap around 
care” services including but are not limited to assistance with activities of daily living, therapeutic 
recreation/activation programs, exercise and falls prevention, medication management, supportive 
counselling, diabetic education, access and referral to other programs including foot care, 
physiotherapy, geriatric consultation, behavior support services  and caregiver support under one 
roof.

Broadened the use of information and assistive technology in program delivery to promote 
efficiency and effectiveness

• Using the Integrated Assessment Record, the RAI-CHA assessment tool, the Health Links Coordinated 
Care Plan and Health Partner Gateway have helped to speed up referrals, work flow and shorten 
wait lists for the Adult Day Program for high risk seniors in Toronto and York Region.

• Coaching the senior participants to learn and play computer games, touchscreen tablet games/
apps to enhance their cognitive stimulation, feeling of social connectedness and reduce stigma 
regarding the capabilities of people with dementia. Some seniors are able to carryover and utilize 
independently in the home environment, with minimal assistance from caregivers. Engaging clients 
in computer activities has allowed their caregivers more free and relax time thus reducing their 
stress level and enabling them to cope with caregiving responsibilities.

Expanded capacities and opportunities to improve access to seniors with dementia and their care partners 

• Approved a one-time 3-month grant from CE LHIN, additional spaces including weekday, Saturday 
and overnight stay Adult Day Program were made available. An addition of 57 individuals with 
dementia were served with 43.8% Alzheimer, 38.6% mixed Dementia, 10.5% Vascular Dementia and 
7% Parkinson Dementia. Along with dementia, most of them are having multiple comorbidities such 
as Hypertension, Diabetes, Osteoporosis, Depression, High Cholesterol and etc. 

• In addition, with the funding support of Toronto and CE LHIN, trainings on introduction to Dementia, 
communication in Dementia from confusion to understanding were delivered to enhance the team’s 
competency to better serve individuals with dementia and their care partners.

Enhanced caregiver education, support and relief with impactful outcome

• Extensive emphasis to support the caregivers through the delivery of caregiver support group, 
emergency relief fund to support respite services at time of crisis situation, education workshops, 
caregiver resources kit, and caregiver appreciation luncheon. Most caregivers/family members 
expressed that the different programs have strongly helped to relieve their caregiver burnout, 
reduce social isolation, enhance higher level of wellbeing and reduce the seniors’ deterioration. 

                  Overall Results of Client Experience Survey

• Clients randomly surveyed: 209
• Clients’ overall satisfaction rate on quality of services: 95%  
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• 98% clients indicated the program monitored and maintained their health  
• 96% clients indicated the program maintained and enhanced their social skills 
• 97% clients indicated the program enhanced their positive emotion

Assisted Living Services

• The Assisted Living service team saw a significant increase in the number of new referrals and 
clients admitted to the program throughout the year.  A total of 440 clients have been served with 
provision of 98,377 service hours to assist with daily living activities such as bathing, medication 
reminders, security checks and other instrumental activities of daily living like meal preparation and 
housekeeping to enable them to live independently for as long as possible.

• The team has adopted Carefirst INTEGRATE Care Model to develop an individual coordinated care 
plans for individual clients through care coordination and intensive case management and to 
establish key performance indicators for collecting evidenced based outcome to meet the Funder’s 
expectations for high-quality, cost effective integrated community-based care.

• In 2017-2018, the Assisted Living Team committed to inter-departmental collaboration projects with 
the Adult Day Programs (ADP) and the Community Support Service team to provide regular Saturday 
ADP Fun Day Event and Group Grocery Shopping service.  These collaboration programs encouraged 
more high-risk lone seniors to participate in social activities in the community.  Positive feedback 
from clients and caregivers were well received. 

• A new pilot project funded by the Central LHIN on supporting the seniors with technology was 
launched to the Assisted Living clients commencing July 1, 2018.  Eligibility criteria were set up to 
identify isolated seniors with mild to moderate dementia and has depression symptom.   A team of 
Personal Support Workers were coached and supported by the volunteers to learn about iPad and 
the Apps.  The clients have provided positive feedback of enjoying the games to enhance cognitive 
stimulation. An evaluation tool with performance indicators is also to develop for measuring 
outcome. 

• A group of Assisted Living clients and caregivers participated in the Caregiver Appreciation Day that 
took place on July 28, 2018.  They all enjoyed the program and luncheon and learned about tips on 
taking care family members with dementia presented by Carefirst Geriatrician, Dr. Grace Leung.

Moving forward for service improvement

• To strategize the recruitment plan for hiring Personal Support Workers to meet the high demand of 
growing population of the high risk seniors with chronic and complex health conditions.

• To collaborate with the Wellness Team for consolidation of an effective exercise program to meet 
the high-risk seniors’ physical activity needs in alignment with our falls prevention strategy.

• To continue to develop professional training plans to enhance the competency and skills of Personal 
Support Workers in caring the seniors in pursuit of excellence and quality of care they have grown 
to expect from Carefirst. 

                  Overall Results of Client Experience Survey

• Clients randomly surveyed: 185 
• Clients’ overall satisfaction rate on quality of services: 94.8%  
• 98.3% clients indicated the service enhanced their quality of life
• 97.8% clients indicated the service helped them remain as independent as they can
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Chronic Disease Management Program

Carefirst’s Chronic Disease Management Program (CDMP) continues to grow and strengthen. Carefirst has 
revamped its Chronic Obstructive Pulmonary Disease (COPD) program by ensuring alignment with Health 
Quality Ontario & Ministry of Health and Long-Term Care’s Quality-Based Procedures.  

• Clinical Handbook were provided to participants with a curriculum steeped in evidence-based science. 
Our Cardiovascular (CVR) Program has also been enhanced with current national and international 
guidelines to provide participants with the best experience and education required for them to 
manage their chronic disease. 

• The CDMP team have had some 440 participants that have benefited from community education 
sessions on various topics like nutrition and stress management. 

• The CDMP also encouraged the use of technologies amongst clients including online education 
resources and tools and introduction of health-related apps to monitor and better manage their 
health conditions. The team also connected clients with the innovative Telehomecare program 
funded by the Local Health Integration Networks (LHINs) to bring chronic disease management 
assistance to the client’s home. 

• Carefirst and its programs continue to use the Ontario Telemedicine Network (OTN) to connect clients 
with the care they require regardless of where they are. An example of this is Carefirst’s Mindfulness 
Based-Intervention Programs which sees the therapist. CDMP also uses OTN to accommodate 
homebound clients who are in need of care by specialists. By doing so, Carefirst continues to strive 
to provide assistance to clients where they are and want to be.

Carefirst’s Geriatric Assessment and Intervention Network (GAIN) is an interdisciplinary team consisting 
of Nurse Practitioners, Social Worker, Occupational Therapist, Pharmacist, and Behavioral Support Nurse, 
continues to support clients and their caregivers in the community. 

• Carefirst’s GAIN team collaborate with seniors and their families to develop personalized care plans 
with the goal of assisting them to remain safely in their homes for as long as possible. The team saw 
more than 400 clients and made just shy of 3000 visits in the last fiscal year.

• The GAIN team continues to use iPads to interact with clients, provide excitement and open-up a 
new means of communication to those who can’t express themselves in the way they desire. IPads 
are also used for music therapy and to help trigger memories of the past through songs of their 
youth and family years. IPads are also used to encourage socialization between clients with their 
games and various apps. 

Expanding CDMP through New Collaborations

Primary Care Collaborative Memory Clinic (PCCMC) through new collaboration with Alzheimer’s Society 
of Durham Region and Senior Care Network 

• Carefirst welcomed the launch of a Primary Care Collaborative Memory Clinic (PCCMC) on the 2nd 
floor at 300 Silver Star Blvd. The memory clinic was established through the support of the Central 
East LHIN and in collaboration with the Alzheimer Society of Durham Region and Seniors Care 
Network to enhance the management of dementia.  

• The team consists of Social Workers, Behavioural Support Ontario Nurses and Occupational Therapists 
to provide assessments, early diagnosis, treatment and clinical management for people with memory 
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concerns. PCCMC collaborates with the patient’s family physician to ensure he/she maintains the 
central role in their patient’s care. 

• The goals of the PCCMC team are to support cognitive health and quality of life for adults and 
seniors living in the community while ensuring the patient’s family physician maintains a central role 
in their patient’s care.

Cognitive Behavioral Therapy (CBT) Demonstration Project Clinic 

• Carefirst is also pleased to announce our new collaboration with Ontario Shores Centre for Mental 
Health Sciences with the establishment of the Cognitive Behavioral Therapy (CBT) Demonstration 
Project clinic at Carefirst (300 Silver Star Blvd) which will provide appropriate Carefirst clients access 
to psychotherapy until March, 2020. The CBT Demonstration Project is one of the programs that 
the Ministry of Health and Long-Term Care has introduced to help people who are experiencing 
conditions such as mild to moderate depression and/or anxiety using in-person individual and group 
psychotherapy. 

Carefirst will continue to offer its clients and caregivers opportunities to attain, maintain, and manage their 
health and social well-being. We look forward to strengthening current partnerships and forging new ones in 
the future!

Community Support Services

Enhanced the seniors and families with higher needs the easy access and utilization of agency’s 
basket of services based on the INTEGRATE care delivery

• Performed centralized intake for other services within and beyond the agency. Undertook 1042 
preliminary intake assessments or reassessments for high risk seniors who encountering significant 
physical, social, cognitive, mental and life changes. 

• Supported 838 seniors/caregivers in relieving personal difficulties, strengthening of coping abilities 
and connectedness with community through case management, supportive counselling, grief 
counselling, crisis intervention, application completion, information referral and service navigation. 

Supported seniors and caregivers with the technology, knowledge and resources in ‘Caring for 
Aging Family Members’ in particular for individuals with dementia

• Launched a ‘Technology Tutor Program’ in collaboration with Yee Hong and Mount Sinai Hospital 
Senior Wellness Centre to help caregivers 55 or above to use tablet technology to participate in 
meaningful activities, feel valued, feel connected, and access recommended online health information, 
resources and tools. A total of 26 volunteers were trained and matched with 44 caregivers to reduce 
their isolation.  

• Piloted a ‘Living Life to the Full for Caregivers 55 or above’ jointly with 5 other social services agencies 
to provide caregivers with an opportunity to care for themselves by learning principles of cognitive 
behavior therapy to feel more in control of their lives, happier, and more socially connected. 
Overwhelming responses were received with a total of 30 participants. 

• Conducted seniors support groups, caregiver support groups, workshops on brain health, advance 
care planning, community resources, symposiums on end of life and palliative care with over 500 
participants in Toronto, York Region and Mississauga areas. 
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Expanded the scope of Chinese Bereavement Services to serve individuals in palliative care  

• Delivered a 30-hour ‘Hospice Care Volunteers Training’ jointly with the Buddhist Education Network 
of Ontario with 15 participants. All trained individuals have been registered to be the Hospice Care 
Visiting Volunteers with the agency to provide support for people with life-limiting condition in the 
form of companionship and caregiver respite.

                   Overall Results of Client Experience Survey

• Clients randomly surveyed: 150
• 93% clients selected “Excellent” or “Very good” to describe their experience as a service user
• 94% clients indicated increased coping skills in daily functioning and resolving personal 

difficulties
• 92% clients indicated their needs are met with linguistically/culturally appropriate support 

services 

Home Care Services

Carefirst Community Home Care Services are funded by the Home and Community Care branch of the Local 
Health Integration Network (LHIN) [previously the Community Care Access Centre (CCAC)] as a subcontracted 
service with VHA Home Health Care as the primary contractor. Carefirst provides Personal Support Services and 
Homemaking Services in the Central East, Central, and Toronto Central LHINs to assist clients with personal 
care and homemaking to maintain or improve their quality of life. Client Service Coordinators collaborate with 
clients and caregivers on an individualized care plan to help the client identify their goals and then develop 
a roadmap and leverage all available community resources in order for them to achieve the goals. Home care 
services are delivered by PSWs under the supervision of nurses and supported by Client Service Coordinators 
(CSCs). Carefirst also offers personal support, homemaking and cleaning services to clients on a private pay 
basis.

• Serving risk clients: Under the supervision of nurses and supported by Client Service Coordinators 
(CSCs), Home Care Personal Support Workers (PSWs) provided personal care to over 1,630 high risk 
clients who are frail and elderly, physically disabled, or cognitively impaired, totalling more than 
185,600 hours of service in 2017-2018.  Client-centered Individualized care plans have been set up 
and maintained through the collaboration between clients, caregivers, CSC and other health system 
partners.  Funding requirements of the Local Health Integration Networks (LHIN) were met.  

• Enhancing client-PSW-coordinator relationship with the Triangle Effect: The team-based approach 
was strengthened by creating a new role of Administrative Coordinator (AC) with the major 
responsibility of scheduling and matching PSWs with client need.  Enhancement of client/family-
centered care was achieved through this effort to stream line the work process, improvement in 
work efficiency and effectiveness have been demonstrated.  

• Delivering Quality and Client-Centred Services: A team of health professionals including Registered 
Nurses and Registered Practical Nurses was dispatched to conduct initial home visits, ongoing client 
assessments and delegation of duties to PSWs.  This has ensured that clients/caregivers are engaged, 
that care remain client-centered whilst ensuring client safety, all priorities in the Home Care Program. 

• Providing On-going in-service training: Efforts has been undertaken by PSWs throughout the year 
to update and upgrade their skills and knowledge in providing direct client care.  Programs and 
training courses included CPR & First aid, Food Safety, Dementia, Diabetes, Fall Management, Lifts 
and Transfer, etc.  There were over 450 participants in these training sessions.
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• Restructuring of Home Care Services: Seeing the need to further development of the Private Home 
Cleaning Service, efforts has been to expand the stream of private Home Help and Care Attendant 
service as well as home cleaning service to clients on a private pay basis.  A total of over 19,000 hours 
of services was delivered to some 350 clients in 2017-2018.

                   Overall Results of Client Experience Survey

• Clients randomly surveyed: 281
• Clients’ overall satisfaction rate on quality of services: 92.4%
• 100% clients indicated the service enhanced their quality of life
• 96.4% clients indicated the service helped them remain as independent as they can  
• 99% clients indicated the service enhanced their caregivers’ quality of life

Service Innovations

Carefirst has introduced a mobile application - Mobile Health Solution - into its Home Care Department 
to promote service operational efficiency and quality. The mobile application improves efficiency in the 
following areas: 

• Payroll:  Will enable electronic timesheet submission and verification for community-based staff 
replacing antiquated paper-based processes being used currently. 

• Care quality and compliance: Will enable tracking of staff’s location, start-time and end-time of 
service, duration of service, and mileage. 

• Client Information Management System (CIMS) and Electronic Medical Records (EMR): Will enable 
field practitioners to access and/or complete client documentation, assessments and care plans on 
their mobile devices during their visits, saving valuable staff time. 

• Scheduling and Communication: Will enable real-time alerts and messages to support effective 
communication on change of care plans/schedules/staff availability, or other emergencies.

This innovative mobile app not only improves the quality of care our clients receive but also streamlines staff 
workload, enhancing workplace environment for staff. Carefirst will begin employing this new technology in 
the coming months. 

Supportive Housing Services

• Support Housing provides 24/7 on-site services to seniors residing in two designated seniors housing 
apartments managed by the Toronto Community Housing Company.  It is the mandate of Supportive 
Housing Services to enable seniors to lead an independent life and to integrate into the community 
through the provision of a full range of on-site support service.

• In 2017-2018, a team of 23 Personal Support Workers (PSWs) under the supervision of 2 Client Service 
Coordinators (CSCs) provided more than 30,000 hours of care to 130 clients whose deteriorating 
health conditions required an enhanced level of monitoring, supervision and need assistance for 
personal care and support service.  PSWs assist clients with activities of daily living including personal 
care, basic home cleaning, laundry, security checks, medication reminders, emotional support, etc.  
24-hours/day, 7 days per week with immediate emergency response service available.  
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• To improve work efficiency and effectiveness, and to better serve clients, PSWs have been arranged  
to work in rotation in different buildings so that all clients are served by all PSWs.  This has 
empowered PSWs to gain more working experience by providing them opportunities to work in 
varying work settings.  Clients have also benefited from PSWs’ augmented experiences.

• CSCs conduct home visits to assess clients’ condition in order to develop individualized coordinated 
care plans jointly with client and caregivers.  Pertaining to different needs of individual clients, 
Carefirst programs such as Wellness and Adult Day Program, Diabetic Education Program, Exercise 
and Falls Prevention Program are catered to onsite to reduce the burden that comes along with 
traveling to various appointments. Referrals to community resources and caregiver supports are 
also key components of Support Housing Services. This has resulted in clients having improved care 
and a reduction in caregiver burden. Regular updates and reviews of care plans are carried out 
throughout the year and especially when there is change of client condition.  

                   Overall Results of Client Experience Survey

• Clients randomly surveyed: 82
• Clients’ overall satisfaction rate on quality of services: 86.28%

Transitional Care Centre

Carefirst’s Transitional Care Centre (TCC) continues to provide clients and caregivers short-stay respite services 
in the community an environment where they can rest, recuperate, and regain confidence to reintegrate back 
into the community.

• In the last year, TCC has served 145 clients with a total of 6,143 resident days, an increase of 19% 
from the previous year.  TCC clients are referred to other Carefirst programs in order to ensure that 
they are well supported while on TCC and when they return home including: Home care (76%), 
Adult Day Program (34%), Community Support Services (44%) and Wellness Programs (31%). 

• Carefirst’s and Scarborough and Rouge Hospital’s joint abstract submission was selected by Health 
Quality Ontario for presentation at the coming Health Transformation Conference which will focus 
on quality of care in action. The abstract highlights the success of this enduring partnership which 
meets criteria for one of the overarching themes of the conference, Delivering and Improving 
Quality Care by Redesigning the System to Support Quality Care. The partnership has allowed 
patients to benefit from the integrated transitions of care while they rehabilitate and/or wait for 
long-term care placement. Such partnership on transitions of care is translating to savings of at least 
close to a million dollar to the health care system making it an innovative way to reduce hospital 
stays and their associated costs. The abstract was accepted and will be showcased at the conference 
in October, 2018. 

• In collaboration with the Adult Day Program, TCC leveraged technology to keep clients physically 
and cognitively engaged on the unit. Clients participated in ‘Wiihabilitation’ using the Nintendo 
Wii to do exercises that enabled them to stay physically active. IPads were also used to demonstrate 
how technology had the ability to enhance their everyday lives with the goal of promoting its 
ongoing use once they returned home. Participants were shown how to surf the internet, watch 
videos on YouTube, and play games that would provide cognitive stimulation. 

                  Overall Results of Client Experience Survey

• 93% of the 146 clients surveyed selected “Excellent” or “Very good” to describe their 
experience at TCC as a service user.
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Transportation Service

Transportation is more than just a means to a destination. It is vital and an integral part for the frail and 
homebound seniors to stay connected with the community, to maintain their quality independent living in the 
community and to reduce caregiver burnout in caring responsibilities

• Provided a total of 39,521 drives for frail seniors with 47.5 % attending adult day programs, 40% 
social activities and grocery/mall shopping, 10.5% rehabilitation/medical appointments and 2% 
transition from hospital to home. 

• Extended service boundaries and collaboration with retirement homes, services organizations, 
senior housings, and private condominiums to address the growing needs of transportation service 
in Scarborough, North York, Markham and Richmond Hill areas.  

• Enhanced capacities to serve the needy clients through increasing number of vehicles and  
wheelchair accessible features. Currently, the service is operating with a fleet of 16 vehicles with 
different passenger sizes and accommodative features resulting an increase of 3.5% drives compared 
with last year.

• Expanded application of information technology to promote reliable, timeliness and safe drives and 
customer satisfaction through extensive usage of passenger transportation management solution, 
fleet management software, GPS, and mobile devices by a team of dedicated, well trained paid 
drivers and volunteer drivers. 

                    Overall Results of Client Experience Survey

• Clients randomly surveyed: 55
• Clients’ overall satisfaction rate on quality of services: 98%

Wellness Club Program

Application of Modern Technology in Social Networking

• The Wellness Club Program is using the applications WeChat and WhatsApp to speed up the 
communication with our members; the adoption of QR code in the circulation of newsletters and 
program lists is faster and more cost-effective.  There are now 600 members on our WhatsApp 
broadcast list and 250 members are receiving notification from WeChat of our program flyers posted 
on Moments. This social networking function has enabled the Wellness Team to quickly broadcast 
necessary and required information to members. This increased efficiency has allowed us to respond 
quickly in case of inclement weather and other time-sensitive notifications. 

• Members have expressed enthusiasm and support for this initiative. One member who responded to 
the initiative said that:

 Thanks for your latest info. That’s a marvelous broadcast function. I fully agree on 
using WhatsApp as means of future communication with the Carefirst Wellness 
Club. It definitely facilitates making contacts between the member and the Club.

”
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Virtual Tour

• The team has launched an exciting initiative that provides mental stimulation for seniors who are 
interested in “exploring” other cities via “The Virtual Tour”, simply from the comfort of their own 
chair! This is especially exciting to share with seniors who are unlikely to travel due to their physical 
condition. With the support and contribution of our volunteers, we have collected photos of other 
cities and its attractions, put together in an electronic photo album for sharing with our seniors. 
This enables them to experience a “tour” of the city, and help them recollect memories of their past 
trips and stories. Some seniors particularly enjoy seeing photos reminding them of their youth in the 
old days of Hong Kong.

                     Result of Client Experience Survey

• 99% of 355 participants randomly surveyed indicated they felt better (physical and mental 
wellbeing) since joining our Wellness Club Programs.

Youth Leadership & Volunteer Development

Usage of WhatsApp and WeChat  
• The Team has adopted the usage of instant messaging tools, WhatsApp and WeChat, to stay 

connected with our volunteers. Through this communication channel, we are able to share the 
monthly newsletter, upcoming training programs and volunteering opportunities more efficiently. 
This real-time communication greatly assists effective communication with the team of volunteers.

Youth Program 
• Infused new ideas, we have relaunched the “Youth Volunteer Leadership Training Program” that 

was first rolled out at Carefirst in 2005. The enhanced five-day training program is designed to help 
high schoolers acquire the knowledge and experience in the following: Caring for seniors, Personal 
& Professional Skills and Program Planning & Volunteering, and a participation to the First Aid/CPR 
Certification Course by St. John Ambulance. Last year 50 participants successfully completed the 
training program. Some comments include: 

• My favorite session was the self-discovery through meditation. I enjoyed this because 
it was calming and I was very relaxed afterwards 

• The aging stimulation was my favorite because I learned many new things about aging 
• The most interesting thing I learned was about dementia and the different types of it 
• I liked the program planning and the group project at the day centre. They were the 

most interactive, but I also enjoyed transfer skills  
• I like the session where we have to volunteer and help the seniors because during 

these sessions, it gave me an opportunity to not only relax, but to also have fun with 
seniors as well

• The best session was playing basketball with the seniors because it was really fun and 
it was nice to see them so happy
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                  Result of Participant Experience Survey

• 94% of 50 youth surveyed agreed that the knowledge/skills learnt in the youth leadership 
training program were useful and applicable

Vocational Training Centre

Promoted employability, skills building and networking opportunities to assist people to participate in the 
labor market 

• Undertook high quality Personal Support Worker Certification Program with a total of 17 
enrollments.  This year, the program prepares graduates to provide care to individuals with complex 
care needs.  88% students are employed within one month after graduation. 
 

• Delivered linguistically accessible community enhancement programs to immigrants including 
Care Attendant Training for Post-natal Service, Home Helper Training Program and Food Handler 
Training Program. 50% participants got hired within 3 months upon the completion of training.
 

• Established the Personal Support Worker graduates alumni to provide opportunities and platform 
for mutual support and experience sharing. Newsletter and alumni activities were organized with 
positive response. A very first PSW graduates reunion party was organized attending by graduates 
from our humble beginnings in 2010 to our most recent class of graduates in 2017.  

Developed collaboration and relationship building with diverse stakeholders to provide learning/field 
placement opportunities 

• Partner training stakeholders include Carefirst Adult Day Program, Mon Sheong Long Term Care 
Centre, Participation House, Tendercare Living Centre, Centre for Immigration and Community 
Services, and Seniors Persons Living Connected. 

• Under the coaching and mentoring of experienced supervisors, the participants were able to gain 
valuable, hands on and practical work related experiences.  

Testimonials from VTC students

“I was so happy to enroll in the Carefirst PSW certification program.  I learnt 
many knowledge and skills that really applied on my job.  The instructors 
were supportive and knowledgeable. I got hired right after the completion 
of the training program”  ~  from class of March 2018.

“I was so glad that I had chosen Carefirst Vocational Training Centre as my 
training institute because of the good facilities at the center, very good 
environment, especially with professional teachers.  This was a very good 
training experience in my life.”  ~  from class of December 2017.

”

”
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2017-2018 Volunteer Hours 
(Total: 86,698 hours)

 

Age Distribution of Clients Served 
(2017-2018)
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Carefirst Family Health Team 

2017-2018 has been a year of innovation and continued quality improvement for Carefirst Family 
Health Team (FHT).  As we continue our ‘quality journey’, many new advancements have been 
made using technology and other better practices to maximize the best use of our data, and to 
ensure better patient flow and interventions in the clinic.  Some of these innovations include:

•  Implementation of a standardized Diabetes Visit Custom Form that is now embedded in our 
Electronic Medical Record (EMR).  With the implementation of this standardized custom form, 
we are already seeing improvements in the clinic flow, and also a higher rate of patients 
returning for follow-up.  As we are a true supporter of the spread of good practices, Carefirst 
FHT also has the privilege to present the success of this project at both the OntarioMD Annual 
Conference and the Association of Family Health Teams Ontario (AFHTO) Annual Conference 
in 2018.

• Utilization of tablets for the dissemination of Patient Satisfaction Surveys electronically for our 
continuous improvement.  As all data collected will be compiled automatically and instantly, 
the use of tablets has helped to decrease the amount of staff time required throughout the 
process, producing more expedient and accurate data inofmration.    

• Installation of the patient self check-in kiosk at each of our clinic locations, to help enhance 
our daily patient flow and operation efficiency.

• Delivery of more “virtual care” group programs and workshops with the use the Ontario  
Tele-Medicine Network (OTN), in order to make our programs and services more accessible 
and convenient for patients regardless of geographical locations. 

Highlights of our “Quality Journey”

• Improved Infection Prevention & Control (IPAC): 98% of staff are compliant with hand 
hygiene audits.

• Easy Access to Best Practices and Staff Development Training Information: The utilization 
of HR Downloads to facilitate easy and convenient staff training on an electronic platform 
for certain required regulations and best practices, including but not limited to Workplace 
Hazardous Materials Information System (WHMIS), Accessibility for Ontarians with Disabilities 
Act (AODA), etc. 

• Increased Staff Engagement: Carefirst FHT embraces full engagement of all team players, 
and adopts a “patient care first” approach.  Upon a review of an environmental scan and 
assessment of community needs, all staff members took part in our Annual Staff Retreat to 
work collaboratively in developing our Strategic Implementation Plan which is monitored and 
routinely evaluated, and that reflects our three main Strategic Imperatives, including:

1. Commit to enhancing the quality of care we provide
2. Invest in strategic partnerships and alliances to respond to the needs of complex clients

3. Improve future outcomes for our clients

24
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• Increased Patient and Family Engagement: In collaboration with Carefirst Seniors and 
Community Services Association, Carefirst FHT continues to participate in our joint “Patient 
and Family Advisory Council”, and have FHT service users represented at the council to provide 
advice and input in our policy development and program planning processes. 

• Integrated Care and Coordinated Clinical Treatment for Complex Care Patients and their 
Families: Carefirst FHT adopts Carefirst INTEGRATE care model, as well as participates in the 
Health Links. It continues to utilize the Health Partner Gateway (HPG) electronic platform in 
documenting, storing, and sharing of the Health Links Coordinated Care Plans.  Ultimately, 
this ensures that each patient, identified with a complex need, will have one coordinated 
care plan, made accessible to the patients’ identified circle of care, so that care plans can be 
followed up accordingly and in a timely fashion. 

• Improved Quality Indicators: Carefirst FHT participates in the Data-to-Decisions Advancing 
Primary Care (D2D) initiative, and adheres to the Health Quality Ontario (HQO) mandates and 
priorities for better data collection and tracking of meaningful measurements. Some of our 
quality outcomes include:

Other Achievements 

• Carefirst Diabetes Education Program was awarded the Diabetes Education Standards 
Recognition Program Award by Diabetes Canada in June 2017. This Standards Recognition 
acknowledges and formally recognizes Diabetes Education Centres (DECs) across Canada that 
strive to provide the best possible care to people living with diabetes and those at risk. 

• Accreditation by Accreditation Canada - The purpose to seek accreditation is to ensure Carefirst 
FHT continuously improve quality, safety, and efficiency so the FHT can offer patients and 
families the best possible care and service.  In October 2016, Carefirst FHT went through the 
Accreditation process with Accreditation Canada and had successfully achieved 100% Primer 
Accreditation with respect to meeting all the Required Organizational Practices. In 2017-
2018, Carefirst FHT continues to build on our fundamental work to ensure that all Required 
Organizational Practices are not only in place, but also adhered by each and every staff 
member, as we prepare for the Qmentum Accreditation with a thorough “tracer approach” 
in October 2018.

Carefirst Family Health Team Quality Indicators

 Below Average Around Average Above Average
 (Below 40th Percentile) (Below 40th to 70th Percentile) (Above 75th Percentile)

Cancer •  None •  Pap Smear Testing •  Mammogram testing
Screening   •  Any colorectal screening

Diabetes •  None •  HbAIC Testing •  Retinal Exam testing
Management     

Carefirst Family Health Team (FHT) data from Health Quality Ontario as of September 30, 2017.  Percentiles are based on all FHTs 
registered for the My Practice: Primary Care Report. 
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Looking Beyond

Carefirst FHT will continue our quality journey in exploring the use of technology and other best 
practices to facilitate further improvements. For the coming fiscal year, Carefirst FHT will: 

• Be registered with Connecting Ontario which is a secure, web-based portal that provides real-
time access to digital health records including dispensed medications, laboratory results, and 
hospitals visits, etc.  This will help to ensure an integrated and smooth transition of care for 
patient when utilizing external health care services. 

• Install the MedDialog E-Faxing system to have all incoming and outgoing faxes to be 
conducted electronically.  Not only will this initiative help us in becoming paperless and    more 
environmental friendly, this will also streamline staff time in managing paper fax, and act as 
a preventative measure against potential privacy breaches and errors in faxing. 

• Consolidate the practice of integrated care to ensure all FHT staff members adhere to the 
practice for the benefits of the patients and their families.  

Carefirst Family Health Team’s Annual Staff Retreat.  

Family Health Team Service Promotion at a 
Richmond Hill Community Event hosted by 
Councillor Godwin Chan (L1).

Team Building and Staff Engagement – Our Winter Holiday 
Festive Celebration with all FHT staff members.

Occupational Health and Safety Training – As part of our 
ongoing commitment in ensuring the health and safety of 
our staff, volunteers, patients and visitors, an all-staff  
Fire Extinguisher training by Richmond Hill Fire & 
Emergency Services.
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Board of Directors 2017 – 2018 

President 
Dr. George Wu  

Treasurer 
Winter Ng  

Directors 

Dr.  Chi Ming Chow 
Rahim Ismail
Doreen Tai 

Nominees for 2018 – 2019 Board of Directors  

Dr. Linying Dong
Packialuxmi Vasan

     

Senior Management Team 

Chief Executive Officer   
Helen Leung 

Lead Physician  
Dr. Christina Lee

Administrative Lead  
Raymond Chong      

Family Physician Team  
     
Dr. Christina Lee (Lead Physician)
Dr. Kathleen Chang 
Dr. Ping Fun Choy (until Jul. 2018)
Dr. Kinsey Lam  
Dr. Kyle Lee (until Jul. 2018)
Dr. Philip Sin
Dr. Anuradha Srinivasan
Dr. Alice Sy  
Dr. Christine Tang  
Dr. Sean Wang (until Jan. 2018)
Dr. Lesley Wu
Dr. Adrienne Yang  
Dr. Albert Yeung  
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Specialist Physician Team  
 
Cardiology Dr. Chi-Ming Chow
Allergy Dr. Albert Yeung
Eye Dr. Ying Lu 
 (until Nov. 2017)
 Dr. Melissa Tong
 Dr. Shu Kow Tong 

Psychiatry  Dr. John Chan
 (until Aug. 2017)
Gastroenterology Dr. Gabriel Chan
 (until Mar. 2018)
Internal Medicine Dr. Gunjan Vador
Endocrinology Dr. Alice Cheng
Nephrology Dr. Denise Tam
 Dr. Andrew Wong  
Obstetrics/gynecology Dr. Jevan Ko  
Geriatrics Dr. Grace Leung
 Dr. Stephanie Siu
Chiropody Shirley Cheung
Hearing / Care Sara Jiang of Canadian 
    Hearing Society 
Med Check Martina Siu
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About Carefirst Foundation

• Founded in 2006, registered as a charitable non-profit organization (charitable organization #83974 4943 RR0001) 
to fundraise for Carefirst Seniors and Community Services Association and other organizations with similar 
objectives to provide stable and quality community services for those in need.

• The Foundation has committed to Carefirst Seniors and Community Services Association in its capital development 
of the “Carefirst One-Stop Multi-Services Centre”, which combines social and medical care services for the 
community in Scarborough. Henceforth, even though the building of the Centre was delivered in the year ending 
2015, the Foundation will continue fundraise for this staunch commitment to this meaningful huge capital project 
in the next ten years as to support Carefirst to pay off the $12 million Infrastructure Loan for the construction of 
the Centre.   

 
2017/2018 Fundraising Activity Highlights

• In support of the Carefirst Seniors’s 5-years Strategic Plan (2016 – 2021), the 3 sub-committees of the Foundation, 
namely the Charity Gala Organizing Committee, the  Marketing Committee; and the Third Party Fundraising 
Committee continued to work diligently and closely with the Board and staff in the implementation of Carefirst 
strategic imperatives with the development of a series of fundraising strategies to help provide more financial 
resources to Carefirst Seniors to realize its Strategic Imperatives, e.g. on promoting its innovative integrated care 
models to some its new contacts and relevant private business groups.

•  With the marketing and networking efforts made by the Board and sub-committees, over 60 organizations and 
individuals were connected to learn about Carefirst and the related services/programs that the Carefirst Seniors and 
Carefirst Family Health Team provide as to promote Carefirst innovative service delivery model and the financial 
needs of the service operations.  

• Signature Fundraising Activities organized in the year:

• Young at Heart Charity Gala
• Carefirst Week – a week long service promotion and outreaching event kicked off by a Radio-Telethon
• Christmas Wishing Tree Campaign 
• Raffle Lottery Campaign
• Charity Walk for Health and Community Fun Fair

Carefirst Foundation would like to express its heartfelt gratitude to the following major donors and supporters for designating 
Carefirst as their event beneficiaries:

• Ms. Chen-Lin  
• Galleria Supermarket
• Lau Wing Chuen Chinese Performing Arts Association
• Mr. David Ho 
• Ms. Wen Wen Ruan 
• Mrs. Susan Wong 
• Ms. Winnie Yu and Dance Pooh Team
• Taiwan Entrepreneurs Society Taipei Toronto 
• TELUS
• Toronto Police Service East Asian – Internal Support Network  
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Honorary Advisors
Irene So  
Stanley Kwan 

Honorary Members 

Benjamin Fu Samuel Tan 

Dr. Ying Lu  Anna Yip 

John Man  Alex Yuan 

Board of Directors 2017 – 2018 

Chair    

Ian Po*

Interim Chair      

Jason Chiu   

Vice Chair     

Stephanie Ho 

Treasurer    

Peter Choy 

Secretary    

Jason Chiu  

Directors     

Allan Sum  Cathy Li  Michael Wong     Will Sung
Ambrose Fung  Kent Tsui*    Philip Ho   Yan Liu       

Ben Luong  Matthew Wan     Shirley Ng 

Nominees for 2018 – 2019 Board of Directors

Allan Sum – Re-elect Peter Choy – Re-elect
Gordian Mok Shirley Ng – Re-elect
Herman Tse Dr. Zerlina Lim

 

Senior Management Team 

Chief Executive Officer  Helen Leung
Finance Controller & IT Director  Edmund Kwan 
Director of Development & Communication  Edith Lam 

*Resigned during the term 
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Dr. Hilton Chan
Lawrence Chan
Tom Chan
Dr. Iris Chang
Kenneth Cheng
Jose Kwok Yi Cheung
Kathy Cheung
Willie Chey
Dr. Joseph S. M. Chien
Jason Chiu
Lorna Cho
Sik Ngor Choi
Peter Choy
Dr. Ping Fun Choy
Cheuk Yat Chu
Alexander Chui
John Cullen
Crystal Fan
George Fu
Benjamin W. Fu
Ambrose Fung
David Ho
Ling Ho
Stephanie Ho
Flora Fung Kuen Hung
Peter Kwan
Stanley Kwan
Terri Tie Wang Kwan
Dennie Lai
Kathleen Lam
Edith Lam

Stella Wai Fong Lam
WilsonLam
Anita Lee
Barbara Kar Yan Lee
Cecilia W.S. Lee
Janet Lee
Kingson Lee
Louise Lee
Stephen Lee
Helen Leung
Pasty Leung
Rosie Lok Sze Leung
Stephen Leung
Ralf Lezada
Cathy Li
Annie Liou
Yan Liu
Winnie Lo
Dr. Ying Lu
Ben Luong
John Sik Fai Man
WendyMan
Winston Man
Michaels Mazin
Jeffrey Min
Olivia Mui
Dr. Sheila Neysmith
Shirley Ng
Cecilia Shiu Lam Kam Ng
Dr. Paul Ng
Winter Ng

Peri Orfi
Ian Po
Martina Yee Ping Poon
Kwei Hwa Seng
Irene So
Allan Sum
Will Sung
Allan Szeto
Charles Szeto
Dr. Paul Tam
Dr. Sandra Tam
Atlas Siu-Kam Tang
Virginia Tsui
Matthew Wan
Dr. Paul Williams
Chris Wong
Susan Foon Chim Wong
Bernard Wong
Kenneth C. Wong
Michael Wong
Paul Wong
Hubert Wu
Kai Pak Wu
PatrickWu
Anna Yip
Julia Yu
Alexander Yuan
Lucy HK Yuan
Michael Yuan

Benjamin W. Fu
George Fu
David Ho
Kathleen Lam
Cecilia Shiu Lam Kam Ng
Shirley Ng
Ian Po
Wen Wen Ruan
Chris Wong
Susan Foon Chim Wong

Chen-Lin Vocal Academy
Congee Queen Group
EFES Management Ltd
Senghwa Trading Inc.
Taiwan Entrepreneurs Society Taipei Toronto 

Charitable Foundation
Toronto Police Service East Asian-Internal Support Network

SPECIAL TRIBUTE

Carefirst & Carefirst Foundation would like to extend our heartfelt gratitude to the following supporters
who have donated / raised $10,000 or more to Carefirst in 2017 / 2018 (April 2017 – June 2018)

Our heartfelt thanks to all donors and supporters, with special recognition to contribution of
$500 or more to Carefirst & Carefirst Foundation (April 2017 – June 2018)

INDIVIDUAL DONORS

donors 2017-18.qxp_Layout 1  2018-09-13  11:39 PM  Page 1
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Our heartfelt thanks to all donors and supporters, with special recognition to contribution of
$500 or more to Carefirst & Carefirst Foundation (April 2017 – June 2018)

CORPORATE DONORS

1368195 Ontario Ltd
1859728 Ontario Inc.
2124123 Ontario Limited
Advanced Physiotherapy & Rehabilitation Centre
ALPHA Prosperity Inc.
Amcall Wireless
Bayview Hill Pharmacy
Best Deal Graphics & Printing Inc.
BDO Canada
BMO Nesbitt Burns
Buddha's Light International Association
Canadian Chinese Line Dance Association
Canadian Municipal Business Gateway Inc.
CIBC
Congee Queen
David Jewellery & Watch Co.
Dyamond Co. Ltd.
Dynamic Security & Telephone Systems Corporation
Fidelity Investments Canada Ltd
Fontana Development Ltd
Forward Signs Inc.
Franklin Templeton Investments
G L Wong Medicine Professional Corporation
Galleria Supermarket
Golden Devon Beauty Supply Inc.
Great-West Life Assurance Company
HKB Inc.
Hong Kei Fitness and Dance Club
Hummingbird Project Management
Joyful Christian Church
Landstars 360 Realty Inc. Brokerage
Lighthouse Medical Imaging
LWC Chinese Performing Arts Association
MAGNA International Inc.
Mandarin Holidays
Metcalfe, Blainey & Burns LLP
Mount Pleasant Group of Cemeteries

New Fashion House
Ng & Lee Properties Inc.
NG Management
On Care Pharmacy Ltd
Pacific Art Services
Peak Garden Development
People's Insurance Co., Ltd
Peter Choy & Associates
Petit Potato
Rizopia Food Production Inc.
Poon & Ho LLP
Radiance Mortgage Brokerage Inc.
RBC Bank
ReMax Realtron Superstars Realty Inc.
Roadsport Limited
Russell Investments Canada Limited
Scarborough Nephrologists
Sea Horse Eastern Canada Ltd
Senghwa Trading Inc.
SHARP
Sparkle Trading Ltd
Splendid China Mall
Swismond Jewerly
TD Bank Group
Time World Express (Ontario) Ltd
Top Choice Chinese Restaurant
Torce Financial Group Inc.
Toronto Cathy Lions Club
Toronto Chinese Baptist Church
Toronto Elegant Lions Club
Toronto Heart Centre
Town of Richmond Hill
Unique Wonton
William Financial Inc.
Y Liu Law Firm
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Community Organizations

105 Gibson Centre
22/23 Cox Blvd  
Aaniin Community Centre & Library
ACCESS Employment
Agincourt Collegiate Institute 
Alzheimer Society of Toronto
Alzheimer Society of York Region
Armadale Community Centre
Bamburgh Circle 
Bayview Hill Community Centre
Bridle Trail Baptist Church
Bridletowne Park Church
Canadian Chinese Harmony Group  
Canadian Chinese Health Qigong Organization
Canadian Hearing Society
CCM Toronto Centre
Centennial College
Centre for Immigrant and Community Services - 

Immigrant Resource Centre (IRC)
Cham Shan Temple
Chartwell Place
CHATS
Chinese Family Services of Ontario
Chinese Inter-agency Network (CIN)
Chinese Mission of Sacred Heart
Chinese Social Service Network-York (CSSN-YR)
City of Markham
City of Toronto - Parks & Recreation Department
Club 55 - Keswick
CPA Ontario Toronto Chapter
Cummer Park Community Centre
Dixon Hall Neighbourhood Services
Drama One
Eastridge Evangelical Missionary Church
Federation of Chinese Canadians in Markham
Green Briar Community Centre
Heart & Stroke Foundation of Ontario - 

Chinese Canadian Council
Hong Fook Mental Health Association
Housing York Inc.
Joyful Christian Church
Ladies Leisure Club

L'Amoreaux Community Centre
Mackenzie Health Centre
Markham Chinese Baptist Church
Markham Chinese Presbyterian Church
Markham Federation of Filipino Canadians
Markham Free Methodist Church
Markham Missionary Church
Markham Stouffville Hospital
Markham Wesley Community Services Centre
McConaghy Seniors Centre
Milliken Christian Community Church
Milliken Mills Community Centre
Mitchellfield Community Centre
Mon Sheong Long Term Care
Mount Sinai Hospital Wellness Centre
New Tecumseth Recreation Centre
North York General Hospital
Oak Ridges Community Centre
OCSA Capacity Builders
Ontario Shores Centre for Mental Health Sciences
Participation House
Richmond Hill Chinese Baptist Church
Rouge Wood Community Centre
Ryerson University
SAVA
Scarborough & Rough Hospital 
Scarborough Centre for Healthy Communities
Scarborough Chinese Alliance Church
Senior Persons Living Connected 
Service Canada
SSN (Social Service Network)
St. Christopher Chinese Anglican Church
St. John’s Ambulance 
St. Peter & Paul Retirement Homes and Seniors Apartments
Temple Har Zion
Tendercare Living Centre
The Kidney Foundation of Canada
The Kidney Foundation of Canada – Chinese Chapter
Toronto Central and York Region Osteoporosis Canada
Toronto Chinese Grace Baptist Church
Toronto Community Housing Corporation
Toronto Fire Services

 

  
  
  

    
  
 

  
     
 
  

   
    
    

 
    

  
     

   
  
  
  

     
 
    

   
 
     

  
  

    
  

    
  

 
    

    

  
    
 
   

  
  

   
   

 
   

   
   

 
    

 
   

 
    

  

  
  

 
  

    
   

   
   
   
   
  

   
 
  

   

Funders

Carefirst would like to extend our healtfelt thanks to the following funders, 
community organizations, business corporations and individuals for their contributions and support.

City of Toronto's Community Service Partnership Grants
Employment and Social Development Canada
Local Health Integration Network, Central
Local Health Integration Network, Central East
Local Health Integration Network, Toronto Central

Ministry for Seniors and Accessibility
New Horizons for Seniors Program
Ontario Ministry of Health and Long-Term Care
United Way Greater Toronto
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Emily Chan
Stephanie Cheng
Hon Tai Cheung
Dr. Allen Chiu
Dr. Christina Choi
Connie Fong
Kwong Yee Ho
Robert Hung
Alan Keung
Oi Kwan

Dr. Jason Kwok
Jay Lam
Rev. Karl Lam
Sunny Lau
Edmund Law
Alex Lee
James Lin
Marianna Look
Dr. Christine Ly
Kit Yee Ma

Yoi Ng
Rev Don. Pollock
Peter Poon
May Soo
Dr. Charlene To
Bo Bo Tong
Jacky Tsui
Linda Wan
Andrew Wong
Anson Wong

Bernard Wong
Man Kuen Wong
Vincent Wong
Peter Wu
Alan Yan
Leslie Yip 
Dr. Wing Mui Yiu
Winnie Yu
Dr. Abraham Yuen
Peter Yuen

Alice Chan
Francis Kui Tuen Chan
Lawrence Chan
Lawrence CW Chan
Michael Kwok Siu Chan
Pauline Chan
Hoi Fai Cheng
Jason Chung Ling Cheng
Peggy Suk Ling Cheng
David Kwok Lian Cheung
Wendy Tze Wing Cheung
Winny Chun

Annie Do
Lowina Hui
Raymond Cheung Ming Ka
Kai King
Jimi Ko
Christina Kung
Irene Kwok
Belinda Wing Kwong
Jack Tak Fai Lam
May Hing Lau
Suzanna S.F. Lau
Anita Lee

Kenneth Kam Wing Lee
Susan Lee
Joe Leong
Tony Wai Ming Li
Vincent Wing Sang Li
Winnie Lo
Mario Rosario
William Shaw
Peter Chung Leung Shum
Connie Kwan Yee So
Lancy Ip Pui Lan Szeto
Kai Yuen Tam

Andrew Tang
Gloria Ting
Jennia Tung
Angela Kuen Wong
Barbara Wong
Daisy Mo Dak Wong
Idmon Wong
Joseph L.Y. Wong
Phoebus Chun Sing Wong
Yun Ping Wong
Maria Yuk Yung Yeung

Business Corporations and Individuals

A1 Chinese Radio
Bayview Hill Pharmacy 
Best Deal Graphics & Printing
Canadian Municipal Business Gateway
Com Computer
Congee Queen
Edmund Pharmacy
Fairchild Radio
Fairchild Television
Global Imperial Cuisine
Goldhawk Dance Group
Guardian Pharmacy
H Café
Highland Feathers

Hilton Toronto Markham Suites
Conference Centre

Jenny Wong Beauty School
Mandarin Holidays
Ming Pao Daily Newspaper
Mobility Matters
Modern Meds 
Mount Pleasant Group of Cemeteries
Nong's Clinic
NOVO Healthnet  
O Mei Best Chinese Cuisine
OMNI TV
Philips Home Healthcare Solutions
RBC Bank Canada

Sheraton Parkway 
Toronto North Hotel

Sing Tao Daily 
Snapd Scarborough
Sunny Ho Barrister and Solicitor
TELUS
Today Commercial News
Toronto Chinese Music School
Toronto Chinese Opera Group 
UNI Shows System
Very Fair Chinese Restaurant
XINFLEX Media
Yan Wok

Special acknowledgement to the following volunteers who have contributed over 200 service hours in 2017 - 2018

Community Organizations

Toronto Libraries
Toronto Police Services  
Town of Richmond Hill
TransCare Community Support Services
Unionville Home Society
University of Toronto
VHA Home Healthcare 
Volunteer Toronto

Welcome Centre Markham North
Welcome Centre Markham South
Welcome Centre Newmarket
Wilfrid Laurier University
Yee Hong Centre for Geriatric Care
York Region Police
York Region Public Health Branch
York University
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Carefirst Board Directors and the dignitaries at Carefirst 2018 Young at Heart 
Charity Gala Official Opening Ceremony.

Carefirst Seniors, Carefirst Foundation and Carefirst Family Health Team Board 
Directors and the officiating dignitaries at the 2017 Annual General Meeting. 

Dr. Paul Tam, Carefirst President, and Board Directors 
sincerely thanked all staff and volunteers for their support 
towards Carefirst during the Annual Staff and Volunteer 
Recognition Dinner.   

(L to R) Young at Heart Charity Gala Honorary Chair, Peter Yuen, 
delivering his greeting at 2018 Young at Heart Charity Gala Press 
Conference; panel member Michael Wong, Gala Co-Chair, 
Stanley Kwan, Carefirst Foundation Honorary Advisor, Yan Liu, 
Gala Co-Chair, and Lara Chan, General Manager of Congee Queen, 
2018 Charity Gala Title Sponsor.  

(L to R) Angie Saini, Director 
of Client Care, Dr. Samir Sinha, 
Carefirst Hon. Advisor & Peter and 
Shelagh Godsoe Chair in Geriatrics 
at Mount Sinai Hospital, Dr. Jason 
Cheah, CEO of AIC (Agency for 
Integrated Care), Singapore, and 
Helen Leung, CEO, at 2018 Global 
Conference on Integrated Care held 
in Singapore. Celebration at 2017 Carefirst Community Levee. 

Dr. Sheila Neysmith, 
Executive Vice President, 
Janet Lee, Board 
Secretary, touring and 
introducing Carefirst’s 
INTEGRATE service 
model to City of Toronto 
Mayor John Tory.
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Long Service Volunteer Award Presentation at Carefirst 
Annual Volunteer Recognition Dinner.

(R to L) Alex Yuan, Carefirst 
Hon. Member, accompanying 
Mayor John Tory and Councillor 
Chin Lee to meet with Carefirst’s 
seniors and community 
members. 

MP Jean Yip, MP Shaun Chen, Councillor Jim Karygiannis, Councillor 
Alan Ho, Councillor Godwin Chan, Councillor Castro Liu, Peter Yuen, 
Toronto Police Deputy Chief and Carefirst Board Directors leading the 
2018 Carefirst Charity Walk for Health.

Norman Li of Mt. Pleasant Group, Carefirst 
2017 Radio Telethon Event Sponsor, 
appealing to the public for their support 
towards the development of the Carefirst 
Mobile Health Unit.

Helen Leung, CEO, and Senior 
Management Team conducting 
tour and introducing Carefirst 
INTEGRATE Care Model to 
CE LHIN Patient and Family 
Advisory Committee.   

TELUS Mobility Corporate volunteers 
celebrating Chinese New Year with seniors at 
Carefirst. 

Jennifer Lo, General Manager of 
Fairchild Radio (Back row L4),  and 

team of DJs visiting Carefirst.(L to R) Alice Mui, Director of Client Care, 
Jabeen Fyazi, Diabetes Education Program 
Team Lead, and Nancy Leung, Program Director, 
promoting Carefirst Mobile Health Unit services 
at the Markham Aaniin Community Centre Official 
Opening.
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Ms Wen Wen Ruan, Wen Wen & Friends Charity Concert Organizer, 
and guest performers supporting Carefirst.

Volunteers busy in answering donors’ 
incoming calls at Carefirst Annual 
Radio Telethon.

Carefirst Board presenting recognition 
plaque to Toronto Police Services for their 

support to Carefirst.

‘Letters’ – Drama Performance hosted by Fairchild Radio 
in supporting Carefirst. (L to R) River Lee of Fairchild 
Radio, Ngok Wah, renowned Hong Kong artist from 
Vancouver, May Soo and Peter Poon of Drama One,  
Shirley Ng, Carefirst Foundation Board Director, and 
Jennifer Lo, General Manager of Fairchild Radio.  

Carefirst Board and staff presenting souvenir to 
the Ho’s Family for their generous support to 
Carefirst while celebrating Mr. David Ho’s 65th 
birthday.

Generous donation from T.E.S.T 
Charitable Foundation. 
(L to R) Allan Sum, Carefirst 
Foundation Board Director, 
Jimmy Sun, T.E.S.T. Charitable 
Foundation Founder, Michael 
Wong, Carefirst Seniors Executive 
VP, Benson Sy, T.E.S.T Charitable 
Foundation Chair. 

Long-time supporter Mrs. Susan Wong’s 93 
birthday celebration. (L to R) Peter Choy, 
Carefirst Foundation Treasurer, Edith Lam, 
Director of Development & Communication, 
Mrs. Susan Wong, Helen Leung, CEO, and 
Charles Poon, Honorary Advisor.
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Support from Ladies Leisure Club at the Charity Walk for 
Health and Community Fun Fair. Carefirst Youth Club, a drop-in program for youths between 

the age of 14 – 24, giving youth opportunities to establish peer 
networks, access resources, develop skills and many more. 

Delegates from Hong Kong Institute of 
Vocational Education (IVE)

Dr. Anthony Lee (Center), Chief Hospital Manager and 
Medical Director of Hong Kong Union Hospital

Delegates from Beijing China

Delegates of Hong Kong Council for 
Social Services

(L3) Dr. Edward Leung, Hon. Consultant 
Geriatrician and Director of Geriatric 
Medicine Centre (Healthy Ageing) of 
Hong Kong Sanatorium and Hospital.

Numerous overseas delegates visited Carefirst to learn about Carefirst One-Stop  
Multi- Services Centre and the innovative INTEGRATE service delivery model.
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Seniors’ Exercise Class 

Seniors enjoying outing activities.

Councilor Castro Liu (Back Row L1) and 
Senior Management Team celebrating ADP member – 
Madam Louie’s 105 Birthday at Richmond Hill  
Adult Day Program. 

Volunteer Corner - a regular program for volunteers to 
celebrate and share their life experience.

Students from The Dalton School performing traditional Dragon 
Dance when celebrating Chinese New Year with the seniors.

The Senior and Middle Management Team participating 
in Leadership and Management Training, conducted 
by Dr. Hilton Chan. Participants were inspired to 
think innovatively and provided with various tools and 
techniques in their management toolbox.

Adult Day Program Clients 
using Virtual Reality to travel 

to different countries while 
staying in their own chairs.
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