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This past year was a turning point for Circle of Care. We made major strides  

in the areas of client care, quality improvement, leadership, partnership, 

volunteerism, communications and community outreach. The agency has 

moved forward to a higher level of service excellence in home health care and 

community support services — so that we can provide the best possible care for 

our clients. Our community footprint has been enhanced significantly, with 

the relocation of the agency’s head office, expansion of the Circle of Care/

Baycrest Day Centre, and the opening of satellites in York Region and North 

York. To support the agency’s work, Circle of Care has strategically invested  

in additional human resources. Our staff complement has grown by 20%, the 

volunteer program is being reshaped, and we are building on collaborative 

community partnerships to leverage the greatest benefits for clients. 

The agency’s progress has come at a pivotal time in our history — we are seeing unprecedented 

growth in our client base, coinciding with the aging of Ontario’s population. The first baby boomers 

turned 65 in 2011. They will require increasingly more services over the next few decades. This 

includes a growing population of aging Holocaust survivors. Toronto is one of few communities 

world-wide to experience an increase in this population. 

It is a known fact that the overwhelming majority of people want to age in the comfort of their 

homes. In addition to home being the place of choice for seniors as they age (better for physical 

and psychological well being), it is also more cost effective to the taxpayers. This compelling 

combination is spurring the provincial government to put more resources into the sector than 

ever before.

It is challenging to work in today’s health care environment where the ground is constantly 

shifting. Initiatives in the areas of seniors’ health, following the Living Longer Living Well  

report of Dr. Samir Sinha, and the Declaration of Partnership and Commitment to Action for 

hospice palliative care aim to reshape the health care landscape to respond to demographic 

realities. We are on the cusp of transformation to a health care system where there is 

increasingly more emphasis on care in the community. 

The past year’s successes have been part of Circle of Care’s steadfast work to bolster our 

infrastructure. Circle of Care is fully prepared to meet the needs of Ontario’s aging population 

today and tomorrow, so that we can continue to meet our mission to “support individual 

independence and sustain and enhance quality of life in the community.”

Moving Forward…
Everywhere

Allan Rudolph 
Board Chair

Michael F. Scheinert 
President and CEO

Welcome to Moving Forward, our report to the community which 

highlights the work of Circle of Care over the last twelve months. 

2012/13 was a year of many successes — thanks to the dedication 

and skill of our growing ranks of staff and volunteers, approaching 

1000 strong. As you read this report you will see that there is no 

doubt that Circle of Care is moving towards attaining its vision of 

being “the best community health care organization in Ontario;  

the preferred choice.”

 Our Values

•	 Accountability
•	 Client-Centred	Care
•	 Diversity
•	 Ethical	Behaviour
•	 Fiscal	Accountability
•	 Innovation
•	 Learning	&	Growth
•	 Safety
•	 Teamwork	&	Collaboration



2 3

MEEt MRs. B

Mrs. B is an 87 year old holocaust survivor living at the poverty line. She has multiple 

medical conditions, including dementia and arthritis. Mrs. B has difficulty with personal 

care and exhibits a number of behavioural issues. Circle of Care’s social workers, personal 

support workers and volunteers understand Mrs. B’s unique needs and support her 

through counselling, personal care and Kosher Meals on Wheels. These services are 

funded by the Claims Conference, the local CCAC and LHIN, and UJA Federation. 

Mrs. B is but one of 523 Holocaust survivors that Circle of Care assisted in 2012/13.

High quality, client-centred care are the primary goals of Circle of Care.  

The agency’s skilled and dedicated team of staff and volunteers supported 

8,424 clients in 2012/13 so that they can live in dignity in their own homes. 

Services that are provided are basic, yet vital to client and family caregiver 

well being. They include necessities such as:

Changing CliEnt BasE 
Our client base is changing, and Circle of Care is responding to new needs 

and requirements:

Growth

  Between 2011/12 and 2012/13, the number of Personal Support hours 

provided by Circle of Care has grown by 15%, and the number of clients 

has increased by 25%. 

  To meet these needs, Circle of Care’s Personal Support Worker (PSW) 

staff compliment has expanded by 22% — 93 new PSWs were hired in 

2012/13 alone.

  The number of needy Holocaust survivors receiving services from  

Circle of Care with funding from the Conference on Jewish Material 

Claims Against Germany (“Claims Conference”) has grown by 20%,  

from 436 clients in 2011/12 to 523 clients in 2012/13. 

  This growth is due to two main factors:

 — an expansion of eligibility for those who can qualify for funding,

 —  the growth of the survivor population in Toronto, as survivors move 

from other provinces and countries. 

  Circle of Care is working with the Claims Conference and UJA (United 

Jewish Appeal) Federation of Greater Toronto to meet the growing 

pressures on this critical program.

Complexity

  Our clients have more complex medical, psychological and social needs  

than ever before. 

  The provision of personal support and transportation services 7 days a 

week and in the evenings is now the norm rather than an exception. 

Neighbourhood Care

  The provision of personal support hours through Community Care Access 

Centre (CCAC) neighborhood teams, where groups of Personal Support 

Workers are assigned to specific buildings and neighborhoods, is a 

growing trend. PSWs visit clients more frequently, for shorter periods of 

time to assist with personal care, meal preparation and the activities  

of daily living.

Moving  
Forward in… 
Caring

 “Circle of Care helps 
improve the quality  
of life for vulnerable 
and isolated seniors 
and bring some light 
into their lives, while 
allowing them to 
maintain a level of 
independence and 
dignity that would 
otherwise be lost.”
Family Caregiver

 strategic PriOrities

·  Delivering effective, integrated, 
safe and accessible client 
focused services.

·  We operate with excellence  
and efficiency.

  meals

  assistance with bathing and dressing

  rides to medical appointments

  respite care

  adult day program

  counselling

  end of life supports
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Meals on Wheels: 

In order to meet growing needs, Circle of Care expanded its’ reach in the 

last year through the establishment and/or expansion of satellite offices in 

York Region and North York, and relocation to a more modern headquarters 

at 4211 Yonge Street. The new and/or expanded satellite locations are:

  Circle of Care/Baycrest Day Centre for seniors — York region 

An expansion of the Day Centre for Seniors with dementia to 

accommodate 35 clients per day.

   “One Open Door” Circle of Care satellite Office — York Region 

A shared space with Jewish Family and Child, JIAS (Jewish Immigrant Aid 

Services) Toronto and Jewish Vocational Service (JVS) Toronto where 

integrated services are now offered to clients.

  Reena Community Residence — York Region 

An inclusive residence developed in partnership with Reena,  

Circle of Care, March of Dimes, and Kehilla.

  Bathurst Finch hub — north York 

A multi-agency service hub where Circle of Care, a supporting partner, 

now offers regular programs on site.

  transportation satellite Office — north York 

A shared office on the site of Downsview Services for Seniors where the 

two agencies collaborate on best practices.

Moving  
Forward in… 
new Places

 “In the past two  
years, Circle of Care’s 
footprint in the 
community has grown 
tremendously. Our  
goal is to reach out to 
clients from downtown 
Toronto to York Region, 
and be there to 
support their needs.”
Debbie Taylor
VP, Client Services

strategic PriOrity

We diversify and  
grow our revenue and  
financial resources.

Service 
highlights

transportation: 

31,338 rides for  

                                   881 frail seniors

# of  
hours of personal 
support provided  

647,045

# of  
volunteers

364

# of  
counselling and 
support visits

19,594

# of
clients attending 
the Day Centre 
for Seniors with 
dementia

105

# of  
supportive  
housing hours

13,513

delivered by 169 

volunteers

meals
94,841
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In recognition of the necessity for service integration and collaborative 

relationships, Circle of Care initiated a number of partnerships in 2012/13.  

In addition to One Open Door, Reena Community Residence and the 

Downsview Services for Seniors transportation collaborative, two other 

significant partnerships were formed:

  south hospice hub — A unique model of visiting hospice service 

integration was developed with: Better Living Health and Community 

Services; Circle of Care; Hazel Burns Hospice; and Jewish Family and 

Child (Jewish Hospice).

  Fusion — This innovative “applicant team” led by Preferred Health 

includes: Acclaim Health; Arvan Rehab Group; Circle of Care; Shoppers 

Home Health; and 1to1Rehab. Fusion has been prequalified to provide all 

contracted service types to Community Care Access Centres (CCAC), 

including nursing, therapies and personal support. 

The following innovative improvement projects were implemented in 

2012/13 to bring service excellence to a new level: 

  Client services Experience Project, a significant number of improvement 

ideas were identified through a comprehensive staff engagement process. 

Highlights of work completed to date include: 

Project Results

1 Internal Referral Process 
Redesign 

Time for internal referrals 
shortened from days to 
minutes

2 Community Support Service 
Intake Process Redesign 

Time to service start 
reduced from one week 
to one day

  Q-Care, a new customized Incident Management System, advances the 

agency’s existing program to a more holistic quality management system.

  Phone Verification was initiated to increase the safety of personal 

support clients and staff, and ensure CCAC contract compliance. Real 

time notifications of PSW visits are received in the office, initiating a 

response to safeguard the client and the PSW, ultimately avoiding  

missed visits. 

  automated schedules are now read directly from clients’ electronic 

charts to PSWs’ voice mail through text to speech technology. This saves 

staff time and also enhances the accuracy of scheduling information 

conveyed to PSWs.

  Electronic Dashboards have been implemented in the agency’s Client 

Services and Communications & Development departments so that 

performance data can be tracked and monitored on a daily basis.

  information technology infrastructure Enhancements on a major scale, 

took place to improve emergency preparedness, reduce downtime and 

increase security. These included: installing new servers in off-site secure 

data centre; and moving to virtual private cloud computing.

  new Communications Vehicles were put into place, including a new  

user friendly web site, and the launch of Circle of Care Facebook and 

Twitter accounts.

Moving  
Forward in…
Partnership

Moving  
Forward in… 
service Excellencestrategic PriOrity

We collaborate and 
partner with service  
providers and funders.

  strategic PriOrities

·  We operate with excellence  
and efficiency. 

·  We develop and execute 
innovative service and  
product solutions.

 “In today’s health  
care environment,  
we cannot move 
forward on our  
own. Partnerships  
are critical to our  
future success.”
Lisa Levin
VP, Communications  
and Development

 “Circle of Care 
relentlessly pursues 
continuous quality 
improvement — we are 
always looking for new 
and better ways to 
provide service.”
Jamie Arthur
Director, Client Services and 
Quality Improvement
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Circle of Care’s reputation as a leader in the fields of home health care and 

community support services is growing. As indicated by the following, we are: 

KnOWlEDgE lEaDERs 
  19 presentations were delivered by Circle of Care staff at provincial and 

national conferences. 

aWaRD WinnERs 
Three major awards were received by the agency and its’ staff: 

  Queen Elizabeth II Diamond Jubilee Medal

  United Way York Region Bhayana Family Award — Community Partnership 

(for One Open Door)

  United Way Toronto Bhayana Family Award — Leadership 

REgiOnal/PROVinCial lEaDERs
Agency senior management serve on provincial and regional committees, 

and have also received academic appointments. Highlights include 

participation in: 

  Central Local Health Integration Network (LHIN):

 —  Community Support Service Network  

(Circle of Care staff serves as Vice Chair)

 — E-Advisory (Information Technology) Committee 

 — Regional Hospice Palliative Care Program Council

  North York Central Health Link Steering Committee

  Ontario Caregiver Coalition (Circle of Care staff serves as Chair)

  Ontario Home Care Association (Circle of Care staff serves as Treasurer)

  Provincial Steering Committee, Hospice Palliative Care

  Quality and Value in Home Care Table — Fee for Service Market  

Model Development 

  Faculty Appointments at University of Toronto in Physical Therapy and 

Occupational Science/Therapy

Moving  
Forward in…
leadership

 “Leadership at  
Circle of Care has 
reached a new level. 
Our management team 
is comprised of first 
rate executives. They 
are highly respected  
in the industry.”
Allan Rudolph
Board Chair

  strategic PriOrities

·  We are leaders in providing 
value and optimizing client 
outcomes. 

·  We work in a high-performance, 
accountable agency, with the 
right people in the right jobs, 
doing the right things.

A major transformation was made in the agency’s Volunteer Department  

in 2012/13 to attract and engage today’s new Boomer volunteers. Boomers 

took on leadership roles in the department to spearhead improvements 

which included: 

  A redesigned and streamlined volunteer recruitment process 

  Enhanced orientation 

  Extensive volunteer engagement 

  Creation of volunteer social media touchpoints

As a result, our volunteer services are reaching new levels with better 

trained and engaged volunteers.

Moving  
Forward in…
Volunteerism strategic PriOrity

We are an “Organization
 of Choice” for employees  
and volunteers.

 “The face of 
volunteerism has 
changed dramatically 
in the past few years —  
I am delighted to  
work with Circle of 
Care to respond to  
the needs of the new 
boomer volunteer.”
Sandy Kahn
Boomer Volunteer Leader
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CiRClE OF CaRE BOaRD  

OF DiRECtORs

OFFiCERs:

Allan Rudolph, Chairman

Michael F. Scheinert, President & CEO

Howard Kaiman, Treasurer

Harvey Bernstein, Secretary

OthER DiRECtORs: 

Jessie M. Caryll

Gloria Clamen

Alan Dessau

Debby Kaplan

Dr. Les Richmond

Bernice Royce

FunDERs & PaRtnERs

Central Local Health Integration Network

Community Care Access Centres: Central; Toronto Central; Central East; Central West

Ministry of Health and Long Term Care

Conference on Jewish Material Claims Against Germany

UJA Federation of Greater Toronto

United Way Toronto

City of Toronto

Centre for Independent Living Toronto

aFFiliatEs

Circle of Care Foundation

Habayit Shelanu Seniors Residences Corporation

Reena Residence

Association of Jewish Seniors

Notes
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MissiOn statEMEnt

To support individual 
independence and to sustain 
and enhance quality of life  
in the community.

Notes



CiRClE OF CaRE

4211 Yonge Street, Suite 401 
Toronto ON M2P 2A9

416.635.2860 
Out of town? Call 1-855-iCARE01 
info@circleofcare.com

circleofcare.com


