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Message from Executive Director
The 2015/16 year kicked off our 4th decade of service within the West Toronto Community. The year
was very stable, and by all accounts, an operational success. The agency continued in its trend of steady
growth in programs, while remaining financially viable. We hit a new plateau by surpassing 100,000
hours of service involving approximately 4,200 individuals. The continued growth in our direct service
hours is something that we can all be proud of for it is a clear indication that we are fulfilling our
commitments to the community.
The year saw us successfully renew our accreditation status with CARF International. WTSS was
awarded an additional three year pass with no conditions, which is basically the highest grade possible.
The award is a direct tribute to the dedicated work of our staff and Board of Directors and I wish to thank
all of them for their ongoing contribution. After-all, the accreditation process is not a simple skill test at
a fixed point in time. The accreditation review is a confirmation that our whole system, practices, and
attitudes of staff and Board are client focused and committed to a culture of total quality improvement.
We practice it every day.
The past year also saw us attain a 92% approval rating in our client satisfaction survey. This is the fifth
consecutive year that WTSS has scored an approval rating over 85% in the survey. This is a fantastic
achievement, and is a clear indication that we are consistently hard at work.
Volunteerism was alive and well at WTSS during the past year. Over 8,400 volunteer hours were
dedicated to programs, Board of Director committees and fund raising activities like the annual United
Way CN Tower climb. At our volunteer appreciation dinner in July, 54 individuals were recognized for the
generous contribution of their time in support of WTSS programs.
In the past year we received a significant contribution from the Rotary Club of Toronto Charitable
Foundation to purchase a new vehicle for our senior transportation program. We sincerely appreciate
their support and we welcome Rotary as a new partner. I would also like to use their contribution as a
reminder that our programs are not an isolated effort. It takes provincial and municipal funders,
foundations, individual contributors, volunteers and corporate members, partner agencies in public and
non-profit housing, and in primary care and in the community service sector…and, most importantly,
empowered and informed clients and a dedicated staff to make West Toronto Support Services work
effectively.
My sincere thanks to everyone for your continued support and confidence in our work. I look forward to
the challenges of a new year.
Thom Burger
Executive Director

President’s Report
The 2015/16 year has been a pivotal time for WTSS, yielding remarkable successes and exciting
opportunities. To begin, I’d like to take a moment to highlight some of these significant
accomplishments.
Three years ago, WTSS realised the exceptional achievement of a CARF accreditation and last year
marked our first effort at recertification. I’m proud to share that we were successful with this endeavour
and passed with excellence, thereby renewing our qualification for another three years. On behalf of the
board of directors, I’d like to extend our gratitude and commend all staff on the important role you
played in realizing this success. In particular, we’d like to recognize the Quality Improvement Committee
who led this intensive undertaking. We would also like to recognize Sathya Yogarajah for the influential
role she played in assisting one of our community partners achieve their first CARF accreditation. Well
done.
For some time, it’s been a goal of our board to forge WTSS into a recognized leader in providing
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President’s Report cont’d
community based services, able to contribute valuable insights and participate as a key player within the
ever changing and complex dynamic of the health care and community milieus to which we belong.
Recently, the TC-LHIN tasked Stacey Daub, CEO of the TC-CCAC, to assemble a task force of
experienced leaders from influential CSS agencies to collaborate with her in developing an effective
strategy for integrating primary care into the community setting and it’s my pleasure to share that Thom
Burger was invited to be one of those participants. This invitation not only stems from Thom’s
tremendous knowledge and experience but from recognition of the great work that WTSS is becoming
better known for. Congratulations Thom for another outstanding year.
Continuing along the lines of board goals and agency recognition, I’m very pleased to announce that due
to the long-standing and positive relationship WTSS has had with the TC-CCAC, we were asked to
partner with them to create an on-site ambulatory care clinic, which is scheduled to open this December.
This is a significant strategic achievement and I’ve no doubt that this collaboration will help pave the way
for other exciting opportunities.
To help reduce the ever growing ALC bed predicament faced by hospitals, WTSS has worked with the
CCAC’s Right Place of Care pilot initiative over the past few years to absorb low to moderate care CCAC
clients, enabling them to admit higher needs patients from hospital. Last year, the CCAC asked that we
begin admitting higher acuity patients directly from hospital and this request is a testament to the
confidence they have in the competence and professionalism of the WTSS team.
The achievements cited here are only a few of the amazing accomplishments WTSS was able to attain
last year and as a board, we look forward to continue garnering resources and defining strategy that will
enable you to continue doing the excellent work that you do. However, as is the case when old goals are
achieved, new opportunities are presented and last year was no exception and I’d like to share a few of
those with you.
The United Way has decided to change their funding targets to focus on programs beyond the suite of
services currently provided by WTSS. As such, they were unable to clearly communicate to us what our
funding status will be beyond the next fiscal year or so. This change has galvanized board conversations
around the importance of exploring funding sources outside those traditionally considered and this is a
goal we are excited to tackle and confident in securing.
Last year continued to see the anticipated decline of our VHA contract, as our Right Place of Care
involvement grew. Unlike the monies obtained via VHA, the funding from this latter program is
restrictive and so as with the United Way changes, the board is committed to investigating creative
sources for new funding that can be tied to enhanced services for our community.
2016 marked the end of the strategic plan that served to guide the agency’s development over the past
three years; however, the board took the liberty to extend this plan another year, as we began
investigating the prospects of strengthening our standing in the sector and expanding the kinds of
services we can offer our community. During the interim, we remain committed to continue focusing on
providing sustainable and quality programs and services.
Late last year, our board began conversations with the board of Humber Community Seniors’ Services, a
community agency with whom WTSS has fostered a strong and successful partnership with over the past
few years. Our relationship has been built on trust, respect and affability and led to improved services to
clients. In an effort to build on our successes, our boards have agreed to examine what opportunities
exist or can be created to strengthen the impact of this partnership and are considering options up to
and including a merger of the two organizations. To that end, we have tasked SANTIS Health, a
management consultancy, to dive into the various options and present their findings to a steering
committee made up of directors from both boards sometime around the end of October. During this
process, we will seek community feedback and will keep stakeholders apprised of future developments.
Last year marked WTSS 30th anniversary and 30 years of providing outstanding service to our
community and we are looking forward to laying the foundation for the next 30. On behalf of the board
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of directors, I’d like to thank our members for their valued and continued support and the confidence shown
in our governance team. We’d also like to extend our gratitude to the many volunteers who donate their
time and skill to the success of this agency, without whom the work we do would be nearly impossible.
Finally, we’d like to recognize all the staff who put in hours of hard work every day to ensure the smooth
and successful operation of our business. Thank you.
Brandon Makins
President, Board of Directors

Statement of operations for the year ended March 31, 2016
REVENUE
Ontario Ministry of Health
Fees for Services
United Way of Toronto & York Region
Other
City of Toronto
Property and equipment funding recognized
Donations and fundraising
Investment income

2016
$2,833,747
829,037
58,882
49,616
41,845
10,153
8,742
6,609

2015
$2,399,962
881,615
53,882
44,896
40,980
10,153
5,598
11,655

TOTAL REVENUE

$3,838,631

$3,448,741

EXPENDITURES

2016
2,732,777
361,907
245,630
174,690
88,686
54,565
52,208
39,124
31,046

2015
2,494,188
340,298
301,959
191,643
58,330
53,340
14,115
13,778
54,028

$3,780,633

$3,521,679

57,998

(72,938)

Salaries and benefits
Meals and program
Occupancy
Office and communications
Amortization of property and equipment
Purchased services and other
Training and volunteer recognition
Professional services
Travel
TOTAL EXPENDITURE
EXCESS OF REVENUE OVER EXPENDITURES

West Toronto Support Services
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Tel: (416) 653.3535 Email: info@wtss.org
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