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Carefirst’s Services Centres
Carefirst One-Stop Multi-Services Centre
300 Silver Star Blvd., Scarborough, ON M1V 0G2
Tel: 416-502-2323 Fax: 416-502-2382
Carefirst Family Health Team &
Carefirst Specialist Clinic (Scarborough Site)
300 Silver Star Blvd., 2/F, Scarborough, ON M1V 0G2
Tel: 416-502-2029 (FHT) 416-847-8940 (Specialist Clinic)
Carefirst Family Health Team (Richmond Hill Site)
420 Hwy 7 East, Suite 27, Richmond Hill, ON L4B 3K2
Tel: 905-695-1133 Fax: 905-695-0826
Carefirst Transitional Care Centre
300 Silver Star Blvd., 3/F, Scarborough, ON M1V 0G2
Tel: 416-572-3838
York Region Community Services Centre
420 Highway 7 East, Suite 104A, Richmond Hill
ON L4B 3K2
Tel: 905-771-3700
Adult Day Centre
• 300 Silver Star Blvd., 2/F, Scarborough, ON M1V 0G2
		 Tel: 416-847-0277
• 3601 Victoria Park Ave., Suite 209
		
Scarborough, ON M1W 3Y3
		 Tel: 416-649-1212
• 9893 Leslie Street, Richmond Hill, ON L4B 3Y3
		 Tel: 905-780-9646

South Toronto Office /
Helena Lam Community Services
479 Dundas Street West, Toronto, ON M5T 1H1
Tel: 416-585-2013
York Region Richmond Hill One-Stop
Access Multi-Services Centre /
Ip Fu Ling Fung Adult Day Centre
9893 Leslie Street, Richmond Hill, ON L4B 3Y3
Tel: 905-780-9646 Fax: 905-780-9045
Mississauga Community Services Centre
1051 Eglinton Ave. West, Mississauga, ON L5V 2W3
Tel: 905-270-9988
Supportive Housing Services
91 Augusta Ave., Suite 707, Toronto, ON M5T 2L2
Tel: 416-603-0909 Fax: 416-603-0436
3825 Sheppard Avenue East, Suite 902
Toronto, ON M1T 3P6
Tel: 416-291-1800 Fax: 416-291-9586

Assisted Living Services
65 Anna Russell Way, Markham, ON L3R 3X3
Tel: 905-752-0401 Fax: 905-752-0403
20 Water Street, Suite 201, Markham, ON L3P 7P7
Tel: 905-294-9434 Fax: 905-294-9436
Overnight Stay Program
87 Anna Russell Way, Markham, ON L3R 3X3
Tel: 905-752-0402

www.carefirstontario.ca · email: info@carefirstontario.ca
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Congratulatory Message from
the Prime Minister

September 24, 2021

Dear Friends:
I am pleased to extend my warmest greetings to everyone
celebrating the 45th anniversary of the Carefirst Seniors and
Community Services Association.
For 45 years, the Carefirst Seniors and Community Services
Association has provided high-quality health care and support services to seniors in
the community. This milestone offers a wonderful opportunity to celebrate your
organization’s many accomplishments and to set goals for the future.
I would like to commend the Carefirst staff and volunteers for their hard work and
dedication. You can take pride in knowing that you are making a difference in the
lives of your fellow citizens.
Please accept my best wishes for a memorable anniversary and for continued
success.
Sincerely,

The Rt. Hon. Justin P. J. Trudeau, P.C., M.P.
Prime Minister of Canada
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Congratulatory Message from
the Ontario Minister for Seniors and Accessibility
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Congratulatory Message from
the Mayor of Toronto

Message from the Mayor
It gives me great pleasure to extend best wishes to Carefirst Seniors and
Community Services Association on the occasion of its 45th anniversary.
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Yours truly,
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OFFICE OF THE MAYOR
100 QUEEN STREET WEST, TORONTO, ONTARIO, M5H 2N2

OFFICE OF THE MAYOR
100 QUEEN STREET WEST, TORONTO, ONTARIO, M5H 2N2
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Congratulatory Message from
the Mayor of Richmond Hill

The Mayor and Members of Council of the City of Richmond Hill
Extend their Congratulations to

Carefirst Seniors and

Community Services Association
on the occasion of your

45th Anniversary

Since 1976 Carefirst has provided a critical function in our community for
seniors through your adult programs, assisted living, supportive housing,
transportation, home care, bereavement and much more. We are thankful
for your valuable work in the community and the opportunity for the City
of Richmond Hill to support your continuing work and success.

Joe DiPaola
Acting Mayor
August 27, 2021
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Congratulatory Message from
the Mayor of Markham

Frank Scarpitti
Mayor

2021

MESSAGE FROM MAYOR FRANK SCARPITTI
On behalf of Members of Council and the City of Markham, I am pleased to extend my sincere
congratulations to Carefirst Seniors and Community Services Association on your 45th anniversary.
This significant milestone creates an opportunity to reflect on the achievements of the past and build
excitement for a brighter future. Carefirst Seniors and Community Services Association has played a
monumental role in enhancing the wellness of seniors in our community and has transformed into a
social and health care organization highly regarded by the government, funders, service partners and
community members.
I would like to praise Ms. Helen Leung, the Board of Directors and the entire team of staff at Carefirst
Seniors and Community Services Association for your leadership and commitment to enhancing the
wellness of seniors in our community. You are an integral part of the vibrancy of our community and I
thank you for the important programs and services you provide especially during the challenging
pandemic. I would also like to extend my sincere appreciation to all the volunteers for giving your time
and talents to keep the association thriving and welcoming. Our community is also strong thanks to the
kind-hearted and generous sponsors, donors and supporters.
As the Mayor of Markham, I would like to congratulate Carefirst Seniors and Community Services
Association on your 45th anniversary. I am confident that your services will continue to enrich and
empower the lives of many for years to come. Best wishes for a successful celebration!
Sincerely,

Frank Scarpitti
Mayor

The Corporation of the City of Markham, Anthony Roman Centre, 101 Town Centre Boulevard, Markham, Ontario L3R 9W3
Tel: 905.475.4872 Fax: 905.479.7775 MayorScarpitti@markham.ca www.markham.ca
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Carefirst 45th Anniversary

Chinese Seniors Home
Support Services with a
basement office loaned
by Toronto City Home
Tenant Association at 36A
Baldwin Street, Toronto.

Chinese Meals-on-Wheels Services –
housed by the University Settlement
(1976).

20th Anniversary Celebration (1996).

Official opening of Carefirst York Region
One-Stop Multi-Services Centre in
Richmond Hill in 2007.

Renaming Campaign in Year 2000 – new agency name:
Carefirst Seniors & Community Services Association.

10th Anniversary Annual General Meeting (1986).

30th Anniversary Celebration (2006).

Carefirst One-Stop Multi-Services Centre
Ground Breaking Ceremony in 2013.
Grand Opening of Carefirst
One-Stop Multi-Services Centre in 2016.
Celebrating 40 years of serving the
community (2016).

Prime Minister Justin
Trudeau visiting Carefirst
One-Stop Multi-Services
Centre in 2019.

Soft launch of Carefirst Campus of
Care Capital Project in 2021.
Pioneered the development of Carefirst
Medical Health Unit in 2017.
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Celebrating Carefirst’s 45th Anniversary in 2021
Reminiscing Carefirst’s Historic Milestone Development (1976 – 2021)
1976
1980

5

1985
1986

10
1989
15
1992
1995

20

1997
1999
2000

Started Chinese meals-on-wheels service in
Chinatown, Toronto with a $1,000 operating budget.
In 1978 Founded the Chinese Meals-on-Wheels
and Mutual Aid Association.
Renamed as Chinese Seniors Home Support
Services Association, growing from single meals on
wheels service to a range of home support services.

YEARS
Incorporated as a non-profit charitable organization.

2001

25

2002
2004

Approved as a member of United Way Toronto
(presently known as United Way Greater Toronto);
and adopted the new agency name Toronto Chinese
Seniors Home Support Services Association.

YEARS

Renamed as the Chinese Seniors Support Services
Association to reflect the expanding service scope
and geographic coverage.
Started the first Supportive Housing Service in
Alexandra Park Seniors Apartments at 91 Augusta
Ave. in Toronto.

YEARS
Launched the second Supportive Housing Service in
Tam O’Shanter Seniors Apartments and started an
Adult Day Service in Scarborough.
Opened the York Region Community Service Centre and
Adult Day Care Centre in Richmond Hill; and approved
as a member agency of United Way York Region.
Launched an agency renaming campaign and
adopted Carefirst Seniors & Community Services
Association as the new agency name.

YEARS
Extended services to Mississauga and was approved
as a member agency of United Way Peel Region.
Achieved the first three-year accreditation from
2004-2007 by the Canadian Council on Health
Services Accreditation (presently known as
Accreditation Canada).

2011

35

2012
2013

2005
2006

30

2007

2009

Granted $1 million capital funding by the Town of
Richmond Hill for “Carefirst York Region One-stop
Multi-Service Centre” in Richmond Hill.

2014

Launched the Stanford Model Chronic Disease SelfManagement Program.

2015

YEARS
Funded by the Ministry of Health and Long-Term
Care for the operation of Carefirst Family Health
Team (Richmond Hill site); and opened the Carefirst
York Region Specialist Consultation Service Centre
in Richmond Hill.
Won 2009 Health Innovation Finalist Award from
the Ministry of Health and Long-Term Care for the
innovative project: Chronic Kidney Disease Early
Identification and Outreach Program, jointly launched
with the Scarborough Regional Renal Dialysis
Program.
Approved licence by the Ministry of Training,
Colleges and Universities for the operation of the
Carefirst Vocational Training Centre.

Received $500,000 from the Ontario Trillium
Foundation - Community Capital Fund towards the
building of the One-Stop Multi-Services Centre in
Scarborough.

2018

Study Tour to On Lok Lifeways, San Francisco, U.S.
and adoption of the On Lok PACE Model of Care at
Carefirst.

2019

Received approval of $12 million loan from
Infrastructure Ontario for construction of “Carefirst
One-Stop Multi-Services Centre”.

2020

Opened another Adult Day Program in Scarborough,
a total of 3 Adult Day Program Centres (2 in
Scarborough and 1 in Richmond Hill).
Completed construction of capital project and
started operating from Carefirst One-Stop MultiServices Centre.

40

2017

Received Health and Wellness Award from 2016
European Healthcare Design Congress for the
innovative architectural design of Carefirst One-Stop
Multi-Services Centre.

2021

YEARS
Achieved Accreditation Exemplary Standard from
Accreditation Canada.

Partnered with Scarborough Health Network on the
new Integrated Care for assisted Peritoneal Dialysis
Patients at home.

Surfing the waves of the COVID-19 pandemic:
Wave 1: Provided Community Emergency Program
for the vulnerable individuals;

Approved by Ministry of Long-Term Care to develop
Carefirst Campus of Care with a 120-bed long-term
care home, a medical centre, a social community hub
and a gymnasium in Richmond Hill.

Carefirst One-Stop Multi-Services Centre Grand
Opening.

Pioneered the development of a Medical Health Unit
(MHU).

The Connecting Care Act, 2019 lays out the
foundation to transform and strengthen the public
health care system, e.g. through the establishment of
Ontario Health Teams (OHTs). Carefirst became core
members in several OHTs: Eastern York Region North
Durham OHT, North York Toronto Health Partners,
Scarborough OHT, and West York Region OHT in 2020.

Waves 2, 3: Appointed by Central Ontario Health as
lead agency to work with 24 local service providers for
“High Priority Communities Program” (HPCP) for south
east Markham (a hot zone hardest-hit by COVID-19.

Commencement of Carefirst Transitional Care Centre.

2016

Partnered with Alzheimer Society of Durham Region
and Seniors Care Network to set up a Memory Clinic
in Carefirst One-Stop Multi-Service Centre.

Partnership with Ontario Shores to develop
a psychotherapy clinic in Carefirst One-Stop
Multi-Service Centre.

YEARS

Held Ground Breaking Ceremony for the building of
the Centre for tomorrow: Carefirst One-Stop MultiServices Centre.

Launched the only Chinese Elder Abuse Helpline in
Toronto.

Opened the Scarborough Branch Office to serve the
City of Scarborough.

YEARS

Collaborated with The Scarborough Hospital’s
Regional Dialysis Centre to pioneer the Peritoneal
Dialysis Social Day Centre for the chronic renal
patients at Carefirst.

45

Partnered with several community hospitals
(Scarborough Health Network, North York General
Hospital and Markham Stouffville Hospital) and York
Region Public Health for delivery of both stationary
(at Carefirst One-Stop Multi-Services Centre) and popup vaccination clinics in Scarborough, North York and
Markham with Carefirst’s medical health unit (MHU).
Awarded new service contract of Integrated Dialysis
Care (IDC) from the Unity Health Network (St.
Michael’s Hospital, St. Joseph Health Centre, and
Providence Health Centre).
Soft launch of Carefirst Campus of Care Capital Project.

YEARS

Carefirst Seniors & Community Services Association
Mission Statement
Our mission is to ensure that seniors and
Delivering
Providing top quality
others in need of services, living in Toronto
client-centred
& culturally relevant
services that reflect
social, health care, &
and surrounding areas, enjoy a high quality
an integrated model
support services to
of life in their communities. We strive to
of care.
our clients.
maximize their well-being through a
range of social, health care, and
supportive services planned and
Advocating
We
Ensuring a
delivered through an integrated
to government, voluntary
professional
and caring
Achieve
and private sectors on
model of care. We will ensure
attitude in all our client
issues relating to policies
Our Mission
relationships.
that a comprehensive range
and programs that
by:
affect our clients.
of services are delivered by an
effective team of professionals
Achieving optimal
and volunteers on a holistic
wellness levels in our
Promoting in the
basis.
clients by encouraging
broader community an

S

I

awareness of our clients’
needs for social,
health care & support
services.

V

them to participate
as actively as
possible in their
communities.

VISION & VALUES

I
O N

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

• 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.
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Carefirst Strategic Plan 2016-2021
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 multiservice centre was the culmination of a decade of planning and fund-raising. 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

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 leadingedge 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.
12

Carefirst Strategic Plan 2016-2021
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.
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Development of New Mission & Strategic Plan (2022 – 2027)
Mission, Vision and Values
Mission Statement
Carefirst empowers clients to live their best lives as they age, by providing
integrated health and social care.

Vision Statement
Carefirst will be renowned for forward-thinking, integrated, community-based care.

Values
C – Collaboration
A – Accessibility
R – Responsiveness and accountability
E – Equity, diversity and inclusion
F – Family and client-centered
I – Integrated continuum of care
R – Respect and recognition
S – Safety and wellbeing
T – Top quality programs and services

Strategic Objectives
To build stronger, equitable, more inclusive, caring communities, we will:

1

Advocate for and engage clients, care partners and grassroots
communities as agents of change as well as service beneficiaries.

2

Strengthen human resources.
(a) Be the employer of choice for meaningful work.
(b) Build leadership capacity and succession planning.

3

Strengthen strategic partnerships.

4

Ensure financial sustainability.

5

Expand awareness and knowledge of Carefirst and its impact.

6

Modernize technology and innovate to remove physical and social
barriers to access.
14

Report from President and CEO
Eighteen months have passed since the World Health Organization declared COVID-19 a
pandemic. Despite the adversity and challenges, Carefirst received a great deal of positive
feedback from our clients and families. We witnessed hardworking staff make a commitment
to roll out instrumental initiatives to battle COVID-19.
The 2020/2021 Annual Report “Surfing the Waves of the Pandemic: A Journey of Reset,
Resilience and Revitalization” captures highlights of a memorable year, from Carefirst’s
extraneous effort to support vulnerable communities amid the pandemic to our service
expansion into long-term care with approval from the Ministry of Long-Term Care. Some of our
key accomplishments for the fiscal year include:

•

Reset Directions with a New Carefirst Five-Year Strategic Plan
•

•

•

Carefirst is now in the fifth year of our Strategic Plan 2016-2021. The organization
has kicked off the strategic planning process, supported by Management Advisory
Services (MAS) Consulting. Carefirst has reviewed and elevated our mission and
vision to build up the organization’s position not only as a service provider but also
as a leader and agent of change. We strive to engage and empower service users,
staff, volunteers and caregivers to work together as partners in building stronger,
equitable and more inclusive communities.

Resilient Leadership During COVID-19 Pandemic
•

In late December 2020, Ontario Health Central called upon Carefirst to provide
leadership to local service providers in rolling out the High Priority Communities
Program (HPCP) to pave the path towards recovery for south east Markham, which
was one of the areas hit hardest by COVID-19. Carefirst accepted the responsibility
and learned to mobilize partner organizations to support vulnerable communities
amid the pandemic.

•

To date, Carefirst has forged partnerships with 24 community organizations and
gained a foothold in south east Markham as a result of the joint effort. Carefirst is
confident that we, alongside our partners, can lead the building of a “community of
care” in Markham as the region moves into economic and social recovery. Carefirst
believes that sustaining the program would be vital to establishing health equity in
and the recovery of the community.

Revitalized Service Delivery through Digital Health and Virtual Care
•

Carefirst adjusted quickly amid the COVID-19 pandemic to ensure clients were
able to receive care at home. New digital practices and technologies were
implemented to improve patient access to and experience with our programs and
services. We invested heavily in virtual care, including increasing the availability of

15

video conferencing to our wellness and health education programs so that clients
across the province and even outside of Canada may participate.
•

•

The Carefirst IT team imported more digital platforms and tools that made managing
health resources easier for staff. Integrating secure health information electronically
allowed for earlier service intervention, leading to improved care for clients and
caregivers.

Resounding Success with Ministry of Long-Term Care’s Approval of Carefirst
Campus of Care
•

In November 2020, the Ontario government announced its allocation of 2,983 longterm care spaces to be built through 29 projects across the province. Carefirst is
honoured to be one of the approved projects that will be developing the Carefirst
Campus of Care at 9893 Leslie St., Richmond Hill. The project means that Carefirst
will be adding 120 new long-term care beds to increase access to long-term care,
reduce waitlists and ease hospital capacity pressures.

•

The state-of-the-art Carefirst Campus of Care will not only feature a 120-bed longterm care home but also a medical health centre, a social community hub and a
gymnasium for all age cohorts. The campus will empower seniors and those in need
to age in place comfortably and successfully by ensuring that they’re more connected
and better supported by the wide range of primary care services and home and
community care services.

•

Carefirst’s Building and Maintenance Committee has been working closely with the
Ministry of Long-Term Care in the planning of this monumental capital project. We
have anchored an experienced project management company and a world-class
architecture firm to ensure that Carefirst is building a 21st century facility that can
endure the test of time. Carefirst is targeting to open the doors to the Campus of
Care by fall 2024.

What Carefirst accomplished this past year is the result of the tenacious commitment and hard
work of our staff, volunteers and governance members, as well as the steadfast support of
our clients, caregivers and service partners. Carefirst would like to convey our gratitude to our
funders and donors for their trust, unfailing support and contributions that have enabled us to
fulfil our mission to serve the community.

Sheila Neysmith
Board Chair
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This is a condensed financial report. A full copy of 2020/2021 audited Financial Report by our auditor
Grant Thornton is available at Carefirst’s Administration Office (416-502-2323).

2020/2021 Financial Report

Carefirst Seniors & Community Services Association
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2020/2021 Balanced Scorecard
Outcome Measure of Accomplished Strategies and Objectives Based on Quadruple Aim
Client and Family Experience
(Total number of survey respondents: 1,551, i.e. equivalent to
27.5% of total individual case clients served)
Effectiveness
• 91.4% clients and/or caregivers described their experience and
satisfaction as good or very good.
• 96.5% clients and/or caregivers indicated that they would
recommend Carefirst’s services and programs to others.

Client- and Family-Centeredness
• 85.2% casework clients and/or caregivers commented that they
were often or always involved in their care/service planning.
• 91.5% clients and/or caregivers indicated that the staff very often
or always explained things to them in a way they could understand.

Accessibility and Integration
• 93% clients and/or caregivers indicated that they were informed
or connected to other services and supports available in the
community when needed
Safety
• Increase of 37.5% incidence rate as compared to last year’s
due to clients’ increasing physical deterioration, cognitive
impairment, social disconnection, delayed intervention
and hospitalization due to COVID-19 pandemic.

Provider Experience
Safety
• 100% participation rate for the 9 Personal Support
Worker enhancement training programs on professionalism,
ethics, critical thinking and mental health.
• 25% decrease in claims filed with Workplace Safety and
Insurance Board (WSIB) with 13 claims in 2020-2021 compared
to 17 claims in 2019-2020.

Efficiency
• Saved 533 processing hours, i.e. saving 0.3 FTE manpower over
the past 8 months, through successful launch of PurelyHR to
streamlines payroll and leave management

Satisfaction
• Sustained 80% staff retention during the COVID-19 pandemic.
• 95% staff vaccination rate across the agency
• Decreased staff attrition to 25% in 2020-2021 from 35% rate in
2019-2021
• 80% of staff respondents said that they would recommend
Carefirst to a friend as a place to work
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Population Health
• Sustained clients’ general well-being by
expanding the hybrid approach (both
in-person and virtual platforms) across all
Carefirst services and programs delivery
during the pandemic.
• Increased accessibility and connectivity
to virtual health programs for vulnerable
high-risk seniors/vulnerable individuals
(through technology coach and free use of
electronic devices/data plans) with 92.7%
of 1,250 participants indicated increased
connectedness and support their daily lives.
• Reduced community health disparity through
community outreach and health education
programs in some COVID-19 hot zone areas
• Strengthened community partnerships to
support the vulnerable communities that are
disproportionally impacted by the pandemic
(14 new partnerships with settlement
services organization, youth
organizations, community services
agencies and local grassroots
groups were established to
enhance neighbourhoods of care
for the local communities).

Financial Management
• 1% decrease in total agency revenue with
total operating budget of $21.2 million.
• 12% increase in time-limited government
and supportive grants.
• 12% increase in restricted reserve funds.
• 167% increase in total agency donations
and fundraising.
• 83% operating expenditure expensed on
direct client services.

High Priority Communities Program
High Priority Communities Program for South East Markham
A collective action to address the COVID-19 pandemic challenges.
Thousands were hospitalized, isolated, depressed and frightened in 2020 with the global
outbreak of COVID-19. To address these complex challenges and to reduce the overall
prevalence of COVID-19 in the hardest-hit communities, the provincial government rolled out
the High Priority Communities Strategy across Ontario in late 2020. Carefirst was identified
by Central Region Ontario Health to lead local service providers to execute this strategy for
neighbourhoods in south east Markham. Carefirst quickly leveraged its existing relationships
built over the years to form a strong alliance with multiple organizations to co-design and codeliver three prescribed service pillars in collective action. This collaboration included acute
care hospitals, settlement service agencies, ethnic service providers, youth agencies, local
grassroots organizations and faith groups—all of which have their own specialized services
and community networks.

Collectively Planned and Delivered the Three Service Pillars:
1. Community Outreach and Education
To increase awareness of COVID-19; reduce transmission; provide necessary information
on available supports and services; and disperse PPE to residents and community members
through service partners and community ambassadors.
2. Access to Testing
To increase easy access to testing in high priority communities through the implementation
of easily accessible community-based swab testing clinics.
3. Wrap-around Supports
To connect impacted community members with available social services and supports,
using care pathways and case management approaches that enable them to comply with
public health direction as well as effectively and safely isolate as needed. These services and
supports include but are not limited to:
• Federal emergency financial supports;
• Provincial emergency income and social service supports in the community; and
• Local service providers for food, material supplies, medication, essential deliveries,
service navigation, self-isolation centre and emotional support.
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Collectively Demonstrated the Synergy of Partnerships:
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The High Priority Communities Program’s greatest outcomes and success would not have
1 | P abeen
ge
possible without our dedicated partners. Since the start of this project, Carefirst has been
working closely with Central Region Ontario Health, York Region Community and Health Services
and Health Commons Solutions Lab to ensure that the initiative moved in the right direction.
Our partners supplied the team with additional information and resources (e.g. educational
materials, research information), mobilized other support services (e.g. financial assistance,
isolation centre, children services, etc.) and provided continuous guidance. By hosting weekly
alignment and coordination meetings, they kept lead organizations on the same page. These
weekly gatherings opened a channel to share knowledge, resources and community practice
between Carefirst and Vaughan Community Health Centre, a neighbouring lead organization
of the initiative. Equally important were the following esteemed service partners that showed
flexibility, ferocity and diligence to make an impact in the community.

•
•
•
•
•
•
•

105 Gibson Centre
360°kids
Carefirst Family Health Team
Centre for Immigrant and Community Services
CHATS-Community & Home Assistance to Seniors
City Councillor (Ward 7)
City Councillor (Ward 8)

•
•

Eastern York Region North Durham Ontario Health Team
Health Commons Solutions Lab
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High Priority Communities Program
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Health for All Family Health Team
Hong Fook Mental Health Association
Islamic Society of Markham
Markham Chinese Presbyterian Church
Markham Stouffville Hospital
Markham Wesley Centre
Scarborough Centre For Healthy Communities
Scarborough Health Network
Scarborough Ontario Health Team
Social Services Network
Tamil Canadian Centre for Civic Action
The Cross-cultural Community Services Association Services
YMCA of Greater Toronto
York Region Community and Health Services
York Region Public Health

Testing Centre at Carefirst One-Stop Multi-Services Centre.
Testing Centre at Markham YMCA (photo credit to YMCA of
Greater Toronto and Joseph Michael Photography).

Testing Centre at Markham
Chinese Presbyterian
Church.

Drive-through Testing Centre at Islamic Society of
Markham.

COVID-19 Vaccination Information Town Hall.
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Impactful Voice
Carefirst Client and Family Advisory Council
As a member of the Carefirst Client and Family Advisory Council (CFAC), you will have the
opportunity to share your expertise, guidance, insights, and experience as a service user,
patient, caregiver or family member and play an active role in planning, developing and
designing services for seniors and their caregivers.

Together we will:
•
•
•
•

Identify the needs and gaps of services in the community
Plan and co-design programs and services to address the changing needs
Work on improvement measures to ensure excellence of services
Enhance community engagement and capacity

We are committed to reflecting the communities we serve.
It has been an honour and a pleasure to be part of the Carefirst Client and Family Advisory
Council, especially in working with enthusiastic and motivated professionals who are committed
to making a difference and are striving towards team accomplishments and operational excellence
in serving the community.
The CFAC is an excellent forum through which Carefirst gathers direct updates, concerns and
recommendations from its users, clients and circle of caregivers, in order to develop, improve
and benchmark its services to the individuals and the communities which Carefirst serves. It is an
active and effective advisory committee that is an asset for Carefirst, as it not only re-affirms and
reinforces community participation in Carefirst’s work but also provides an enriching experience
to its members.
As members of the CFAC, we continue to look forward to contributing towards the development of
sophistication and maturity within the CFAC and the Carefirst community, and to create further
and better operational and strategic value (e.g. in capabilities / capacities / qualities/performance,
and in products and services in the growth of Carefirst). We thank you for providing us with the
opportunity to serve both Carefirst and the community.
						~ Winnie and Wilbert
						
Client and Family Advisory Council Members

Members’ Experience Survey in Participating in CFAC (Response rate 55%)
Centeredness
• Opportunities to participate in and freely communicate my views, opinions and advice
(Achieved 100% agree or strongly agree)
• Feedback is heard, respected and applied (Achieved 100% agree or strongly agree)
Effectiveness
• The CFAC improves client and patient care (Achieved 60% agree or strongly agree)
• Would recommend becoming a member of the CFAC to others
(Achieved 60% agree or strongly agree)
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2020/2021 Service Highlights
Adult Day Program
Carefirst’s Adult Day Program (ADP) played a vital role in supporting vulnerable homebound seniors to
reduce physical deterioration, cognitive decline, mental impairment and social disconnection through
the delivery of different service modes. In 2020-2021, the ADP and Overnight Stay Program provided a
total of 4,114 in-person and 28,333 virtual daily attendance.
Provided Virtual Wrap-around Care
•

Promptly offered virtual care to our seniors since the start of the emergency lockdown through
daily telephone reassurance, email, weekly mail/delivery of activity packages, video calls to
inform clients of pandemic updates and connection to needed services including but not
limited to meals, grocery shopping, medication and essential deliveries to reduce their sense of
insecurity, fear and anxiety.

•

Developed and implemented online Zoom/Go-to-Meeting programs in one-on-one and small
group format according to the seniors’ capabilities and needs. The activities were tailored to
the seniors’ interests, cultural backgrounds and language preferences. Activities included new
sharing, physical exercise, recreational and cognitive games, singing, music appreciation and
virtual tour around the world to maintain their daily routine, social interaction and physical
and cognitive stimulation.

•

Introduced new virtual technology to seniors, caregivers and staff and coached them to increase
digital literacy for virtual programming. Provided over 40 seniors with electronic devices and
free internet connectivity sponsored by City of Toronto and LHINs to address digital accessibility
and affordability barriers.

Developed and Extended the Adult Day Program
•

Resumed in-person service alongside virtual program activities in August after the lifting of
the emergency stay-at-home order to provide care to our seniors who required more intensive
support and to their caregivers who needed a break from the overwhelming demands and
responsibilities of caregiving.

•

Introduced live-streaming program for those who have yet to resume activities onsite and for
individuals on the waitlist with relatively high functioning to participate in the program from
home. Participants joined our activities and interacted with program staff and other on-site
seniors through the online platform (Adult Day Program Beyond Walls).

•

Actively participated in the Central East Intra-COVID Hybrid Adult Day Program Model Evaluation
Study led by Seniors Care Network in collaboration with all 17 Central East ADP providers
from July 2020 to March 2021. The intent of the evaluation was to ascertain which high-
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performing elements of the hybrid model should be permanently adopted post-pandemic, while
identifying opportunities for quick course correction. The evaluation findings built a strong
case for the continuation of hybrid program delivery post-COVID. While on-site face-to-face
programs seem to be most suitable for the majority of ADP clients (especially those with
advanced cognitive impairment), both virtual programs and home visits can be leveraged to
enable access for clients with transportation and/or mobility issues. Virtual programs can also
be used for waitlist management, soft onboarding of new clients and service delivery during
inclement weather.
Engaged Caregivers as Partners to Provide Care
•

Recruited and coached caregivers to support their seniors to use electronic devices and online
platforms for virtual programming as many seniors relied on their caregivers to connect them
to and/or help them navigate digital platforms.

•

Caregivers played a very important role in developing the seniors’ Personal Reminiscence
Albums which helped our seniors to re-engage in discussions of their past. Old photos and
stories were used to help stimulate the brain, unlock long-term memories and activate
meaningful conversations.

•

Actively engaged caregivers to co-develop the care plans of returning seniors to address their
changing needs and health conditions.

Enhanced Infection Prevention and Control measures
•

Strictly complied to the newly developed infection prevention and control measures and
protocols to ensure safe environment including:
•

Mandatory daily health screening and temperature-taking, mask wearing, good hand hygiene
practices and regular periodic swab testing

•

Reconfiguration of the physical setting to maintain physical distancing, with special rooms
designated for participants with sudden health concerns and installation of plexiglass barriers

•

Frequent cleaning and disinfection of program spaces and materials

•

Cohort grouping for clients and staff with individualized program materials

•

No visitors and caregivers during program hours.

•

Renewed service agreement to reflect the changes.

•

Provided relevant information and education materials to staff, clients, caregivers and family
members.

•

Completed re-assessments for all returning clients to assess their health status, well-being and
needs for care planning.
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From the Client Experience Survey 2020-2021:
•

Clients randomly surveyed: 44 (60% of total individuals served in-person)

Quality
•

100% of clients rated their overall satisfaction in service quality as being very good or
excellent

Effectiveness
• 98% of clients and caregivers indicated that the program was very good or excellent at
helping them maintain or enhance their physical abilities
•

93% of clients and caregivers indicated that the program was very good or excellent at
helping them maintain or enhance their social skills

•

100% of clients and caregivers indicated that the program was very good or excellent at
helping them maintain or enhance positive emotions

“I’m so grateful that my mom is gaining weight in the Overnight Stay Program because I’m quite worried about
her health. Thanks for taking good care of her and we have peace of mind.”
– Stephen Chan, ADP Caregiver

Adult Day Program seniors enjoying a beautiful
sunny day in the backyard of our centre.

All the cheerful smiles of seniors celebrating the 24th
anniversary of the Adult Day Program at Victoria Park Ave.

Seniors were excited to play
with this electronic device.

A moment of art and beauty.

Playing safely and happily together.

South Asian Seniors enjoying the Virtual
Adult Day Program Beyond Walls.
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Participant enjoying a
nutritious breakfast with hot
tea, dim sum and congee at
the Overnight Stay Program.

2020/2021 Service Highlights
Assisted Living Services
In 2020-2021, Assisted Living Services transitioned on-site group supervision sessions for Personal Support
Workers (PSW) to a virtual platform due to the pandemic. PSWs were provided access and introduced to
the virtual platform to ensure that all workers can continue to receive ongoing education and support
under the unprecedented circumstances. Our staff received training on topics such as infection prevention
and control, palliative care, liability, confidentiality, psychological PPE and WSIB.
In response to COVID-19, the Assisted Living (AL) team committed to working with our clients to support
the communities. We coordinated the distribution of PPE including surgical masks and cloth masks, as
well as food hampers, and provided education on infectious disease control to our clients and their
families.
Assisted Living Services is committed to the safety and well-being of the communities we serve. This
past year, we focused on providing all staff with education on vaccinations and infection prevention
and control. To ensure that our clients receive services from a healthy workforce, our staff was highly
encouraged to be inoculated. To date, the AL team has a first-dose vaccination rate of 94%.
We also successfully transitioned and automated our manual processes by using the Mobile Health
Solution (MHS) system to streamline and increase work efficiency. The digitization of the CIMS/MHS app
system allows our staff to better facilitate services for our clients, as well as minimize paper waste and
increase infection control for our workers.
In response to health inequities in the community, the AL team collaborated with service providers and
our colleagues from other service departments to ensure that our most vulnerable clients had access to
the care to which they were entitled. For instance, we arranged transportation services for clients who
wished to receive the COVID-19 vaccine and prioritized the delivery of essential services to our clients.
A total of 169 new referrals were received from Central and Central East LHINs. Cumulative number of
clients who were served in 2020-2021 comes up to 389 (around 87,100 deliverable hours).

Community Support Services
COVID-19 had a devastating impact on the daily living, social and mental well-being and overall quality of
life of many people especially visible minorities and marginalized communities. Such harm to long-term
physical and mental health is immeasurable. In 2020-2021, our Community Support Services team supported
971 at-risk seniors, caregivers and individuals in need to remain safe and connected amid the pandemic.
Provided Emergency Support and Wrap-around Care to People Impacted by COVID-19
•

Collaborated with partner organizations of Ontario Health Teams to set up an emergency
community support hotline and service referral platform.
•
•

Provided central intake and triage within 24 hours for emergency community support
services.
Received an average of 100 calls and referrals daily for information and resources for
daily living and social and mental well-being.
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•

Delivered a comprehensive basket of coordinated services to address diverse challenges.
•

Services included but were limited to essentials delivery, isolation centre, service
navigation, care coordination, telephone reassurance, vaccination support, counselling
and bereavement support.
Provided jointly by Carefirst’s service teams and over 20 service partners.

•

Expanded Service Scope to Enhance Our Capacity to Implement INTEGRATE Care
•

Implemented Meals-on-Wheels service with limited funding support.
•
•

Delivered culturally relevant nutritious hot and frozen meals to at-risk seniors and
individuals who experienced social isolation and/or resided in underserved areas.
Provided case management and assistance by assessing and identifying opportunities
for support, advocating for and connecting clients to community resources, providing
supportive counselling, and assisting with service coordination including security check,
wellness reassurance and transportation.

Adapted Services for Virtual Modality to Support Homebound Seniors and Younger Cohort of Seniors
• Provided virtual one-on-one visits and consultations through telephone, email and online
platforms.
• Conducted virtual community education and support group sessions on elder abuse prevention,
bereavement support, aging at home, COVID-19, vaccination information and caregiver
support.
• Facilitated and supported seniors to access virtual visits and program activities through
technological coaching and lending of devices with internet data.
• Connected with a cohort of young seniors residing outside the GTA.
From the Client Experience Survey 2020-2021:
•

Client randomly surveyed: 102 (10.5% of total individuals served)

•

90% of respondents said that they were satisfied or very satisfied with the overall
service quality
86% of respondents rated client-centeredness as good or excellent
85% of respondents rated the service accessibility as good or excellent

•
•

Virtual-blend hospice
training for volunteers
Caring meals delivered to the community

29

2020/2021 Service Highlights
GAIN Program
The Geriatric Assessment and Intervention Network (GAIN) is a system of 12 teams located in east
Scarborough, Durham, Haliburton, Peterborough, Kawartha Lakes and Northumberland Counties.
GAIN teams provide assessment, investigation, diagnosis, treatment, education, support and care to
older adults dealing with complex health concerns about:
•
•
•
•

Memory loss or confused thinking
Walking and mobility
Falls or risk of falls
Bladder and bowel control

•
•
•
•

Multiple medications
Difficulty coping
Safety issues
Frequent hospital visits

Carefirst’s GAIN team includes a Physician, Nurse Practitioners, Occupational Therapist, Behavioral
Support Clinician, Pharmacist, Social Service Worker, Home and Community Care Support Services
Central East (HCCSS CE) Care Coordinators and Team Assistant. This diverse team provides holistic care
to more than 300 patients every month across the Greater Toronto Area.
In the last year, the Carefirst GAIN team visited patients 2,042 times in various settings. The flexibility of
seeing patients in their homes, the hospital, virtually and even in coffee shops was especially appreciated
as Ontario experienced a series of lockdowns and re-openings. Although the pandemic posed a serious
challenge to the staff and patients, our GAIN team pulled through by staying focused on their bread
and butter—providing quality care.

Home Care Services
The COVID-19 pandemic required the Home Care (HC) team to modify our operational procedures in
order to comply with guidelines and directors of the Ministry of Health, Public Health and our agency
to minimize the health and safety risk of our clients and staff.
At that time, home visits continued to be conducted by Client Service Coordinators (CSC) and/or
Registered Nurses (RN) for client assessments and delegation of duties to workers. In some cases, inperson visits were replaced by telephone conversations as clients and/or their family members refused to
allow the coordinator into the residence. The CSC/RN engaged the client, caregivers and family members
during assessments to discuss the conditions and needs of the client to ensure the proper type of care
was provided.
The HC team maximized the various digital tools that were available to us. The Mobile Health Solutions
(MHS) tool was an effective tool in monitoring client health statuses and service provisions. As well,
the client-screening tool which we required all clients to complete before each scheduled visit aided in
monitoring the community spread of the coronavirus. The COVID Alert app was downloaded to each
staff member’s work cellphone as another way to monitor community spread of COVID-19. As a result
of the ongoing audit to measure the effectiveness of the technology, , the Finance department was able
to process payroll hours based on the CIMS schedule, replacing the paper timesheets method to confirm
work hours of Personal Support Workers (PSW)/Home Helpers (HH) in August 2021.
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COVID-19 also necessitated the transfer of staff training to online platforms. All office staff and PSWs/
HHs participated in a refresher course on IPAC that was conducted by two nurse consultants. Our staff
participated in the annual hand hygiene audit and extra emphasis was made to ensure proper practice in
light of the pandemic. For the annual PSW enhancement training, nine online sessions were conducted,
with total participants of 189 PSWs and 12 CSCs. PSW/HH group supervision became monthly virtual
sessions beginning in October 2020, with participation at 96% (increased 16.6% from previous year’s inperson sessions). The pandemic did not negatively affect the frequency and availability of staff training
and in fact enhanced and improved its effectiveness due to the convenience of virtual participation.
To ensure the health and safety of our clients, HC delivered cloth masks, educational pamphlets and
food hampers to 76 clients living alone. Thermometers were provided to our PSWs to aid in clientscreening for COVID-19-related symptoms. HC also equipped our staff who provided personal care,
cleaning services and case management with sufficient PPE as another level of protection.
To comply with physical distancing regulations, we followed the work-from-home program.
Communication was made easier through the use of work cellphones and online meeting platforms for
weekly rounds and incident reporting.
The work of the On-Call team during time periods outside of regular office hours, on weekends and
holidays was stable and smooth, with the team successfully communicating with funders, clients,
caregivers, family members and PSWs/HHs and providing the necessary information for CSCs to follow
up on any issues during the next business day.
Home Care offers a range of services to clients, including:
Service

No. of clients

Total hours of service

Personal Support Service

770

136,412.25

Home At Last

69

192

Home First

1

3

Respite

69

8,574

Private – Personal Support

17

1,643

Private – Home Cleaning

101

6,579

•

A team of 113 PSWs served 926 clients from the Central, Central East, and Toronto Central LHIN
catchment areas in 2020-2021. A team of five CSCs and two RNs oversaw the case management
of these clients.

•

A team of 23 HHs served 101 clients for the private home cleaning services.
From the Client Experience Survey 2020-2021:

•

HC achieved an overall satisfaction rate of 89.5%
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Integrated Dialysis Care Program
Integrated Dialysis Care (IDC) at Carefirst was launched on February 21, 2019 in collaboration with
Scarborough Health Network as a pilot program that explores community-based Assisted Peritoneal
Dialysis (PD). The Carefirst IDC team—composed of a Team Lead and six nurses who have extensive
training and accelerated experience—delivers highly specialized PD care to community members who
may otherwise require in-centre hemodialysis due to a lack of home support or physical or cognitive
limitations. In 2020-2021, IDC conducted more than 26,200 visits and saw no turnover in the team.
IDC adopted the Shared Care Philosophy by partnering with patients to manage their chronic kidney
disease. It encourages patients to be active participants in their care, promoting a more positive outlook
towards their disease. Shared Care is based on the Shared Hemodialysis Care initiative in the United
Kingdom. Patients and families take an active role in their treatment by learning to master certain
tasks involved in their dialysis care including taking their own blood pressure. The active role empowers
patients to learn more about their disease and engage in elements of their care in a safe patient-centred
environment.
Though the pandemic challenged IDC in many ways, the team was able to thrive. IDC nurses continued
to make thousands of visits, deliver supplies and take on new patients. Hospital-based assessments,
which were not recommended during the pandemic, were tasked to IDC to execute in the community
instead. Without a single outbreak despite being exposed to COVID-19-positive clients, IDC was able
to successfully serve this surge of patients from the hospital. The IDC program remains vigilant and
continues to respond to the community’s unique needs amid COVID-19.
Starting September 2021, IDC at Carefirst will extend our services to Unity Health. This partnership is
expected to double our client base by the end of the year. Unity Health’s trust in our team is a testament
to the quality of work we’ve been providing to our patients. By remaining hyper-focused on Shared Care
and quality care, IDC aims to extend our services to the rest of Ontario in the coming years.

Supportive Housing Services
In 2020-2021, 156 clients received Supportive Housing Services (SHS) in four designated senior buildings.
Many of these clients are frail and elderly, physically disabled, high risk or cognitively impaired. To assist these
clients with activities of daily living, a team of 22 Personal Support Workers (PSW) provides personal care,
security checks and caregiver support among various other services with the mandate of enabling seniors to
lead an independent life and to integrate into the community through the provision of a full range of on-site
support services. SHS offers round-the-clock immediate emergency response service to ensure that clients
have access to help at all times. A total of 37,507 hours of service were provided in 2020-2021.
In the midst of the pandemic, special measures were implemented to ensure client, caregiver and staff
while staff provided on-site service. These measures consist of:
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•

Daily COVID-19 screening of all staff and visitors, including recording body temperature twice
a day.

•

Monitor clients with symptoms; informing family members; and suggesting COVID-19 swab
testing to clients.

•

Monitoring clients who have close contact with confirmed COVID-19 cases.

•

Proper use of PPE by staff when providing in-home services.

•

Preventing cross-infection by arranging staff to provide services to the same groups of clients.

•

Educating clients and caregivers on wearing masks, good hand hygiene and physical distancing.

•

Collaborating with University Health Network, Scarborough Health Network and Toronto
Housing to provide COVID-19 vaccine to homebound residents.

A total of two clients and three PSWs have been
infected by COVID-19 during the pandemic.

85% of clients and 90% of staff have been
vaccinated.

Our two Client Service Coordinators worked industriously to conduct home visits to assess client
conditions. Individualized coordinated care plans were developed and updated with regular input from
clients, families and caregivers. Our team reviewed and updated 156 coordinated care plans according
to the evolving conditions and needs of our clients.
In order to maintain clients’ safety at home, SHS carried out 76,875 in-person security checks and
services and 22,091 telephone security checks and emotional chats (5.5% and 44% increase respectively
compared to 2019-2020). SHS also implemented preventive measures to identify clients who are at
high risk for falls, such as referrals to occupational therapy/physiotherapy and follow-up assessments
in alignment with Carefirst’s Falls Prevention Strategy. There was a 29.5% decrease in fall incidents and
20% reduction in hospital readmission within 30 days.
From the Client Experience Survey 2020-2021:
•

SHS achieved an overall satisfaction rate of 91%

Transitional Care Centre
Carefirst Transitional Care Centre (TCC) provides respite care to caregivers, restorative care to those
coming out from acute care facilities and retirement stay for those awaiting placement in a long-term
care home. Enrolled residents have access to physiotherapy, personal care services and opportunities to
participate in other programming available at Carefirst such as the Adult Day Program. Caregivers can
feel reassured that their loved ones are being well looked after during their stay.
In 2020-2021, TCC remained open throughout the COVID-19 pandemic to provide care and respite to
residents. While maintaining strict infection prevention practices, TCC is proud to announce that it has
not suffered any outbreak or positive case to date.
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In order to combat the social isolation resulting from the mandated quarantine due to the facility being
located in a high alert zone, many improvements have been made. A bulk order of iPads was placed to
facilitate the resident’s participation in the virtual programs offered by the Adult Day Program, regular
zoom meetings with family and virtual friendly visiting from neighbouring church and community groups.
TCC continues to be creative to discover ways to improve the residents’ quality of life during this pandemic.
From the Client Experience Survey 2020-2021:
•
•
•

92% of respondents expressed they were involved in the planning of their care
100% of respondents stated they would recommend TCC to their family and friends
98% of respondents positively rated the care they received at TCC

Transportation Service
During the COVID-19 pandemic, people stopped moving. For some people, transportation is not simply
a way for them to reach their destination but it is a means for survival, connection, positive well-being
and community safety. Besides maintaining usual services, the Transportation Services team actively
responded and adapted to support our vulnerable senior population, individuals in need, service
partners and various Ontario Health Teams in facing the various challenges of the pandemic.
Revamped Transportation Services to be Boundary-less
•

•

•

Wrap-around care for individuals impacted by COVID-19
•

Delivered meals, medication, masks, essentials, food hampers and groceries to address
the emergency needs of homebound and isolated seniors, discharged patients and selfisolating individuals and families to maintain their daily living.

•

Delivered activity kits, medical devices and electronic devices to enhance connection and
social interaction.

Mobile swab testing clinics
•

Deployed the Medical Health Unit as a pop-up swab testing clinic in south east Markham.

•

Transported nurses from Scarborough Health Network to nursing homes and pop-up
assessment centres to assist with COVID-19 testing in Scarborough.

Mobile vaccination clinics in Scarborough, North York and Markham
•

Collaborated with Scarborough Heath Network, Toronto Public Health, Scarborough
North and South Vaccination Engagement Teams, North York General Hospital, North York
Toronto Health Partners OHT and Markham Stouffville Hospital to use the Medical Health
Unit as a pop-up vaccination clinic, launching over 30 mobile clinics to bring vaccines to
the underserved, high-priority communities.

•

Transported Scarborough Health Network’s mobile heath team and their supplies to
mobile vaccination clinics across Scarborough.
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•

Transportation Equity Initiative and Accessible Drive-to-Vaccines Program
•

Ensured that vulnerable seniors and people with disabilities had access to COVID-19
vaccines.

•

Helped over 350 individuals facing mobility and financial barriers to more easily travel to
clinics.

•

Supported Scarborough Health Network with shuttle bus services to vaccination clinics.

Expanded Function to Address the Long-term Impacts of COVID-19
•

Meals-on-Wheels service across Toronto and York Region
•

Delivered hot meals five days a week to two Adult Day Programs in Scarborough and one
Adult Day Program in York Region.

•

Trained and deployed volunteer drivers and runners jointly with the Volunteer team to
deliver hot and frozen meals along with security checks to isolated, high risk seniors and
individuals in need.

• Served over 200
individuals
with anunits,
average of 150 meals daily.
2020-2021 Transportation
Service
(28,346
% per purpose

EGOR
AME]
CENTA
GE]

EGOR
AME]
CENT
GE]

2020-2021 Transportation Service (28,346 units, % per purpose)
Medical Related Support
13%
[CATEGOR

Y NAME]

Emergency
Relief Support
73%

Social
Connection
[PERCENTA
14%

GE]

Health-Related Support: medical
appointment, medication delivery,
dialysis, hospital discharge, swab testing
and vaccination
Social Connection: congregate dinning
and Adult Day Program
Emergency Relief Support: delivery
of meals, food Hampers, essentials and
electronic devices

Medical Related Support
Social
Outcome of the
ClientConnection
Experience Survey 2020-2021

Emergency Relief Support

Clients randomly surveyed: 37 (22 % of total individuals served in medical appointment and
social connection)

ted Support: medical appointment,
medicationexpressed
delivery, their
dialysis,
hospital
discharge,
• 100% of respondents
overall
satisfaction
in service quality as being
good to excellent
g and vaccination
nection: congregate dinning
and Adult
Day Program
• 100%
of respondents
rated safety as being good to excellent and that they felt safe
Relief Support: delivery ofusing
meals,
Hampers, essentials and electronic devices
the food
service

Client Experience Survey 2020-2021
surveyed: 37 (22 % of total individuals served in medical appointment and social
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“I am very grateful! I am able to get my vaccine with the ride provided”
						
~ A 58-year-old individual with mobility challenges
“Many thanks for sending me a tablet with internet. I felt wonderful and happy that I can interact with my friends in the
Adult Day Program at home”
~ A 73-year-old senior participant of virtual Adult Day Program

Transporting SHN mobile heath team and
their supplies to mobile vaccination clinics
across Scarborough.

Delivering grocery, medication and
supplies to seniors and to the communities
hard-hit by COVID-19 pandemic

Providing transportation service to
individual who needs support to the
COVID-19 vaccination clinic.

Vocational Training Centre
In 2020, the constant adaptation to new public health protocols, long-term uncertainty of the pandemic
and the worry of acquiring or transmitting the virus weighed heavily on our dedicated team of staff and
instructors. We worked very hard to maintain the development of employable skills and the well-being
of vulnerable and marginalized individuals through the expansion of new digital training platforms,
providing students with devices, internet connectivity and digital coaching, and provision of wraparound support to participants and family members in need.
Modified Most Trainings into Hybrid Blended Modality
•

Conducted two Personal Support Worker (PSW) certification programs and two Personal Care
Aid (PCA) courses in combination with virtual theoretical training and in-person placement in
facilities and community. All graduates were further supported in their job search and career
development.

•

Delivered four virtual Care Attendant for Post-natal service classes with 24 participants.
Program tools and materials were sent to the participants prior to classes to enable hands-on
practice at home.

•

Offered four linguistically appropriate on-site community enhancement Food Handler
certification programs with 28 participants.
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Provided Virtual Wrap-around Care to Personal Care Aid students
•

Provided “We Care – Integrated Wrap-around Support” to 34 Ontario Works recipients to
enable them to adapt to and overcome challenges that had been exacerbated by COVID-19
through a holistic, integrated and coordinated approach. They were supported through a
comprehensive basket of services offered by Carefirst including meals, food hampers, grocery
shopping, digital devices and connectivity, financial support, child care, emotional support and
virtual exercises programs/health webinars.
Achieved a Satisfactory Program and Client Experience Outcome

• 100% of PSW graduates were employed with three months after graduation (14 total
enrolment)
• 100% of students rated their PSW training experience as good or excellent (57% response
rate)
• 100% of respondents agreed or strongly agreed that their training well-prepared them for
employment as a PCA (57% response rate)
• 100% of respondents agreed or strongly agreed that the wrap-around care provided them
the needed support and stability (91% response rate)

“This program is the right program to take because it
would give you a big chance to be employed. I would
recommend this to anyone. I have learned so much
from this program and I used them during my twoweek practicum.”

“I am truly grateful for the support I have
received during this difficult time. This has been
very good for me and my family. Being part of
something, knowing that someone take the time
to organize things for my family and for me. It
moved me. It was necessary to have more food
since we were all at home. It was great [that]
Alicia, a volunteer, connected with our daughter
to carry out activities by zoom. This kept her
away from the TV and from wasting time in
front of the computer. She was happy with her
time of company. “

~ A PCA Program Graduate

“I benefit a lot from this service. COVID was hard
and I was depressed. Felt hard pressed everyway.
Thank you for providing me a WIFI device, I was
able to check news and connect with the world.
Even better, I was able to find a job online”

~ A client who received wrap-around care

~ A client who received wrap-around care

Hybrid training model – in class and on-line training.

In-personal First Aid & CPR Training.
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The Wellness Club
The pandemic has profoundly changed our way of living and thinking. For our Wellness Club Members,
coming to our centres to participate in physical activity was a regular routine before COVID-19; now,
they hesitate and isolate themselves at home—not only fearing the COVID-19 virus but also to abide
by the provincial stay-at-home order. Social isolation can increase the risk of mental health issues like
depression, anxiety, as well as chronic conditions like high blood pressure, heart disease and diabetes. It
also raises the risk of dementia in older adults.
In 2020-2021, the Wellness Club played a vital role in keeping our members safe and socially connected
during COVID-19. To keep our members connected, Wellness Club launched our Wellness and Volunteer
YouTube Channel at the end of March 2020 to release live-streamed and pre-recorded programs. The
channel not only has a well-received Be Fit At Home program for viewers to follow a 60-minute exercise
program, it also has other programs such as Chit Chat Room, Leisure Corner and many other video
contributions by our talented program instructors and volunteers. We are proud of the success and
outpour of support from the community. Since its inception, the channel has a subscription of roughly
1,150 people and 1,100 videos with close to 200,000 views. Thank you to the staff team!
In early June 2020, the team introduced virtual programs to our members. Just by having access to a
device and internet connectivity, they were able to participate in the programs at home. There were
virtual face-to-face programs on Zoom where participants continued seeing the familiar faces of their
friends. To accommodate the cohort that were less tech-savvy or who just had a landline at home, we
implemented the Telephone Circle Programs. Whether the circle was big or small, members were able to
continue the conversation and feel the togetherness by listening to the familiar voices of their friends.
Even though we were unable to meet our Wellness Club Members in person, many of them actively
participated in our online activities. We met on Zoom several times a week; some even prided in
themselves on their flawless attendance by joining our activities daily. In the past, the staff team always
worked in the office but now, the team is also part of the programs and interact with our members. Our
members’ words of encouragement give us the support and motivation to continue what we do!
From the Client Experience Survey 2020-2021:
• 92% of respondents (503 out of 548) stated that they found the virtual program helpful in
maintaining their overall well-being.
Some encouraging messages from our members:
•

“Very grateful to have access to Carefirst’s ‘Be fit At Home’ and other educational
online classes to help us through a difficult 2020.”

•

“Big credit to all the staff and volunteers at Carefirst in serving the community with
such professionalism and dedication. My salute to all of them. God bless.”
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•

“I had extremely enjoyed the program. The staff and volunteers have been incredible. I
strongly recommend this virtual mode of delivering the programs to be continued. The
reasons are:
1. It can include many more participants for the same class or forum.
2. Some participants might not be able to physically … participate (e.g. need
caregiver to bring them to venues and unable to arrange)
3. Since vaccines for the whole community would take some time for most to
be inoculated, physical distancing must be in place for a longer time for the
community. Virtual means of forum/classes is a safer means, especially for seniors.”

Youth Leadership & Volunteer Development
The Youth Leadership and Volunteer Development Program supported many amazing projects to spread
love and care to people in the community during the COVID-19 pandemic.
Mobilized Local Love
Our volunteers supported Carefirst’s COVID-19 Emergency Response Community Support Services by
helping to deliver Meals-on-Wheels service, preparing and delivering food hampers, shopping and
grocery delivery, sewing cloth masks and donating to the food drive. In total we deployed 40 volunteers
to support these services.
Here’s what our volunteers wanted to share about their experience!
• “Thank you for allowing me to help out with meals delivery the past four weeks. I really
enjoyed the opportunity to support a great service to help those in need.”
~ Timothy Luk , volunteer

• “Thank you for giving me the chance to volunteer for Carefirst. It is good to help to deliver hot
meals to seniors and those who need them. A warm smile and a grateful thank you from them
when we drop off the meals really brighten up my day.”
~ Michael Huynh, volunteer
• “This experience has given me an insight of how social workers interact with those that they
provide their assistance and services with, along with just how difficult the life of seniors living
in the GTA can be (even if it wasn’t for the COVID-19 crisis). Many of the clients were often
overjoyed just to have visitors”
									 ~ Leon Chan, volunteer
• “I am very grateful for the opportunity to help pack food hampers. The experience was
enlightening and rewarding because although the presence of food insecurity during such a
stressful time is extremely disheartening, I was amazed by the community’s effort to help
mobilize and provide resources to a food drive.”
								
– Annissa Ho, youth volunteer
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Spread Christmas Joy and Spirit
During the Christmas season, the Carefirst Youth Club gathered together to participate in the Virtual
Christmas Series. As physical distancing continued well into the Christmas season, our youth volunteers
wanted to spread some Christmas joy and spirit to the isolated seniors in our community. Thirty-four
youths donated their time over the holiday season to produce hand-made crafts and gifts to warm our
seniors’ hearts. The crafts included the “sock snowman”, the “Christmas origami” and the “Christmas
gift box”. A total of 445 hand-made crafts were donated and distributed to our seniors! It would not
have achieved such great success without our youth volunteers, Queenie Au and David Li, for teaching
and guiding their peers on making the Christmas crafts.
• “To whom may receive these snowman, I want you to always be happy and to never let your
beautiful smile leave your face. Merry Christmas and may the new year bring you a ton of
happiness.”
					
		
~ Areej Iqbal, youth participant
Showcasing a skill, talent and/or personal interest goes a long way in uplifting the festive spirits of
our community members quarantining at home during the winter season. Seventeen youth volunteers
rehearsed, practiced and filmed their talents over their Christmas break to impress and bring a smile to
our seniors’ faces. The talents featured in the Winter Talent Show included Taekwondo, poems, musical
instrument (flute, piano, violin, ukulele, and harpist), singing, magic performance, drawing, oil painting,
calligraphy, culinary skills and physical skills. The video can be found on our YouTube channel with a
special thanks to youth volunteers David Li and Queenie Au for editing the video.
Sent Warm Chinese New Year Greetings
The Carefirst Youth Club (CYC) shared their Chinese New Year wishes with our community members
in early 2021. A total of 26 youths dressed up, decorated and shared their Chinese New Year festivities
along with their wholehearted greetings for the Year of the Ox! Our community members were able to
access the video via our Carefirst Wellness and Volunteers YouTube Channel. Huge thanks to all our CYC
Members for going the extra mile to present their Chinese New Year wishes.
Strengthened Our Community
Our volunteers assisted Scarborough Health Network, Markham Stouffville Hospital and York Region
Public Health in the delivery of COVID-19 vaccination clinics:
•

43 volunteers supported the clinic at Carefirst 300 Silver Star Blvd.

•

36 volunteers supported Markham Stouffville Hospital

•

38 volunteers supported all the pop-up clinics set up in Markham and Scarborough
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GAIN

(Geriatric Assessment & Intervention Network)

2,042

Transitional Care Centre

3,650

Client Intervention and Assessment

6,104
10,414

Integrated Dialysis Care Program

32,447

Adult Day Program

Age Distribution of clients served (20
28,346
Age Distribution
of clients served (2019-2020)

Transportation

37,507

Supportive Housing Services

33,875

Wellness

87,100

Assisted Living

153,403

Home Care

198,883

Exercise & Falls Prevention

2020-2021 Volunteer Hours
(Total: 14,821 hours)
Office & Technical Support Group

(1,524)
10%

Age Distribution
for Case Clients Served
2020-2021

COVID-19 Emergency
Community Support Services

(1,226)
8%

Support Group

COVID-19
Vaccination
Clinic Support

(1,000)
7%

Board &
Governance

Unknown
(208)
4%

100 and Over
(26)
0%
95-99
(191)
3%

(370)
3%

55-64
(584)
10%

(2,000)
13%

Caring Group

(2,500)
17%

85-94
(1,549)
28%

Activity Group

(6,201)
42%

Activity Group (Adult Day
Program, Exercise & Falls
Prevention Program,
Fundraising/Special Events,
Outreaching, Wellness)

Support Group (Elder
Abuse Program, Form
Filling, Interpretation,Tax
Clinic for Seniors,
Transportation)

Caring Group (Bereavement
Service, Friendly/Hospice
Visiting, Telephone
Reassurance, Transitional
Care Centre)

Office & Technical Support
Group (Clerical Support,
Data Entry, Front Desk,
Family Health Team)

00-54

00-54

COVID-19 Vaccination
Clinic Support

75-84
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65-74
(1,268)
23%
75-84
(1,385)
25%

COVID-19 Emergency
Communicty Support
Services (Meals-onWheels, Grocery Shopping,
Food Hampers packing &
Delivery)

Board & Governance
55-64
65-74

00-54
(418)
7%

00-54
85-94

55-64

65-74

55-64
95-99

75-84

85-94

95-99

100 and Over

Unknown

65-74
75-84
85-94
100 and Over
Unknown

95-99

100 and
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Carefirst Family Health Team
Overview and Priorities
The Carefirst Family Health Team (FHT) is a multi-disciplinary team of physicians, nurses, social
workers, dieticians, physiotherapist and medical receptionists. The team collaboratively delivers
exceptional comprehensive primary care to our communities. Our spectrum of services covers
diagnosis, treatment, wellness promotion and prevention programs. We have a robust Chronic
Disease Management and Prevention program and are actively involved in many of the Ontario
Health Team’s primary care initiatives. Our partnerships across the community ensure our
patients receive coordinated and high quality of care. As a community FHT we collaborate
closely with Carefirst Seniors and Community Services Association and also have unique access
to a team of on-site specialists at our Scarborough location operated by Carefirst including
cardiology, endocrinology, nephrology, allergies, optometry, geriatrics medicine, obstetrics/
gynaecology, chiropody and audiology.
The Carefirst FHT has two locations. Our clinic at 300 Silver Star Blvd. is located within a stateof-the-art, newly built “Carefirst One-Stop Multi-Services Centre” that opened in 2015. Our
original clinic is located at 420 Highway 7 in Richmond Hill and is a well-established and
respected practice in this community since 2007.
Our planned priorities in 2020-2021 were to:
1. Enhance safety and quality of Carefirst
2. Invest in strategic partnerships and alliances
3. Improve client experience and outcomes
In reality, much of the FHT’s attention in 2020-2021 was focused on the COVID-19 response.
Throughout the pandemic we remained committed and available to our patients and
community. Our clinics never closed and our models of care adapted to ensure needs were
always met. This was achieved through moving care out into the community through swabbing
and vaccination clinics, partnering with organizations to provide necessary support and evolving
our methods of communication through virtual technology to connect with our patients.

Achievements from 2020-2021:
1. Enhance safety and quality of Carefirst
The FHT was actively involved in keeping our patients, community and staff safe from
COVID-19. Our team was involved in swabbing 2,455 people in collaboration with our
Ontario Health Team (OHT) partners. We focused a lot of attention on ensuring the wellbeing of our senior patients by conducting 2,451 phone calls to check in. As the pandemic
progressed, we initiated the COVID@Home program for all patients that tested positive
for COVID-19. Through this program, there were 301 phone calls made to patients who
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tested positive for COVID and 85 connections to the social work team for wrap-around
support services. Another method of supporting our community amid the pandemic was
access to health education sessions, for which there were 1,697 views online.
The safety of our office was paramount for both our staff working on site and our
patients who visited. All staff and patients were proactively screened for symptoms prior
to arrival, hand hygiene audits performed for staff and PPE regularly tracked to ensure
appropriate and adequate supply.
In addition to the COVID-19 response, regular critical operations continued such as our
robust Chronic Disease Management Programs and our annual flu campaign.

2. Invest in strategic partnerships and alliances
The FHT is proud to be part of four of the newly established OHTs providing leadership
and input into primary care initiatives for our communities. This year we partnered with
the Scarborough and North York OHTs at 25 different clinics to administer flu vaccines to
737 non-rostered/external patients. Another outstanding partnership to highlight was
with our High Priority Communities Program where we joined more than 20 partners to
pave the path towards recovery for south east Markham, one of the hardest-impacted
areas in Ontario by COVID-19. This established partnership supported the vulnerable
community in delivering community outreach, health promotion, swab testing, wraparound care and pop-up vaccine clinics. Together with our partners the FHT supported
60 swabbing clinics, performed 5,400 swabs, delivered 8,700 PPE kits, provided 1,168
individuals with wrap-around care and conducted six recordings of virtual sessions
on topics related to COVID-19 such as testing and self-isolation/monitoring. Another
partnership we are proud of is our participation with Central East LHIN and Connecting
Care Coordination with Primary Care (CCCPC). Even during a pandemic we were able to
hold 11 interdisciplinary team rounds with 54 patients in the INTEGRATE program.

3. Improve client experience and outcomes
As of March 2021, there were 9,517 patients enrolled in our FHT. Over the year we had:
•

7,674 appointments by our FHT physicians;

•

2,501 appointments in our Diabetes Education Program;

•

642 appointments in our Chronic Disease Management Program; and

•

440 appointments in our Specialists Clinic.

To ensure access to care, we enhanced our virtual care options by offering telephone and
video visits. Furthermore, we implemented a patient portal called Pomelo to enable our
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patients to book their own telephone visits and permit secure messaging. At the end of
March 2021, there were 960 patients registered on Pomelo and we had 220 self-booked
appointments. We will continue to increase these numbers and leverage this technology
to best suit the needs of our patients.
Some key patient outcomes that exceeded our performance targets include:
•
•
		

23 patients in our STOP program reduced/quit smoking since their last visit
500 patients with mental health challenges self-reported improvement in their well-being
and/or improvements in standardized assessment tools

•

201 patients aged >65 who were linked to community resources

•

61 discussions held with INTEGRATE patients regarding Advance Care Plans

•
		
		
•

Close to 100% of patients who attended a new assessment for MSK reported improvement
in their functional mobility and had increased knowledge of managing their pain/conditions
with therapeutic exercise
154 patients had Medscheck done by the pharmacist

The FHT is grateful to our 10 physicians and 20 staff who worked tirelessly throughout
the pandemic to care for our patients and community. Their commitment, passion and
hard work must be acknowledged and Carefirst is lucky to have such an outstanding
team.

Carefirst’s specialists and family physicians keeping
our patients and community informed about
COVID-19 by providing virtual health education.

Supporting COVID-19 swab testing clinics
in the community.
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Board of Directors 2020 – 2021
President
Christel Galea
Treasurer
Doreen Tai
Directors
Linyin Dong

Elli Luy

Cheryl Lau

Nominees for 2021 – 2022 Board of Directors
Dr. Anuradha Srinivasan

Senior Management Team
Chief Executive Officer
Helen Leung
Executive Director
Tamara Belfer
Lead Physician
Dr. Christina Lee
Specialist Physician Team
Family
Physician Team
				
Cardiology
Dr. Chi-Ming Chow
Dr. Christina Lee
Allergy
Dr. Albert Yeung
(Lead Physician – Richmond Hill)
Optometry
Dr. Allyson Tang
Dr. Christine Tang
Endocrinology
Dr. Alice Cheng
(Lead Physician – Scarborough)
Dr. Andrew Wong
Nephrology
Dr. Adrienne Yang
Obstetrics/gynecology Dr. Jevan Ko
Dr. Alice Sy
Geriatrics
Dr. Grace Leung
Dr. Gloria Lin
Dr. Stephanie Siu
Dr. Jerry Zhang
Dr. Eric Wong
Dr. Kinsey Lam
Thoracic
Dr. Ching Yeung
Dr. Lesley Wu
Chiropody
Shirley Cheung
Dr. Shraddha Krishnan
Calvin Chui
Hearing Care
Sara Jiang of Canadian
Hearing Society

46

This is a condensed financial report. A full copy of 2020/2021 audited Financial Report by our auditor
Grant Thornton is available at Carefirst’s Administration Office (416-502-2323).

2020/2021 Financial Report

Carefirst Family Health Team
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Carefirst Foundation
2020-2021 Annual Report

Carefirst Foundation
About Carefirst Foundation
• Carefirst Foundation was founded in 2006 and registered as a charitable non-profit organization
(#83974 4943 RR0001) to fundraise for Carefirst Seniors and Community Services Association (Carefirst
Seniors) and other organizations with similar objectives to provide stable and quality community
services for individuals in need.
• Since its inauguration in October 2006, the Foundation has committed to Carefirst Seniors in its
capital development of the Carefirst One-Stop Multi-Services Centre—a hub that delivers social and
medical care to the Scarborough community. Construction of the centre was completed in 2015. The
Foundation continues to fundraise in support of Carefirst Seniors’ activities and assist in paying off
the $12-million infrastructure loan for the construction of the One-Stop Multi-Services Centre.
• Carefirst Foundation is committed to supporting Carefirst Seniors’ development of the Ministry of
Long-Term Care approved Carefirst Campus of Care, located at 9893 Leslie St. in Richmond Hill, in
the coming years.

2020/2021 Activity Highlights
• Carefirst’s Capital Campaign Project Planning Committee was revived as Carefirst Seniors has
embarked on its new development of the Carefirst Campus of Care. The Foundation and the Capital
Campaign Project Planning Committee target to launch between now to mid-2024 to raise $7.5
million from the community to support the $60-million capital project.
• In addition to the regular fundraising events to support Carefirst’s regular financial needs, during the
COVID-19 pandemic the following charitable initiatives were organized to support the vulnerable
communities:
• Cloth Masks Donation Drive – over 12,000 cloth masks were collected and distributed to
vulnerable clients across the Greater Toronto Area and York Region;
• PPE Donation Drive – over 280,000 medical masks were donated to Carefirst during PPE supply
shortages. The donated masks, face shields, hand sanitizers, scrub caps, antibacterial wet wipes
and medical gloves were distributed to vulnerable clients and front-line staff to help them stay
safe during the pandemic;
• COVID-19 Emergency Response Funds and Food Donation Drive – the drive supported seniors
and other vulnerable clients who were in need of food or essential services; and
• Smartphone and Tablet Donation Drive – the initiative supported seniors to access online
learning, social and health resources and social support.

• Fundraising activities organized in the year:
• Young at Heart Charity Gala (On-line)

• Annual Appeal Campaign

• Carefirst – A1 Chinese Radiothon
• Holiday Wishing Tree Campaign

• COVID-19 Emergency Community
Support Service Response Funds

• Charity Virtual Fitness (Charity Walk) Campaign

• Carefirst On-line Charity Gift Shop
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Carefirst Foundation
Carefirst Foundation, like many other charitable organizations, was impacted by the COVID-19 pandemic.
With all the restrictions—social gathering limits and physical distancing protocol—imposed, hosting physical
fundraising events was a challenge. This past year, we adopted new approaches to engage supporters at
a distance. Our signature Young at Heart Charity Gala was livestreamed on March 27, 2021, with over
5,500 viewers and supporters from Toronto and overseas. Surprisingly, an incredible amount was raised in
support of the development of the Carefirst Campus of Care.
In the coming year, we anticipate fundraising becoming more challenging as the economy recovers very
slowly from the COVID-19 pandemic. Despite the adversity ahead, the Foundation is confident of its success
in rallying staunch support from the community because we are supporting a meaningful and worthy cause.
The state-of-the-art and the one-of-a-kind Carefirst Campus of Care will not only help the community by
increasing access to seamless integrated social and primary health care services, but will also ease the longterm care home wait time.
Carefirst Foundation will launch the new capital campaign as planned. We look forward to having the
support from all levels of government, the corporate sector and the community.
rst Foundation would like to express its heartfelt gratitude to the following donors and supporters for
designating Carefirst as their event beneficiaries in fiscal 2020/2021:
• Canada Helps

• Redkey Production On-line Charity Concert

• Galleria Supermarket

• Sunny’s Chinese Restaurant

• Lanny Shum On-line Charity Concert

• Late Mrs. Foon King Sung Memorial Fund

• Wen Wen Ruan On-line Charity Concert

Carefirst Foundation
Board Chair Peter Choy
presenting recognition
plaque to Power 7 Team,
2020 Radiothon Power
Match Donor.

Carefirst CEO Helen Leung presenting recognition
plaque to Norman Li of Mt Pleasant Group, Carefirst
Annual Radiothon Title Sponsor, for their support
towards Carefirst 2020 Radiothon.

Toronto Police Deputy Chief Peter Yuen,
on behalf of Toronto Police Service
East Asian Internal Support Network,
presenting donation cheque and PPE
donations to Carefirst.

Volunteers busy answering donors’ incoming calls
in a safe and clean environment at Carefirst Annual
Radiothon.
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This is a condensed financial report. A full copy of 2020/2021 audited Financial Report by our auditor
Grant Thornton is available at Carefirst’s Administration Office (416-502-2323).

2020/2021 Financial Report

Carefirst Foundation
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Carefirst Foundation

Honorary Advisors
Irene So
Honorary Members
Alex Yuan
Anna Yip

Benjamin Fu
Dr. Ying Lu

John Man
Samuel Tan

Board of Directors 2020 – 2021
Chair 			
Peter Choy
Vice Chair 			
Jenny Lam
Stephanie Ho
Treasurer 			
Matthew Wan
Secretary 			
Dr. Zerlina Lim
Directors
Abby Lee
Allan Sum		
Herman Tse
Kei Leung
Philip Ho

Shirley Ng
Will Sung		
Yan Liu
YC Lee

Nominees for 2021 – 2022 Board of Directors
Philip Ho – Re-elect
Yan Liu – Re-elect
Shirley Ng – Re-elect
Peter Choy – Re-elect

Samuel Lee
Wayne Tsang

Senior Management Team
Chief Executive Officer
Chief Financial Officer
Director of Development & Communication
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Helen Leung
Edmund Kwan
Edith Lam

Donors
SPECIAL TRIBUTE
Carefirst Seniors and Carefirst Foundation would like to extend our heartfelt gratitude to the following
supporters who donated / raised $10,000 or more to Carefirst (April 2020 – June 2021)
1839228 Ontario Inc
Lawrence Chan
Creativepath
Ken Fok
Kathleen Lam
So Ting Lee
Po Hing Leung
Henry Lim
Lana T. Lo

Ontario Medical Imaging
Francis Rementilla
Vanessa Rementilla
Redkey
Rizopia Food Productions Inc.
Seng Family Charitable Trust
T&T Supermarket
Jok Leung Yick
Jay Ying

Heartfelt thanks to all donors and supporters, with special recognition to contribution of
$500 or more to Carefirst Seniors and Carefirst Foundation (April 2020 – June 2021)

INDIVIDUAL DONORS
Au, Almond
Au Yeung, Eric Kuen
Chan, Kai
Chan, Kuen
Chan, Louis
Chan, Margaret
Chan, Paul
Chang, Terry
Cheng, Vincenta
Cheong, Chris
Cheung, Eva
Cheung, Frenda
Ching, Winnie
Chow, Pak Ki Viky
Choy, Peter
Chu, Daisy
Chui, Alexander and Stella
Cullen, John
Ferreira, Renato
Fu, Benjamin
Fung, Ambrose
Fung, Hoi Ling
Goe and Chang, Karen
and Joe KC
Guo, Ruiping
Hau, Kwong
Ho, Alan
Ho, Ling

Ho, Nora
Ho, Philip
Ho, Stephanie
Ho, Winnie
Hsieh, Joyce
Hu, Ling Mei
Huang, Renee
Huang, Yixiong
Huang, Zhen Chao
Hui, Fanny Yu Ngor
Humphries, W.
Ip, Amy
Ip, Karen
Kim, Tammy
Kung, Raymond
Kwan, Karen
Kwan, Terri Tie Wang
Kwok, Brenda
Kwong, Molgi
Lai, Kristine
Lam, Jenny
Lam, Paul Lai Shum
Lam, Stella Wai Fong
Lao, Jason Chak Hing
Lau, Fuk Ying
Lau, Gabriel
Lau, Godwin
Lau, Matthew Hiu Tung

Lee, Anita
Lee, Diana
Lee, Khoong Hin
Lee, Ling Quen
Lee, Yun Chong
Lei, Carmen KL
Leung, Betty
Leung, Calvin
Leung, Christina Siu Fong
Leung, Diana
Leung, Helen
Leung, Patsy M
Leung, Roger
Leung, Rosie Lok Sze
Leung, Stephen C
Li, Jiang
Li, Regina
Li, Tai-Ping
Li, Wei Zhong
Li, Wilson
Li, Wing
Lin, Damon
Liu, Po Tin
Liu, Flora
Lo, Winnie
Ma, Ron Ting
Man, Wendy
Man, Winston Chi Wai
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Mui, Alice
Neysmith, Sheila
Ng, Shirley
Poon, Eric
Poon, Louise
Quang, David
Reid, Marcus
Shimkovitz, Daniel
Sin, Raymond
Sit, Margaret
So, Geoffrey
So, Irene
So, Terrie Ko S W
Sung, Will
Szeto, Shui Chun
Tai, Doreen
Tam, Sandra
Tam, Wendy
Tang, Hanford
Tang, Josephine
Thai, Cindy
To, Yuet Fong
Tong, Nancy
Tran, Cindy CT
Tsang, Sheila
Tse, Henry
Tso, Kenneth
Wan, Man Yue

Donors
INDIVIDUAL DONORS
Wan, Matthew
Webb, William
Williams, Paul
Wong, Kenneth
Wong, Ming Po
Wong, Richard

Wong, Simon Patrick
Wong, Susan Foon Chim
Wong, Teresa
Woo, Yan Fan
Wu, Patrick
Yee, Jason

Yeung, Jonathan
Yeung, Peter
Yip, Anna
Yip, Luk Mui
Yip, Mabel
Yu, Julia

Yuen, Alex
Yung, Carol
Zhang, Baiqing

CORPORATE DONORS
360 Medical Centre
altusgroup.com
Aqueduct Foundation
Bayview Hill Pharmacy
Best Deal Graphics & Printing Inc.
Bloom c/o Konvrs Inc.
Bor Chun Holding Corp.
C.E.S. Physiotherapy & Rehabilitation Ltd.
Canada Helps
Canadian Chinese Line Dance Association
Century Private School
Charities Aid Foundation of Canada
Chinese Calligraphy Class Students
Concept 2 Clinic Inc.
Congee Queen
Urban Growth Inc.
Dineen Construction Corporation
Duvet Comfort Inc.
Dynamic Security & Telephone Systems Corporation
Elegant Financial Inc.
Exhibition Farms Inc. (Sunny’s Chinese)
Fidelity Investments Canada ULC
FIIX Inc.
First Alliance Church
Floweco Wastewater Solution
Fontana Development Ltd.
Forward Signs Inc.
Fu’s Borchun Property Management Ltd.
Future Delight Investment Ltd.
Galleria Supermarket
Gardiner Roberts LLP
GCI Management Inc.
Goh! Goh! Goh! Fundraiser
Grandlucky
Greater Toronto Chinese Christian Churches Council
HKB Inc.
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Home Life Broadway Realty Inc.
IBM Canada Ltd.
Investors Group Wealth Management
J. S. Cheng & Partners Inc.
Jenny Lam Consulting Services Inc.
Joyful Christian Church
Landstars 360 Realty Inc. Brokerage
Magna International Inc.
Mount Pleasant Group of Cemeteries
New Covenant Alliance Church
On Care Holding Corp
Pacart Inc.
Pearl Harbourfront
Petit Potato
Poon & Ho LLP
Radiance Mortgage Brokerage Inc.
Red House Foundation
RFA Capital Partners Inc.
Salesforce
S.C.C.O. Management Inc.
Sheung Kee Trading Company Inc.
Skylink Technologies (Canada) Inc.
Spadina Dundas Property Management
Studio Yimu
Sunny C Ho. Barrister & Solicitor
Sunny Supermarket
TAES Architects Inc.
The Filinski Family Foundation
Timmos Inc.
Toronto Heart Centre
Toronto Standard Condominium Corp
Unique Wonton
V-Can Construction
Wah Lung Labels
Wong’s Association of Ontario
Zeidler Architecture Inc.

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

Funders
City of Toronto’s Community Service Partnership Grants
Toronto Employment and Social Services
Government of Canada
Ontario Health, Central (formerly known as Local Health Integration Network, Central))
Ontario Health, East (formerly known as Local Health Integration Network, Central East)
Ontario Health, Toronto (formerly known as Local Health Integration Network, Toronto Central)
New Horizons for Seniors Program

Ontario Ministry of Health
Ontario Ministry for Seniors and Accessibility
Ontario Renal Network / SHN
United Way Greater Toronto
Ontario Community Services Association
Telus Friendly Future Foundation

Community Organizations
105 Gibson Centre
360 Kids
Aaniin Community Centre & Library
Agincourt Community Services Association
Alzheimer Society of Durham Region
Alzheimer Society of Toronto
Alzheimer Society of York Region
Bayview Hill Community Centre
Better Living Health and Community Services
Bernard Betel Centre
Buddhist Education Network of Ontario
Canadian Chinese Health Qigong Organization
Canadian Hearing Society
Centennial College
Centre for Immigrant and Community Services
CHATS
Chinese Canadian Heart and Brain Association
Chinese Cultural Centre of Greater Toronto
Chinese Tea Culture Canada Inc.
Chinese Mission of Sacred Heart
Chinese Social Service Network-York (CSSN-YR)
City of Markham
City of Richmond Hill
City of Toronto - Parks & Recreation Department
COSTI
CPA Ontario Toronto Chapter
Diabetes Canada
Eastern York Region North Durham Ontario Health Team
Federation of Chinese Canadians in Markham
Good Shepherd Community Church
Health Canada
Health Commons Solutions Lab
Health for All Family Health Team
HomeFirst
Hong Fook Mental Health Association
Human Endeavour
Islamic Society of Markham
Joyful Christian Church
Ladies Leisure Club
LOFT Community Services
Lumacare Services
Management Advisory Services (MAS)
Mackenzie Health

Markham Chinese Presbyterian Church
Markham Peoples Community Church
Markham Stouffville Hospital
Markham Wesley Centre
Milliken Christian Community Church
Mon Sheong Long Term Care
Mount Sinai Hospital Wellness Centre
New Covenant Alliance Church
North York Toronto Health Partners
North York General Hospital
North York Seniors Centre
OCSA Capacity Builders
Ontario Shores Centre for Mental Health Sciences
Polycultural Immigrant & community Services
Ryerson University
SAVA
Scarborough Centre for Healthy Communities
Scarborough Doctors Family Health Organization
Scarborough Health Network
Scarborough Ontario Health Team
Senior Persons Living Connected
Seniors Care Network
Service Canada
SSIP
Social Service Network
St. Christopher Chinese Anglican Church
St Elizabeth’s Anglican Church
St. John Ambulance Richmond Hill Cadets Unit 1278
St. Nicholas Greek Orthodox Church
Stouffville Grace Baptist Church
Tamil Canadian Centre for Civic Action
The Cross-cultural Community Services Association Services
The Kidney Foundation of Canada
The Kidney Foundation of Canada – Chinese Chapter
Toronto CCM Centre
Toronto Community Housing Corporation
Toronto Fire Services
Toronto Harmony Lions Club
Toronto Police Services
Toronto Public Library
Toronto Simpson Chinese Alliance Church
TransCare Community Support Services
Unity Health

55

Acknowledgements
Unionville Community Centre for Seniors
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York Region Public Health
York Support Services Network
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A1 Chinese Radio
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Dyamond Co. Ltd.
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Dr. Ping Fun Choy
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Dr. Charlene To
Dr. Chi Ming Chow
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Dr. Grace Leung
Dr. Jason Kwok
Dr. Joshua Tepper
Dr. Karen Choi

Fairchild Television
Guardian Pharmacy
IPURLE & Optometry
Mandarin Holidays
Ming Pao Daily Newspaper
Mobility Matters Inc
Mount Pleasant Group of Cemeteries
Novo Peak Health
OMNI TV
On Care Pharmacy
Philips Home Healthcare Solutions
Dr. Ken Kwan
Dr. Michael Lai
Dr. Wing Mui Yau
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Kit Yee Ma
Kwong Yee Ho
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UNI Shows System
VPI Working Solutions
Y. Liu Law Firm

Leslie Yip
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Winnie Ho
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Yanjian Miao
Yoi Ng

Special acknowledgement to the following volunteers who have supported the COVID-19 Vaccination Clinics
hosted by Carefirst and our service partners.
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Amy Ng Tsui
Amy Tam
Ann Yuk Yin Lo
Anna Vuong
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Ansel Man
Anton Canaon
Belinda Keung
Bernadette Chiu
Betty Chow
Cammy Leung
Chloe Keung
Christine Luo
Clara Tsang
Clement Tsang
David Mok
David Tso
Dee Gratton
Denys Chui
Dewmini Dematagoda

Edith Tang
Eric Man
Esther Lui
Eva Lai
Eva Wong
Evelyn Lau
Florence Li
Francis Chan
Frankie Ho
Fronica Yiu
George Chun Kau Lam
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Goldilocks Wu
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Jackie Law
Janice Li
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Joshua Wan
Kai Man Light
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Selena Lau
Sheila Tsang
Sherrise Fei
Shui Lan Cheng
Silvia Lai Nga Lam
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Sophia Shau-Wah Lui
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Winnie Lo
Yan Chan
Yick Kam Ho

2020/2021 Activities Highlights

Charity Walk for Health.
Carefirst Seniors Hon. Advisor and Board Directors together with
MP Jean Yip (Front row R1) attending the Carefirst 2020 Annual
General Meeting.

(R to L) MPP Daisy Wai presenting greeting to
Sheila Neysmith, Carefirst Seniors President,
Peter Choy, Carefirst Foundation Chair,
Christel Galea, Carefirst FHT Board Chair.

Mayor John Tory and
City Councillor Cynthia Lai
visiting the health care team at Carefirst
and SHN Pop-up Vaccination Cinic.

(Left photo) MPP Aris Babikian
(Scarborough Agincourt),
(Right Photo) City of Richmond Hill
Acting Mayor Joe DiPaola attending the
Soft Launch of Carefirst Richmond Hill
Campus of Care Capital Project.

Peter Choy, Carefirst Foundation Board Chair, MPP Aris Babikian
(Scarborough Agincourt), Sheila Neysmith, Carefirst Seniors Board President,
Helen Leung, Carefirst CEO and staff celebrating Adult Day Program client
Madam Yau’s 100th birthday at Carefirst.
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(R to L) Wang Wei of Support Toronto Alliance, Councillor Alan Ho
of City of Markham, Eric Luo of Happy Life Wealth Management
donating PPE (N95 masks, medical masks, gloves) to Carefirst
front- line staff serving the vulnerable community.

2020/2021 Activities Highlights

Collaborating with Scarborough Health Network
(SHN) to set up COVID-19 Vaccination Clinic at
Carefirst One-Stop Multi-Services Centre to keep
our community safe and healthy.

Carefirst volunteers supporting York Region
Public Health at the COVID-19 Vaccine Clinic
in Markham Cornell Community Centre.
Carefirst partnering with several community hospitals
(Scarborough Health Network, North York General Hospital
and Markham Stouffville Hospitals) and York Region Public
Health to deliver pop-up vaccination clinics in Scarborough,
North York and Markham with Carefirst’s mobile health unit.

Volunteers preparing care packages
for High sPriority Communities
Program community outreach.
Seniors Month Celebration.
Wellness Club members enjoying arts and craft
with peers in a safe environment after months of
lockdown.

Livestreaming of online baking class.

Wellness Radio 818 radio program –
providing COVID-19 education info to
seniors via telephone line and Zoom.

Volunteer Long Service
Awards Presentation,
Mr. Yick receiving 20 Years
Volunteer Service Award.
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Keeping seniors physically active in a safe and
clean environment.

