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Section 1: Message from the President
and the Executive Director
It is with great pride that we present this annual report of activities for the fiscal period April
1, 2018 to March 31, 2019.
In June, Elizabeth House celebrated its 50th anniversary of service to young mothers, families
and to the community. While the mission remains the same, this former “home for unwed
mothers”, where girls came to hide away from the social and moral embarrassment, is now
recognized as a treatment centre for young mothers and families in difficulty. Elizabeth House
no longer works in isolation to protect the anonymity of its clients who were relinquishing
their children for adoption. This small organization, through its experienced and dedicated
employees, works in collaboration with the young woman, her support network and other
professionals in the community to help determine a permanent parenting plan for each child.
Our clients learn that it is not shameful to need help. Rather it is a strength to ask for help
and it is an achievement to accept it.
Elizabeth House has experienced many changes this year. Changes in the needs of some of
our clientele meant finding new ways to meet those needs such as assigning additional staff
to support and accompany young mothers with mental health issues as they prepare for birth
and for new responsibilities as a parent. Diminished needs in the school nursery allowed us
to focus on infant stimulation and child development for all clients, but more specifically for
young mothers who required more intensive instruction and support to adapt to parenthood.

Changes in the ways that we evaluate the success of our pr ograms
and of our clients
In continuity of the work done with Jean-Francois Lemay in previous years, the clinical team
has developed a tool to track program effectiveness. The AIDES tool, the CABE, was adapted
to be used as a questionnaire at discharge and will allow staff to measure client progress.
Video feedback and attachment focused intervention work provided clients with immediate
positive feedback on their interaction with their children.
The quality improvement journey continues as success indicators and criteria for
measurement are formalized and as the evaluation dossier moves forward.

Changes in the working conditions for clinical staff
The first union contract was signed in November 2018. Both the organization and the union
are adapting to new ways of working and we have every indication that a healthy relationship
and work environment will continue to grow.

Changes in the physical space
The high school nursery moved from the school site in Ville-Émard to the main Elizabeth
House building. This resulted in a better use of staffing and meant that all clients had access
to nursery services as needed.
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A very generous gift from a donor allowed Elizabeth House to do a complete renovation of the
backyard space for clients and staff. This transformation will provide years of joy for the young
mothers to come through our doors.

Change in leadership:


A word from Linda Schachtler
After 22 years of service to Elizabeth House and the young families it serves, I will be
retiring from my position of Executive Director and handing this “small but mighty”
organization over to new leadership. Elizabeth House has grown and flourished over
the decades just as have our young mothers and their children. Thousands of lives
have been changed because of the teaching, support and care provided by Elizabeth
House staff.
I have seen first hand the courage and strength that these women have found in
themselves and the resilience that they have demonstrated while they learned and
grew as individuals and as mothers. They now hold their heads high and leave the
folds of Elizabeth House with a solid plan for their child.



A word from Cerise Morris
As President of the Elizabeth House Board of Directors, I want to take this
opportunity to thank Linda Schachtler for 22 years of dedicated commitment to
furthering the mission, vision and goals of Elizabeth House. We all wish her a
fulfilling retirement and offer the assurance that her legacy will inspire our
future work.

Changes in administrative services
With the retirement of the Coordinator of Administrative and Auxiliary Services in the last
fiscal year and the Executive Director this year, management and the Board have been
discussing how to replace long-term service employees who have grown with the organization
and learned to manage the volume, velocity and variety of dossiers. Job assignments were
modified, a human resource consultant was hired and plans will be developed to fill the gaps
in administrative services.
The accomplishments outlined in the body of this report are credited to the dedication and
competence of our management and staff teams. We extend a special note of thanks and
appreciation to the staff who work tirelessly to support our clients and our mission; to the
Board of Directors for their governance and support of the management team; to the
volunteers who work with our clients to provide respite; to our donors; and to our partners
for working in collaboration and in the best interests of our clients. The lives of at least two
generations have been touched by our work.

Cerise Morris
President, Board of Directors

Linda Schachtler
Executive Director, Elizabeth House
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Section 2: Declaration Regarding the
Reliability of Data in this Annual Report
As Executive Director of Elizabeth House, I have the responsibility to ensure the reliability of
the information contained in the annual report of activities as well as the integrity of the
related controls.
An audit of the coherence and plausibility of the information presented in this report was
conducted by the independent firm Richter. A report to this effect was produced and is
available in section 8.4 of the present document.
The results and data in this report of activities for the fiscal year 2018-2019 of Elizabeth
House:
 accurately describe the mission, the mandate, the responsibilities, the activities and
the strategic orientations of the organization;
 accurately describe the objectives, the indicators, and the results obtained;
 present correct and reliable financial and statistical data.

I declare that the data contained in this annual activity report, as well as the related controls,
are reliable and accurately reflect the situation as of March 31, 2019.

______________________________
Linda Schachtler, Executive Director
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Section 3: Presentation of Elizabeth House
and highlights of the year
3.1 About Elizabeth House
Elizabeth House is a rehabilitation centre that offers a continuum of intervention and support
services to families with children aged 0-5 years. Elizabeth House works primarily with young
mothers and mothers-to-be who are experiencing serious difficulties adjusting to pregnancy
or their role as parents. The approach to treatment is educational and therapeutic, focusing
on the needs, and building upon the strengths of the individual.
Services are provided to mothers and families through residential and external programs.
Services are also provided to fathers through the external programs. Interventions focus
mainly on the acquisition of parenting skills and life skills. Elizabeth House is equally
concerned with optimizing children’s development and with facilitating the development of a
long term or permanent plan for each child.
Services are designed to serve the English-speaking community of Québec and are generally
offered in the greater Montréal area. Elizabeth House is funded through the Ministry of Health
and Social Services but relies on private donations to support programs and activities.

Our Values
Integrity
Excellence
Innovation
Collaboration and
Partnership
Our Mission
To have a positive impact
on the lives of young
children whose parents
require intensive support
and intervention to
improve their capacity to
parent.

Our Vision
A world where children
are safe, secure and
loved and where parents
are supported and
empowered so that they
all have the opportunity
to develop to their full
potential
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Our clients
Elizabeth House serves a client population with varied and complex needs. Some clients
require the services of Elizabeth House to help them transition into parenthood due to their
young age and limited life experience. Others experience a difficult transition due to personal
limitations caused by an intellectual disability or mental health condition. Instability with
respect to housing, financial problems, inadequate support networks, abuse and/or
exploitation are other factors leading to vulnerability, which clients commonly experience. The
experience of immigration can also result in social isolation and poor adaptation to parenting.
Some clients have had past involvement with Youth Protection, placements in foster homes
and group homes. They may continue to be involved with Youth Protection in their capacity
as parents.
Other situations our clients are likely to experience include:
 Separations from primary attachment figures and/or disruptions in care
 The absence of protective fathers or father figures
 Family disorganization/dysfunction
 Inadequate guidance and family support
 Physical, sexual and/or psychological abuse
 Substance abuse
 Experiences with conjugal violence
 Emotional or mental health problems
 Oppositional thinking and behaviour
 Frequent moves and lack of stability in the community
 Susceptibility to exploitation
 Intellectual limitations*

Page 7 of 42

Organizational Structure
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3.2 Board of Directors
3.2.1 Members


Cerise Morris, President



Howard Nadler, Vice-President



Sandra Sinclair, Secretary



Vacant, Treasurer



Cécile Bertin, Member



Cristina Birks, Member



Jane Bracewell, Member



Nooshin Maleki, Member



Allison Kurz, Member



Andréanne Saucier, Member



Donna Varrica, Member



Linda Schachtler, Executive Director, Member ex officio

Code of Ethics
The code of ethics can be found at the end of this report. There were no violations
of the Code of Ethics in 2018-2019.

3.2.2 Committees and advisory bodies


Executive Committee



Finance and Audit Committee



Integrated Risk Management and Service Quality Committee



Service Quality and Vigilance Committee



Local Service Quality and Complaints Commissioner



Building Committee



Users Committee



Joint Standing Committee (English Montréal School Board and Elizabeth
House Partnership)
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3.3 Highlights of the year

11

99

Indigenous

Clients served
throughout the
continuum of

42

parents and
children served

services

Incidental contacts

70.75
410

potential clients

Hours of
Art Therapy

Hours

12,247

completed by
our volunteers

with former /

10

Meals served in the
residence, at an average

Children in

cost of $2.18 each

residence had
regular visits
with their father

40
Hours of
Video-Feedback
Interventions

2

80+
Home visits

Families who
benefitted from the
Path/Track Program
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Achievements of the year
Open House
Elizabeth House hosted an Open House on October 25, 2018. Numerous partners attended
from a variety of settings such as:
 Centre Jeunesse de Montréal;
 Batshaw and CIUSSS Ouest-de-l’Île-de-Montréal;
 Women on the Rise;
 NDG Community Council;
 SPVM Poste de Quartier 11;
 CLSC Côte-des-Neiges;
 Logis Phare;
 CPE Lieu des Petits;
 Fraser Hickson;
 Logifem;
 Carrefour Jeunesse Emploi NDG.
Clinical staff did a tremendous amount of work in the preparation of poster boards that
presented our programs. Each staff was also ready to present information on their topics.
Staff participated in tours and individual discussions with our guests.
We also had one of our clients participate in the tours of visitors in our building. She did an
excellent job describing her experiences within Elizabeth House.

Staff Training
This year a significant amount of training occurred for our entire staff.
Most of our staff (from all departments) was retrained in first aid, including CPR and baby
techniques. We also participated in a full day Therapeutic Crisis Intervention Training. Some
topics included:
 Agitation / Aggression / Violence - what do they look and sound like;
 Crisis prevention and therapeutic milieu / knowing your environment, assessing a
situation / setting conditions;
 The importance of emotional competence, self-awareness;
 Stress model of crisis;
 Knowing the client and their triggers;
 Crisis communication and active listening;
 Managing aggressive behavior / Proactive / reactive aggression;
 Help me help myself: Crisis co-regulation - life space interview.

Orientation -Admission Process
As a way of providing clients with a better orientation to Elizabeth House upon Admission and
also providing Elizabeth House with more information regarding the current functioning of
each potential client, we have started to include day and overnight visits to our intake process.
At times, these have occurred over the course of a few weeks and have led to clients either
being admitted or being offered simply a “day treatment” type of program. In order to best
meet the needs of clients, Elizabeth House has tried to become more flexible in the types of
programs it offers.
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Trailblazers & Trendsetters Program (named by the clients)
In accordance with the Elizabeth House organizational Client and Family Centered Care
(CFCC) statement and practice framework, the objective of this program is to integrate the
input of the client in the revision, design and implementation of Elizabeth House rules,
programs and current practices in place.
Part of the work being done is going over current rules in place as part of the process to revise
and update. To date we have addressed cellphone rules, smoking rules and providing free WiFi service to our clients. The assessment period has also been reviewed and based on feedback
from clients in particular and staff, we have implemented a variation of our assessment period
during a trial period and the start of a protocol for staff to follow when assessing / observing
clients (DO’S AND DON’TS).
The process is being tracked on a visual board where clients can view:
- Current rule / practice;
- Reasons for revision;
- Feedback (client & staff);
- Actions – a draft of revision of rules / processes based on feedback provided;
- Trial Period (start date, duration) to assess new systems;
- Follow-up: get feedback from staff and clients following trial period and make
modifications as needed.

Day Center Education Program
It had been a well-known fact that enrolment in the Elizabeth House Education program has
been declining steadily for the past decade, very much in line with the experience of English
School Boards across the island. The profile of the clients registering in the program has
also changed over the decade. The Education Program was servicing fewer clients in the
youth sector and more over the age of 18 who still needed to complete their high school
leaving certificate.
The current numbers for this fiscal year confirm this trend. Of the 10 students registered in
the school program for the 2017-2018 and 2018-2019 school periods, only 4 students were
from the Youth sector. Given this reality, the goal has been to try to increase access to the
school and nursery services for EH clients/students over 18 years of age; looking into
opportunities related to Adult Ed programs.
The DEAL program (an online adult education program) has responded to this need, where
students from 18 to 21 years of age complete their studies online with the support from the
Youth Sector school and teachers, as well as the EH clinical support and nursery services.
Unfortunately, this additional program did not change total enrolment numbers which
continue to decline.
In response to low school registrations, changes were made this school year that allowed
for more efficient use of staffing across all Elizabeth House Programs all the while
maintaining services and support to the Elizabeth High School.
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Support was provided to the Education Program by a half-time external worker. This
educator provided support to the mothers in the Day Centre Program and also followed these
mothers in the community.
In addition, the nursery program moved to the EH building providing service to both the
school, family assistance and residential clients. Nursery human resources was better used
to support all EH mothers and provide respite to clients so they could go to appointments,
do research, homework, etc. The English Montreal School Board opened up their own nursery
on site as they felt that an on-site nursery was imperative to the functioning of the school.
While Elizabeth High has offered the DEAL program over the years, this still requires the
girls to attend school full time and participate in gym, groups and extra-curricular. While
this is suitable for some students, some of our clients only need to or are able to work on 1
or 2 courses at a time.
With the move of the nursery to the Elizabeth House residence, we are presently looking at
the feasibility of offering the DEAL program in house (out of our transitional apartment) to
be supported by a part time adult education teacher hired by Elizabeth House.

Fathers at Elizabeth House (Strategic Objective)
En A cti on Pour l es P apas
Elizabeth House is linked with community partners through the Table de Concertation 0-5 Cavendish which meets around the goal of providing relevant services to the families with
children ages 0-5 within the Cavendish community. One of the designated goals has been to
improve services offered for fathers given their realities and needs paying close attention to
the needs of single, young and immigrant fathers.
We have continued to work with community partners and our “father” facilitator in the
community, linking our dads to resources and father-child events in the neighbourhood.
Over the course of the last year, we have had a few involved fathers that have taken part in
various ways in the Elizabeth House program. They have attended meetings, visited with their
children and regularly joined the group for dinner. We can as well, make use of the Family
Assistance Program to accompany fathers should they need to work on specific individual
goals. We very much welcome this involvement and continue to look for ways to integrate
fathers into our program.
New staff continue to be sent to training organized by the Regroupement pour la Valorisation
de la Paternité on working with fathers. As well, a follow up meeting was held for those who
had already been trained. Information was shared among community partners about how
each group was working with fathers – successes and challenges were presented. Each
resource also committed to new objectives. These objectives are in line with the objectives
presented in our EH Annual Objectives and Strategic Plan.
Elizabeth House is presently participating in an evaluation of the Regroupement’s training.
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Alliance Philosophy and the Action Intersectorielle pour le
Développe ment

des

Enfants

et

leur

Securité

(A.I.D.E.S.)

Initiative
Elizabeth House has continued to integrate the Alliance philosophy into programs at Elizabeth
House. According to this philosophy, in order for children to develop in the best way possible,
all those concerned with their well-being must work and act together. The Alliance program
was designed to put in place the best conditions possible for a child to develop and thrive.
The clinical team has continued to be trained in the use of the accompanying approach and
tools: A.I.D.E.S. These practical tools and assessments were specially designed as a model
for analyzing the developmental needs of children using a participatory approach.
The A.I.D.E.S. tools and assessments organize observation and information from the clients
according to the dimensions of the eco-systemic analysis framework – the needs of the child,
response of the parents, family and environmental factors. They allow partners from various
institutions and organizations to share a common vision and get a better understanding of
the infant or child’s needs and the various factors that influence responses to these needs.
Elizabeth House uses these clinical tools as part of our assessment phase where the clinical
team evaluates the parenting skills of mothers. Individual client challenges will be identified
and strengths will be highlighted. All information will be used to build the individualized
treatment plan for mother and child.

Video Feedback and Attachment-Focused Intervention
By Sheena, Educator
The use and validation of videotaped parent –child attachment-focused interventions have
proliferated over the past 20 years. Within Quebec, this particular intervention has been used
by Centre Jeunesse Lanaudiere and has been extended through several Youth Protection and
social service agencies including our partners at Batshaw Youth and Family Centers. Their
program began in 2014 and has since expanded with the formation of a specialized team
providing this intervention. The program also includes a weekly supervision and feedback
milieu where all cases are discussed and managed.
Batshaw Youth and Family Centers and Elizabeth House continue to work collaboratively
together in an informal partnership where an Elizabeth House staff is being trained in the use
of the program for Elizabeth House clients, along with receiving supervision and consultation
within their weekly team discussions.
It is widely understood that the early years are extremely important within the context of
child development given that positive caregiving during this period is particularly important
to ensuring positive outcomes for children. As such, the use of the video feedback attachment
focus intervention within the context of our intensive services, would support Elizabeth
House’s goal in helping parents eliminate the risks to their children while simultaneously
fostering positive relationships.
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The program focuses on themes which contribute to attachment between the caregiver and
the child, such as autonomy & exploration, WEPP (warmth, engagement, praise, & pleasure),
child development, communication, etc. Caregivers are given various activities that they
complete with their child while the educator videotapes the interaction, and then provides
positive feedback to the caregiver along with highlighted moments in the video.
This year, four Elizabeth House clients have completed the program, one client chose not to
continue after two sessions, and two clients are currently participating in the program. The
Elizabeth House staff is currently shadowing a Batshaw worker for the two clients currently
participating in the program. Once these clients have completed the program, the Elizabeth
House staff will be begin to work with families under the supervision of a Batshaw worker
until the staff is deemed prepared to run the program independently.

Program Evaluation
Work has been done to create a tool to evaluate our program effectiveness. We have adapted
the AIDES tool, the CABE, to be used as a questionnaire at discharge. It will be used to
evaluate how each mom has progressed and how much she has achieved at her discharge.
This will also help Elizabeth House evaluate our parenting program.

Mental Health (Strategic Objective)
Elizabeth House has experienced an increase in servicing clients with various mental heath
issues. As such, we have woven into our Annual Objectives our continued commitment to
support our young parents who experience these challenges. We wish to send a message of
the importance in investing in client’s ongoing personal care.
In order to better manage the prevalence of clients with mental health issues, the Suicide,
Non-Suicidal Self-Injury and Mental Health Policy and Procedure was adopted and all clinical
staff received a training on this topic. Elizabeth House has also incorporated the use of a
modified version of the Mental Health Screening tool that is presently used at Batshaw Youth
and Family Centers within their residential units. It is adapted from the Child Welfare Trauma
Training Toolkit; Trauma Referral Tool. This tool can further identify important mental health
issues at the time of intake as well as highlight important stressors the client may be
experiencing.
As we are not experts in mental health, we continue to link clients with services in the
community. As these services are scarce and difficult to access, we learn about different
resources available and research how to best access them. We provide financial support for
mothers who access certain therapies through a Therapy Fund.
Elizabeth House continues to partner with Concordia University Creative Arts Department
enabling us to receive a stage student at the Masters level in either Drama, Art or Music
therapy. This student provided a well-received therapy in a medium that is “new” and less
threatening to many of our clients.
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Pilot Project – Infant Stimulation
By Irene, Educator
We are happy to have extended our Infant Stimulation program to parents in the community.
Our program is offered to parents who are not parenting their children full-time, but have
regular visits with them.
With the guidance of an early childhood educator, parents are shown different exercises and
learning activities that engage their children developmentally, thus optimizing visits and
strengthening bonds between parent and child.
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Hundreds of hours of Therapeutic Groups, Workshops and
Activities


C o pi n g wi t h L o ss
A new program and mutual support group that helps clients address what they
considered as significant losses in their lives and how they coped / are coping now.



“ G o al ” D i g g ers Pr o gr a m ( n am e d by t h e cli e nt s)
The objective of the “Goal” Diggers program is to get the clients to choose a goal they
would like to achieve, and have the opportunity to work towards attaining it. This is
done through various activities, such as; individual sessions to keep the clients
accountable, group sessions to learn techniques and strategies to implement daily,
artwork and rewards days. To motivate clients, the facilitators are encouraged to
choose a goal to work on as well, and share their strengths and weaknesses with the
group.
Throughout the program the clients learn about S.M.A.R.T. goals, accountability, and
time management. The last two sessions are focused on creating a vision board for
the year, where the clients can plan their next steps and stay focused on what they
would like to achieve next.



Fir st A i d f or M o t h e rs



W el l n ess W or ks h o p (y o g a, s p a d ay, e x er cis e, e t c. )



V ari o u s

s af e ty

w or ks h o ps

( c hil d

s a f ety

&

c hil d p r o o fi n g ,

f all s

pr ev e n ti o n, ki t c h e n s a f ety, cl e a nli n e s s & s a f ety o f b a b y e q ui pm e nt )


Pa r e nti n g a n d I nd e p e n d e nt L ivi n g w o r ks h o ps



Writ e rs i n t h e C o m m u nity ( wit h t h e s u p p ort o f th e Q u eb e c Wr it ers '
F e d er ati o n )



G ar d e ni n g & N ut ri t i o n Pr o gr a m



C el e br a ti o ns a n d F u n a ctiv iti es ( bir t h d ays, h ol id a ys, B l a c k Hist o ry
M o nt h, c ul tu r al c o o ki n g, et c. )
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The Residential Program in Numbers
Statistics in the Residential Program

Mothers by age
16yrs
6%

17yrs
12%

26yrs +
29%

17
Mothers

18 yrs
12%

Mothers by law
LHSS: 15 (88.24%)
YPA: 2 (11.76%)
21-25yrs
29%

19yrs
12%

Children by age
5yrs+
15%
4yrs
5%

20
Children

3yrs
5%

0-12 mo
50%

2yrs
10%

Children by law
LHSS: 5 (25%)
YPA: 15 (75%)

1 year
15%

Length of service
Still in
residence
29%

0-3 mo
12%

18-21…

15-18 mo
6%
12-15 mo
6%

6-9 mo
29%

Average length of stay
163.96 days

9-12 mo
12%
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Clients referred from:

Intakes for the
Residential Program

Douglas
Institute
10%

MUHC
Adolescent
Clinic
10%

41

CLSC
20%

20
Batshaw
Youth and
Family
Centres
50%

YMCA
NDG
10%

Filipino

7

Residents
admitted pregnant:
 3 teens
 6 gave birth
 1 remains pregnant

10
Referral
Packages
Sent

Intake
Meetings
Held

3

Admissions Forwarded
Completed to Family
Assistance

English
Mi'kmaq

10 First-time mothers

7 Mothers of multiple children:
 5 had more than one with
them in residence at some point

1 client from Laval
32 clients from Montréal
4 clients from Montérégie
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The Education Program & Nursery in Numbers
Statistics in the Education Program and Nursery

Children by age

Mothers by age

5yrs+
6%

16yrs
10%
19-22yrs
30%

3yrs
6%
17yrs
20%

1010
Mothers
Mothers

2yrs
13%

16
Children
0-12 mo
62%

1 year
13%
18 yrs
40%

All students from last year returned for
the 2018-2019 school year.

4 students registered in the Youth Section
program (regular secondary education).

All 10 students were also with the
Residential Program (5 clients) or Family
Assistance (8 clients) while studying.

6 students registered for the DEAL
program and benefited from tutoring and
support from the Elizabeth High teachers.
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Therapeutic Groups, Workshops & Activities at the Day Center

W ORKSHOPS

AND

G ROUP A CTIVITIES

G ROUP O UTINGS

H OLIDAY C ELEBRATIONS

A speci al T hank Y ou t o our guest s peakers and facilit ators:









Maison Transitionnelles O3
McGill University Students
Local Complaints and Service Quality Delegate
Women Aware
MUHC Adolescent Clinic
La Tablée des Chefs
YMCA NDG
Maison Jean Lapointe
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The Family Assistance Program
Statistics in the Family Assistance Program

33

24
Single mothers

2 Fathers of

children:

48.5% under Youth Protection

Parents by age

17yrs
4%

16yrs
4%

18 yrs
8%

26yrs +
19%

Residential clients

Length of service
0-3 mo
22%

Files still
open
26%

26
Parents
19yrs
15%

3-6 mo
15%
15mo +
22%

21-25yrs
38%
20yrs
12%

12-15 mo
4%

9-12 mo
4%

6-9 mo
7%

This year, Family Assistance clients were refered to Elizabeth House for support with:





Budgeting;




Finding community resources, daycare and affordable housing;

Parenting;
Filling out paperwork related to welfare, baby allowances, income tax, Medicare card,
divorce, etc.;
Accompaniment and advocacy.
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Section 4: Partnerships, collaborations
and community links
Elizabeth House values collaboration and continues to work in partnership with other
organizations in the Health and Social Services network and the Montréal community to
ensure a range of complementary services for our clients, to promote clear and ongoing
communication among treating professionals and to ease the transfer of clients between
organizations.

Clients were referred by:
 CIUSSS Ouest-de-l’Ile-de-Montréal
- Batshaw Youth and Family Centres
- Douglas Mental Health University Institute
- Centre de Réadaptation de l’Ouest de Montréal
- CLSC Lasalle
 CIUSSS Centre-Ouest-de-l’Ile-de-Montréal
- CLSC Benny Farm
- CLSC Côte-des-Neiges
- Maison Bleue
 CIUSSS Centre-Sud-de-l’Ile-de-Montréal
- Centre Jeunesse de Montréal
- CLSC des Faubourgs
 CLSC St-Laurent (CIUSSS Nord-de-l’Ile-de-Montréal)
 CLSC Valleyfield (CISSS de la Montérégie-Ouest)
 Cree Health Board Health and Social Services
- Mistissini Clinic and Social Services
- Nemaska Youth Protection
- Waskaganish Youth Protection
 CSSS de la Pointe-de-l'île (CIUSSS Est-de-l’Ile-de-Montréal)
 MUCH Adolescent Clinic
 YMCA Notre-Dame-de-Grâce

Support for our staff and organization













Batshaw Youth and Family Centres - CARE project team
CCS- Collective Community Services
English Montréal School Board
Laurier McDonald High School
Notre-Dame de Grâce Community Council
Regroupement pour la Valorisation de la Paternité
Service de police de la Ville de Montréal - Poste de Quartier 11
Suicide Action Montreal
Teen Haven
TRACOM
Unitarian Church of Montréal
Volunteer Bureau of Montréal
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Community services our clients used:



























Auberge Shalom
Auberge Transition
Carrefour Jeunesse-Emploi Notre-Dame-de-Grâce
Centre de Réadaptation en Dépendance Foster (CISSS Montérégie-Ouest)
Centre Local d’Emploi
Chez Doris
CIUSSS Ouest-de-l’Ile-de-Montréal
- CROM
- Douglas Mental Health University Institute
CSSS Cavendish (CIUSSS Centre-Ouest-de-l’Ile-de-Montréal)
École Rosalie Jetté
English Montréal School Board
Generations Foundation
Head and Hands
Hippy Quebec
Maison Bleue
Maisons Transitionnelles O3-On Our Own
McGill University Hospital Center
- Montréal Children’s Hospital Adolescent Clinic
- Royal Victoria Hospital
Miriam Home
Montréal Diet Dispensary
Mosaik Family Resource Centre
Native Women’s Shelter of Montreal
NDG Food Depot
Portage
Queen Elizabeth Clinic
Walkley Community Center
YMCA Notre-Dame-de-Grâce

Participation on Advisory Tables and Tables de Concertation in
Montréal
Elizabeth House continues to be involved on the community tables and initiatives to support
and develop resources in the community in order to assure that clients have access to the
community-based resources and access to supports which may prevent the need for further
involvement with Elizabeth House and/or Youth Protection.
In 2018-19, Elizabeth House committed resources to the following tables and/or committees
whose work revolves around youth or providing services to families with children age 0 to 5:
 Table de concertation 0-5, CIUSSS Centre-Ouest-de-l‘Ile-deMontréal/CSSS Cavendish
- A special mention to our father consultant, Howard.





Table SIPPE, (Les services intégrés en périnatalité et petite enfance
pour les familles vivant en contexte de vulnérabilité) CIUSSS du
Centre-Ouest-de- l‘Ile-de-Montréal/CSSS Cavendish
Anglo Family Council (Verdun)
Réseau d’organismes et d’établissements œuvrant auprès des jeunes
familles (ROÉJF)
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Section 5: Risk Management and Quality
Improvement
5.1 Accreditation
Elizabeth House underwent its 4th accreditation in September 2017 and achieved a 91% score.
The accreditors evaluated the organization’s practices and processes in the areas of
Rehabilitation, Governance, Leadership in a Community Based Organization and Infection
Prevention and Control. They made several recommendations to help us improve our
operations, some of which we have already been acting on:
Recommendation
“Find ways to develop true partnerships with
clients to begin focusing on organizational
and program decision input”
“Clients would like to be more involved in
[planning
and
decorating]
and
the
opportunity for co-design is an important
next step for the organization.”
“Hire a new human resource specialist, even
on a part-time basis”
“The accounting software is out of date and
needs to be upgraded in the immediate
future.”
“Continue to use creative methods to
develop more IT solutions to improve work
processes.”
“Confirm and demonstrate compliance with
hand-hygiene auditing ROP.”

“Discuss ways to reduce written
documentation.”

What was put in place
We set up the Trailblazers and Trendsetters
group.
Clients were asked to provide feedback
about the design of our new backyard.
We hired part-time human resources in early
March 2019.
We finished upgrading our software in
November 2018.
We continue developing our staff intranet, so
it can be a reference point for employees
regarding
scheduling,
policies
and
procedures, initiatives and events, etc.
We performed hand hygiene self-audits and
tests with staff from all departments. We
were able to pull out statistics from our
results, which will become our baseline as
we identify areas for improvement.
Discussions have begun to put in place a
computerized filenotes for residential clients.
We have also found ways to make our risk
reports more concise.

5.2 The Safe Provision of Care and Services
Elizabeth House always strives to improve safety and service quality, while also respecting its
obligations under the Law on Health and Social Services. That is why we continue to place
great emphasis on the reporting of risk situations which could have (or could have had) a
negative effect on the health, safety and security of clients; students; visitors; volunteers and
personnel. Our staff are oriented to this practice during the hiring phase and receive regular
input from supervisors regarding the reporting of risk situations. Ongoing follow up occurs at
the management level which includes divulging of events as required, improvements in
practice and the sharing of information regularly through our committees and team meetings.
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5.3 Incident, Accident and Event (IAE) Report
Comparison between quarters
1st Quarter

2nd Quarter

3rd Quarter

4th Quarter

25

21

20
13 14

15
10
10
5

9

7
3 3 4
1

4
2

5

4
2

1

4

4

3
1 2 0

2
0

0

Comparison with Previous Years
2018-2019

2017-2018

2016-2017

120

66 64

63
52

39
11 13 10

14

28

20
6

8

16

6

2

2

Analysis
The number of risk events reported this year in comparison with last year is lower in
each type of risk occurrence, except work-related events. As a result, the total number
of events has gone down by over 41%, from 203 events to 119.
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1. Incidents

Dangerous
client behavior
(1) 9%

2. Accidents

INCIDENTS

Broken
equipment
(1) 9%

ACCIDENTS
Threats to
a client
(1)
7%

Medication
(4) 37%

Improper use of
baby equipment
(1) 7%

Medication
(5) 36%

Fall (1)
9%

Grease
fires (2)
18%

Confidentiality
of information
(2) 18%

Falls (6)
43%

Confidentiality
of information
(1) 7%

Analysis
As indicated in incident and accident numbers, medication has been a significant source of
errors this year. It must be noted that most of these risk events were caused by simple
distraction and could therefore have been prevented. There is on-going work with the clinical
team to reduce this type of risk occurrence.
Falls remain a significant source of incidents and accidents at Elizabeth House, with 6
accidents, 2 incidents and 3 work-related events in 2018-2019. However, this is still
considerably less than last year’s figure (29 falls). Falls prevention at Elizabeth House is
primarily dependent on maintenance of the property and reducing hazards. The balance is
usually comprised of unpredictable occurrences, where we try to educate the victims on falls
prevention.
3. Events
a) Infection Prevention And Control
Analysis

IPAC
Cockroaches
(2)

Pharyngitis
(1)
Chest
infection
(1)

Gastro
(1)
Influenza
(1)
Strep Throat (1)

URTI (1)

Housekeeping personnel was replaced between
the first and second quarter of 2018-2019
following the departure of the previous workers.
Having both full-time and on-call housekeeping
has allowed us to respond to infections in a timely
manner and prevent them from spreading. This
may explain the significant drop in IPAC events
since last year.
One of the cockroach reports led to extermination
in the residence. Many factors could be
responsible for the presence of insects in the
residence, including food in the living spaces,
visitors and donations processing.

We have begun addressing this last area of concern by clarifying for potential donors the
items we can accept (notices on the front door and the website). We have also established a
partnership with a local organization to pick up surplus donations regularly and reduce clutter.
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b) General Risk Events
Analysis

GENERAL RISKS
Security of
information (6)
Building
(11)

Of the 28 general risks:
 Fifteen were caused by human factors (mostly
distractions or oversights) and could therefore
have been avoided.
 Eight stemmed from broken or malfunctioning
equipment/parts of the building. While regular
maintenance prevents some of these events,
wear and tear is often at cause when a risk
arises.
 Two were due to external factors such as the
weather or neighbors.

General
Safety (12)

 Three were related to access rights for the
intranet, computer user rights and the safety
of mail left for staff on leave. Corrections were
put in place to prevent recurrence of these
issues.

c) Intervention-Related Events
Analysis

INTERVENTIONOther isolatedRELATED
events (8)

Safety
gates left
open (5)

Children left
unattended (10)

Cosleeping
(30)

Thirty of the intervention-related events
reported this fiscal year were occurrences of
cosleeping. This is slightly higher than last year
(25 events).
Since the 2nd quarter of 2017-18, there had
been no cases of chronic co-sleeping in the
residence. Unfortunately, chronicity resurfaced
in the 2nd quarter of this fiscal year, which goes
to show that such events are intimately linked
to clients’ particular challenges and thus
variable in frequency.
The same conclusion can be made regarding
supervision issues, though this type of risk
occurrence has seen a decrease of 50% in the
past year.
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WORK-RELATED
Other (1)

Falls (3)

Threats
against
a staff
(2)

d) Work-Related Events
Analysis
Work-related events are the only type of risk
occurrence that has increased this past year
(from 2 to 6 events).
The threats to staff triggered a major incident
review with a crisis intervention consultant.
Recommendations from this review included:
not accepting to move forward with an intake
process with little knowledge about the client;
avoiding meeting in the basement, strategic
positioning within meetings; possible escape
routes and better collaboration with partners.
We also provided crisis intervention training to
all staff, including the administrative team, to
ensure they have the tools to react and protect
themselves in crises.

Confidentiality and Security of Information
Security of information remains an area of concern this year with 2 incidents, 1 accident and
6 general risk events. This represents the same number of events as last year and will
therefore require ongoing attention.

Recommendations





At the beginning of the next winter, confirm that the measures are in place to ensure
consistent gritting and shoveling of the property after business hours. Review
protocols with staff;
Continue to work with staff to ensure good practice in confidentiality and security of
information.
Revise and clarify the medication handling procedures.
Continue to educate clients on the importance of keeping their environment safe
(reduce clutter, choking hazards, food in living areas, etc.).

Elizabeth House Improvement Plan
As part of Elizabeth House’s goal to continually reflect on services and improve, a Quality
Improvement Leger was developed to track objectives and final actions taken. This document
was regularly reviewed by the management team and the Integrated Risk Management and
Quality Improvement Committee.
Highlights of the risk management objectives achieved this year were (other important
projects further described in this section):
 Provide a cell phone for the Family Assistance educator and use a Sign-Out Sheet
in order to track outside visits;
 Determine how often to redo background checks for staff and volunteers;
 Clarify Elizabeth House’s position regarding a client’s refusal of medical
treatment.
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5.4 Measures of Control and the Management
of Dangerous Client Behavior
The treatment and interventions carried out at Elizabeth House do not include any form of
Measure of Control. Alternatives, such as non-physical crisis intervention or police assistance,
are favored.
As in previous years, there was no exceptional recourse to the application of physical
restraints, chemical substance measures or isolation, nor to alternatives such as police
assistance, this fiscal year.

5.5 Report from the Service Quality Vigilance
Committee and the Local Service Quality and
Complaints Commissioner
The Service Quality and Vigilance and Quality Improvement Committee met 4 times this year,
on April 24, 2018; August 28, 2018; October 30, 2018 and January 29, 2019. It received
and analyzed quarterly Incident, Accident and Event reports and reports from the Complaints
Commissioner. The Committee monitored that recommendations were followed regarding the
quality, safety and effectiveness of services; the handling of client complaints; and ensured
that clients were aware of their rights.
The Committee received and reviewed client satisfaction surveys and reviewed changes in
practices and procedures affecting the satisfaction of our clients. The groundwork was set to
review Accreditation Canada standards for assessing the client experience in order to improve
the survey questions and processes for collecting and analyzing data; to involve clients in
discussions about their care, safety; and experiences, and to receive feedback from them
regarding solutions.
The entente with the CSSS Sud-Ouest-Verdun for the services of the Local Service Quality
and Complaints Commissioner, which was signed in September 2013, was continued with the
CIUSSS du Centre-Sud-de-l’Île-de-Montréal on April 1st, 2018.
The activities of the LSQCC included activities on the respect of client rights:
 2018-11-28: Meeting with the residents of Maison Elizabeth House.
 2018-10-10: Meeting with the students of Elizabeth High School.

Client Complaints
The handing of formal client complaints is the exclusive mandate of the LSQCC. For the year
2018–2019, there was no complaint processed, but one intervention file with one motive. It
was an anonymous report.
 Motive 1: Organization of the environment and material resources, equipment and
material, mechanical breakdown, other;
 One corrective action: technical and material adjustment.
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In her Annual report on the implementation of the complaints procedure and improvement of
the quality of services, the LSQCC indicates that:
“Clients continue to be aware of the complaint procedures. Elizabeth House has
a long established practice of soliciting clients’ satisfaction and encouraging
them to address dissatisfactions and complaints directly with the persons
involved. As a result, clients continue to express that they are comfortable
discussing their dissatisfactions directly with the staff or supervisor concerned.”
As in previous years, there were no appeals to the Public Protector or the Coroner this year.
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Section 6: Donations
We are grateful to all the individuals, foundations, philanthropic associations and numerous
partners who support Elizabeth House throughout the year. Their donations allow Elizabeth
House to supplement its regular programming, providing clients with a more enriched
treatment approach. This year, we would like to highlight the following donors:


Anony m ous -B acky ar d Pr oj ect
Elizabeth House was very fortunate to receive a substantial private anonymous
donation in order to entirely re-do our backyard. This included a new fence, upgrading
of our storage shed, installation of new patio blocks, building of a pergola and planting
of flowers, new grass and a vegetable garden.



Mount R oyal U ni t ed C hur ch
For the 20th year, Mount Royal United Church’s Sunday School and Youth Group held
its annual Santa Breakfast in profit of Elizabeth House this past December. The funds
raised this year will go towards programming for the Residential mothers.



Chur ch of St.A ndr ew and St.P aul
Elizabeth House is blessed to receive ongoing support from the Guild and members of
the Church of St.Andrew and St.Paul. Their generous donations in the past year have
contributed to clients’ lives in ways that would not have been possible otherwise.



Scoti a R un
Elizabeth House staff, board members and supporters came together to participate in
the annual Scotiabank Charity Challenge for a 4 th time. Their fundraising efforts
resulted in a total of 231 individual donations, amounting to 17,935$.



Dor v al S urr ey K nit ters
Every year, this group of fantastic knitters work tirelessly for 12 months to make
blankets, hats, scarves, mittens, slippers and other items that keep Elizabeth House
clients warm through the winter.



Chri st m as
Every year, incredible people and companies come together to share the magic of the
holidays with the families of Elizabeth House. They allow every single child and mother
to open a Christmas gift they might not have been able to afford. This year’s angels
include:
 Shoebox Project Montreal
 Carolyn B.M. and Battat Toys
 Talya M. & Nadira M.
 Kids Fun and Learning Center
 Laurier MacDonald High School- Moral and Religious Education students
 Members of the Elizabeth House Foundation and Board of Directors



Lucas & V oi gt
For the past couple of years, Elizabeth House has been thrilled to receive impromptu
mystery boxes from Lucas & Voigt a couple of times a year. The beauty items in the
packages are always a nice surprise for our mothers.
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Section 7: Human Resources
7.1 Staffing Levels
Elizabeth House operated with 14 permanent full-time and 3 permanent part-time employees
for a total of 15.85 full-time equivalent positions. There were 17 trained educators on the oncall list who work replacement shifts as needed, compared to 11 last year.
In addition, Elizabeth House also used the services of consultants, contract workers and
occasional laborers.
Full Time
SUMMARY
Management
Clinical Staff
Admin Staff
Auxiliary Staff
Total

No. of
Staff
2
9
2
1
14

F.T.E.
2
9
2
1
14

Part Time
No. of
Staff F.T.E.
0
0
2
1.25
1
0.6
0
0
3
1.85

TOTAL
No. of
Staff
2
11
3
1
17

F.T.E.
2
10.25
2.6
1
15.85

7.2 Labor Relations
The first union contract was signed in November 2018. Both the organization and the union
are adapting to new ways of working together.

7.3 Student Interns
Elizabeth House welcomes students from different disciplines to complete their internship
(stage) requirements. These students play an integral role in the team as they apply their
skills and knowledge to intervention planning, program development, client supervision and
accompaniment. The students are also able to benefit from in-house training as well as an
extensive orientation program.
This year Elizabeth House received 6 students in our internship program within the
Residential, Education and Family Assistance programs:
 A first year Medecine student from McGill University;


A Social Work student from McGill University;



Two Social Services students from Dawson College;



A Youth Work and Family Relations student from Concordia University;



A Creative Arts Therapies (Fine Arts) student from Concordia University who was
shared with Maisons Transitionnelles O3.

Together, these students dedicated about 1668 stage hours to Elizabeth House this year.
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7.4 Volunteers
Our first thank you goes to our 10 Board members and 8 Foundation Board members, who
make time in their busy schedule to meet every month and ensure we offer the best services
to our clients, establish goals to push the organization further, monitor our finances, fundraise
for us and bring awareness to our cause. Elizabeth House wouldn’t be the same without them.
A big thank you, also, to Janet, Charleigh, Lindsay, Jessica, Agnès, Jennifer, Tara, Samanta
& Samantha, Jeanne, Christine and Nolwenn, who donated more than 400 hours this past
year to care for our little ones. Their work has allowed the moms to participate in group
activities, socialize and make time for themselves, knowing their children were in good hands.
Finally, a special mention to the SAP Montreal team, who spent 2 days with us in October to
beautify our building before the Open House. They painted our basement and stripped our
front porch to prepare it for a new coat of color. The team brought muscle power, music and
positive energy to the task, making it a blast to work together.
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Section 8: Financial resources
8.1 Use of financial resources by program
Program - Service
Clinical
External Services –
Family Assistance (5400)
Residential Services
(5501)
External Services – Day
Centre (5600)
Youth Health (5860)
Non-exclusives
distributed by program
Total – Clinical
Administration
General Administration
(7300)
Information Systems
(7340)
Not distributed by service
Total – Administration
Auxiliary services
Food Services (7554)
Charges not distributed
by service
Total – Auxiliary Services

2018-2019
Expenses
%
A

Grand Total

Variation
$
%
A-B =C
C÷A

102,295

10.05

105,047

10.65

(2,752)

-2.69

765,093

75.18

678,255

68.77

86,838

+11.35

145,542

14.30

194,098

19.68 (48,556)

-33.36

3,927

0.39

8,700

0.88

(4,773)

-121.54

786

0.08

192

0.02

594

+75.57

1,017,643

63.42

986,292

62.09

31,351

+3.08

444,039

95.49

465,319

95.93 (21,280)

-4.79

24,806

5.33

16,544

3.41

8262

+33.31

(3,833)

-0.82

3,194

0.66

(7,027)

N/A

465,012

28.98

485,057

30.54 (20,045)

-4.31

26,709
3,039

89.78
10.22

26,856
2,399

91.80
8.20

(147)
640

-0.55
+21.06

29,748

1.85

29,255

1.84

493

+1.66

11,863

13.50

(31)

-0.26

28,336

32.25

2,997

+9.57

626

0.71

(309)

-97.48

Building and equipment management
Housekeeping (7640)
11,832 12.83
Building Operations
31,333 33.97
(7700)
Security (7710)
317
0.34
Maintenance and Repairs
(7800)
Total – Building and
Equipment Management

2017-2018
Expenses
%
B

48,747

52.85

47,046

53.54

1,701

+3.49

92,229

5.75

87,871

5.53

4,358

+4.73

1,604,632

100

1,588,475

100

16,157

+1.01

The complete financial results of Elizabeth House are available in the annual AS-471 report,
which can be found on the Ministry of Health and Social Services’ website.
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8.2 Budget Equilibrium
Under articles 3 and 4 of the Act to provide for balanced budgets in the public health and
social services network (Chapter E-12.0001), an establishment must maintain a balance
between its expenditures and its revenues during a fiscal year and must not have a deficit at
the end of the fiscal year. Elizabeth House finished the year with a $9,691 deficit, which does
not exceed the allowed 2% of our revenues.
We were not able to absorb the costs of additional legal fees related to the negotiation of the
first collective agreement for Elizabeth House. The cost of staff leaves also affected our budget
equilibrium.
In the coming year, we do not expect our legal fees to pose an obstacle to a balanced budget,
as negotiations ended in November with the signature of the Collective Agreement. Staff
leaves, on the other hand, remain a challenge. We are following the situation closely and are
managing to the best of our ability.
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8.3 Management’s Report
The Elizabeth House financial statements were completed by management which is
responsible for their preparation and accurate presentation, including estimates and
significant judgments.
This responsibility includes the selection of appropriate accounting policies which comply
with Canadian Accounting Standards for the public sector as well as the features provided
in the Ministry’s Financial Management Manual. The financial information found elsewhere
in the Annual Management Report is consistent with the information given in the financial
statements.
To fulfill its responsibilities, management maintains a system of internal controls which it
considers necessary. It provides reasonable assurance that assets are protected, that
transactions are properly recorded in a timely fashion, that they are duly approved and that
they are able to produce reliable financial statements.
The management of Elizabeth House acknowledges that it has the responsibility to manage
its business in accordance with the laws and regulations that govern it.
The Board of Directors oversees the way in which management fulfills its responsibilities
regarding financial reporting and it has approved the financial statements. The Board is
assisted in its responsibilities by the Audit Committee. This Committee meets with
management and the auditors, reviews the financial statements, and recommends their
approval to the Board of Directors.
The financial statements have been audited by the duly authorized CPA firm Richter LLP, in
accordance with auditing standards generally recognized by Canada. Its report outlines the
nature and the extent of this audit as well as its opinion. The firm, Richter LLP may, without
restriction, meet with the Audit Committee to discuss anything that concerns its audit.
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8.4 Financial Statements and Report from the
Independent Auditor
Independent Auditor's Report
on Summary Financial Statements
To the Members of the Board of Directors of
Maison Elizabeth House
Opinion
The summary financial statements, which comprise the summary statement of financial
position as at March 31, 2019, and the summary statement of revenues and expenses and
summary statement of accumulated surplus for the year then ended, and related notes, are
derived from the audited financial statements of Maison Elizabeth House (the "Organization")
for the year ended March 31, 2019.
In our opinion, the accompanying summary financial statements are a fair summary of the
financial statements, in accordance with the criteria disclosed in Note 3 to the summary
financial statements. However, the summary financial statements are misstated to the
equivalent extent as the audited financial statements of Maison Elizabeth House for the year
ended March 31, 2019 for the reasons described in The Audited Financial Statements and Our
Report Thereon section of this audit report.
Summary Financial Statements
The summary financial statements do not contain all the disclosures required by Canadian
public sector accounting standards. Reading the summary financial statements and the
auditor’s report thereon, therefore, is not a substitute for reading the Organization’s audited
financial statements and the auditor’s report thereon.
The summary financial statements and the audited financial statements do not reflect the
effects of events that occurred subsequent to the date of our report on the audited financial
statements.
The Audited Financial Statements and Our Report Thereon
In our report dated June 10, 2019:



We expressed a qualified audit opinion on the audited financial statements because
the Organization does not amortize the property and equipment, does not present a
statement of cash flows and does not present a comparison of the results for the
accounting period with those originally planned, all of which constitute departures from
Canadian public sector accounting standards
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Management’s Responsibility for the Summary Financial Statements
Management is responsible for the preparation of the summary financial statements in
accordance with the criteria described in Appendix 1 of circular (03.01.61.19) relating to the
annual management report, published by the Ministère de la santé et des services sociaux du
Québec (MSSS) and disclosed in Note 3 to the summary financial statements.
Auditor’s Responsibility
Our responsibility is to express an opinion on whether the summary financial statements are
a fair summary of the audited financial statements based on our procedures, which were conducted in accordance with Canadian Auditing Standard (CAS) 810, Engagements to Report on
Summary Financial Statements.

Montréal, Québec
June 11, 2019
CPA auditor, CA, public accountancy permit No. A125137

1

MONTRÉAL
1981 McGill College
Montréal QC H3A 0G6
514.934.3400

TORONTO
181 Bay St., #3510
Bay Wellington Tower
Toronto ON M5J 2T3
416.488.2345

CHICAGO
200 South Wacker Dr.,
#3100
Chicago, IL 60606
312.828.0800
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Annex 1: Code of Ethics
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