
The last year has been like nothing we have ever experienced. Early 2020 offered an

inkling that big change was on the horizon - little did we know, that change would be

world altering and all consuming. But amidst the remarkable upheaval, this year has

also brought a movement for humanity, that has altered our lives and opened a door to

positive change.   

The power, leadership, and commitment of the community health sector has always

stood firm, unwavering, but often, inconspicuous.  The last 10 months have placed a

brilliant light on community supports, and how these services and the people involved,

contribute to the overall health system. I have often heard across the network, that

Community Support Service is a primary source of keeping people healthy in

community and out of institutional health care systems. But it is a sector that is invited

last to join system partnerships, and the first dropped during times of austerity;

systematically and perpetually underfunded and overlooked. As a result,  the sector

has evolved into a patchwork of services.  Yet together, a patchwork can also create a

beautiful, cohesive quilt; blanketing the community and ensuring people are safe at

home and well cared for.

Despite the devastation and toil that the last year has wreaked on our lives, it has also

brought gifts, both professional and personal. Hard things are hard. But we have been

able to move a system, change a community, and together, make deep and lasting

impact on the lives of so many people in our communities. The power of together. 

The power of our collective has moved and mobilized to bring a response like none

other that we could have ever foreseen. And so, with the brilliance that 2020 hindsight

can bring, we would like to showcase our CCSN Year in Review.

A YEAR IN REVIEW
A retrospective look at the highlights that made up 2020 

A Year Like No Other 

This is also a time to acknowledge, recognize, and

thank all those who have been working tirelessly on

the frontlines of our communities to ensure seniors

and adults living with disabilities are safe at home

during this turbulent time. You have made a true

difference in the lives of so many.

 

Thank you.



Technology came to the forefront

this year to support community

members in accessing services, and

enhancing remote care.

Enhancing Access and virtual care tools

Working to build strong pathways to

services has always been a professional

passion of mine. During my days in the

Alzheimer and Dementia world, I learned a

great deal about the importance of

support services, the benefits of early

access to services, and the problems of the

siloed and fragmented continuum of care.

This is what drives my work today. 

By Jaime Constable

Three years ago our eReferral system
Caredove was launched to improve
navigation of and access to services. So
when the idea came forward in the early
days of the pandemic to create simple way
for people to get help during COVID-19, I
was all in.

Thanks to the support and quick response
of our member agencies, we were able to
launch a COVID-related service site in late
March 2020. Similar to most of you, my
working hours were irregular and fueled by
the urgency of the moment. But we got it
done. And to date, we have received over
800 requests for service from community
members in need.

 2020 was grounded in kindness. At a time
of such stress, our community stepped up
and looked for ways to help each other. It
was the first time that we ventured into
eReferral system for volunteers - and the
response was heartwarming. There were
over 500 people that came forward to
volunteer in agencies to help ensure
seniors where safe at home. 

And because one major project is never
enough, we partnered with Champlain
Dementia Network to re-launch Careteam.
Despite the challenging time for process
change, many hospitals and community
support agencies have stepped up and are
seeing the benefit of a shared platform for
clients to coordinate their care. 

Recognizing that caregivers were home and
needed supports, we also launched a
caregiver e-learning platform to help those
who may be looking to build their skills in
their role. 

It’s been a demanding year all around. But
it has truly been a privilege to be part of a
fantastic team and to work with our
members and partners during such a
difficult time to meet the unique needs of
our clients. 



For me, a bright spot this year was the
launch of the CCSN Online Driver Training
program. We created two additional new
health and safety training modules to add
to the launch of the program in August
2020. And just four months in, over 50
drivers have used the training modules. 

The Engage! webinar series is CCSN’s
known program for knowledge sharing. We
had big plans for 2020 and the Engage!
brand has grown up a bit.  You’ll now
notice that when a CCSN training and
development session is announced, it is
under the new banner of Learn,
Collaborate, Lead. The Engage! series
has supported online learning activities
through webinars, but now, we have also
shifted to support online learning and
professional development.  

It’s been a challenging year to find time to
join a training session, or think about a
learning plan.  Through this difficulty, it’s
heartening to see that even with little time
available, our network is able to come
together, share, and learn from one
another.  We’ll soon see that the changes
we’re making today will help us take the
next steps to getting back to life and
work – even it looks rather different from
what we once knew.

Learning as a network to adapt

and grow

Training and Development 

When I joined the CCSN team in January

2020, there were so many plans around

training in progress, and more being made.  

Training is an incredibly important part of

anything we do as it builds new skills and

helps prepare for change.  This year, that

preparing was truly put to the test as we

were all forced to adapt and change

quickly, and adjust to constantly shifting

priorities.

 By Audrey McNeill

Adapt and Change - Getting Volunteers
Ready in a New Way 

One way we responded to the pandemic
was to support training new volunteers
online. We are grateful for the expertise
and collaboration partner agencies
brought to this work. Special thanks to
Meals on Wheels Ottawa, Rural Ottawa
South Support Services, and The Good
Companions for working with us, on behalf
of the full network, to help onboard new
volunteers across Eastern Ontario. We
learned a lot through the process, and
together created some great training
resources, and met some amazing new
volunteers.



Keeping connected is key to staying

healthy and supporting resilience in

others during this challenging

time

Connected and Together

 I have always believed that we are

stronger together. Because of this, I have

dedicated much of my career to bringing

people together to resolve common

challenges. Together, we can achieve great

things that we often can not do alone.

Never before has  stronger together meant

so much as it has over the last 10 months.

By Chris Cobus

As the health system came together to
respond to the pandemic, CCSN quickly
provided opportunities for our members to
convene and leverage their skills and
experience, to develop a community
response to the pandemic.

CCSN hosted regular check-in meetings
enabled Community Support Services to
come together virtually and identify next
steps for community priorities, gaps, and
emerging needs to maintain supports for
clients and caregivers.  

Regular meetings with members and
partners  quickly evolved to focus on
specific areas of service, to put in place
practical, yet essential, supports like food
baskets and foot care. Once again, the
common focus was to ensure that the most
vulnerable clients have a way to access the
services they need during this
unprecedented time.

CCSN online meetings helped provide
shared direction across agencies, and
discuss opportunities and possibilities.   

Virtual programing has made major strides
throughout the region and create new ways
of serving those needing support to
maintain their wellness. We now turn our
attention to bringing people together to
share their virtual practices and learn from
each other. CSSN is working with members
to enable people to access health care and
maintain family and social connections that
are vital to their health and wellbeing.  We
are, indeed,  Stronger Together.



 2020 in a nutshell: Client Risk Codes,

Data Definitions, and Unopened

Memos  

With new programs, and new ways of
delivering services, so too comes new
data to collect and use.  A tsunami of data
can get messy without a plan. I was
tasked to help make that plan. Cue the
shoulder tapping. 

Questions stirred early across agencies,
like "How in the world do I count this?"   
 "Can I use this in our quarterly report?"
"Why do I care?" The short answer was,
Let’s figure it out together. And so, we
went to work, to develop new definitions,
new datasets, and new processes. I know
I wasn't very popular, but I am confident
that the information you have defined and
collected will allow us to truly tell the story
of Community Support Services in 2020. 
 
From my vantage point, the evidence
shows that the annoying memos about
data definitions and codes continue to be
a source of both dread and success.
Despite the twists and turns of 2020, and
chaotic pace of pandemic change, we
work with you to continue to
 use data and information to open new
conversations and collaborate.  We look
forward to continuing to build on this
excellent work as we head into 2021.

Improving Data and Information 

The 2020 original plan included looking

for ways to improve the sticky business of

data and information management to

support the amazing agency work.  We

wanted to ensure we could tell important

stories of CSS through good quality data. 

 Then the whole world changed. 

 By Sarah Cormier

Planned projects and work reports were
set on hold, and we had to refocus on how
to best support agencies in their program
adaptations. My role, consistent data
definitions, so agencies could keep telling
their story through the data they collect
despite the changes to their programs. 

Admittedly, consistent data is probably not
the first thought for most. More than once,
I found myself with the unenviable task of
tapping you on the shoulder about data,
while you were scrambling to deliver
immediate help and supplies like food and
masks. All for me to say things like,
“Hey there, please read this memo about
data definitions." or "Don’t forget to
count what you’re doing, and store those
counts in this very specific way.” 



 Raising awareness to highlight the

amazing accomplishments of our

members. 

 Social media is my favourite way to
promote Community Support. I often get
the question, “Is our target audience
(seniors) even going to see our posts?” I
have thought about this a lot. And it wasn't
until I received a Facebook friend request
from my grandmother, that I realized the
question had been answered. Users of all
ages are joining social media every day. It
is my job to reach them.

In addition to social media, targeted
advertising through hospital digital boards
and patient booklets were developed. And
in true Canadian fashion, digital adverts
for CSS were placed in Tim Hortons
locations in the Ottawa Hospital.  

Telling the stories of CSS is a pillar of our
communications. Currently, we are
working on COVID-19 stories. I have been
privileged to interview staff and clients on
their experiences over the last 10 months.
I am taken aback by the resilience,
strength, and creativity in the stories I
have heard. And I can't wait to showcase
this work in 2021. 

Raising Awareness one post at a time

The positive attention that Community

Support has received since March has

radiated through the shadow that COVID-

19 has cast over 2020. Not only have our

member agencies been doing amazing

work and providing life-changing services

in a time of extreme difficulty, but

because of effective communications, the

community is taking notice. 

By Maranda Grant 

With seniors needing to stay safe at home,
it became increasingly important to reach
them and let them know that CSS is here
to help. My role: to amplify your programs
and services by getting as much attention
as possible. In other words, the illustrious
task of Raising Awareness. And as anyone
who has been asked to "raise awareness",
knows, it is ambiguous and huge. 

My first task - to give CCSN some web
presence with a much needed website
makeover and provide a face to our
network.  

http://www.ccsn-rscc.org/


Favourite 2020 words & phrases 

Unprecedented              Pivot 

Zoom                            Innovative

Bubble                             Virtual

Together                      Resilient

              You're on Mute

Only in 2020 
By Jama Watt 

I am one of those people that can
appreciate jargon, some may say, even
loves it. So, it came as quite a shock
when, at the end of an exhausting year, I
found myself tired of this year's greatest
buzzwords. Unprecedented indeed.
 
So, in the interest of keeping things
grounded and real, and to bring a new
perspective, I have opted to use allotted
section to revisit our work over the last 12
months with a friendly game of Never
Have I Ever...
 
But my first, and most important
statement, is the vicarious pride that I
have through the work of community
support agencies. You have made a real
impact in our community.

NEVER HAVE I EVER... 
(WORK VERSION)

Fully appreciated the organizational
and logistical skill set that
purchasers and shipper receivers
have.

Been sick of my own voice over
endless Zoom calls.

Used my garage to store large
quantities of masks, gloves, hand
sanitizer, shields, and gowns to go
to Community Support Service
agencies.

Run an assembly line of
DementiAbility resources to make up
over 250 take home kits for
caregivers.

Been disappointed to discover my
beautiful soliloquy and brilliant idea
was on actually on mute, never to be
replicated again.

Taken one of the Dementia Cats out
of the box and played with it for a
day (because they are soothing and
kinder than my own cats)


