ConnexOntario

Discover Mental Health, Addiction and Problem Gambling Services

2024-2025 Impact Report

Empowering Communities Through
Connection, Data, and Care

Ontario @




#ConnexOntario Empowering Communities

Through Connection, Data, and Care #ConnexOntario

Empowering Communities Through Connection,
Data, and Care

Over the past year, we have focused on strengthening our websites, apps, and
database, while ensuring that our staff received the training and tools needed to
meet the growing demand for mental health and addictions support.

Our dedicated team members - each averaging more than eight years of service -
responded to over 92,000 calls, texts, chats, and emails, providing nearly 246,000
referrals to treatment organizations across Ontario.

Thanks to the support of Ontario Health, we have been able to expand the range of
service andsupportoptionsavailable to our clients. The addition of the Ocean eReferral
platform has enabled our team to make direct referrals to participating organizations,
streamlining access to care. In the coming months, the Caredove eReferral platform
will be added to our toolkit, providing even more options for people in need.

Harriet Ekperigin o )
Board Chair Our mental health, addiction, and problem gambling database has also grown. It now

includes charity-funded and culturally specific services, virtual programs, and child
and youth supports. These enhancements, along with continuous updates, ensure
we provide the most current and relevant information across Ontario’s mental health
and addictions system.

ConnexOntario is Ontario’s trusted entry point for mental health and addiction
support. Our 24/7 navigation services ensure that no Ontarian is left to struggle
alone—no matter where they live or what barriers they face.

With this report, we hope you see that our clients—and their needs—remain at the
heart of everything we do.

Nerin Kaur
Executive Director

Vision

A province where all people in Ontario are connected to mental health
and addictions support where, when, and how they need it.
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2024-2025 Projects & Priorities

This past year, ConnexOntario relied heavily on our Data & Systems Support team, who, working with internal
and external subject matter experts, completed major upgrades to both the ConnexOntario and mindyourmind
websites. In 2024-2025 alone, the ConnexOntario website recorded more than 73,000 searches for mental health
and addiction resources. The team also launched a public Power Bl dashboard and redesigned our eServices
platform, delivering a smoother and more accessible experience for external users.

We continued to share data with Ontario Health, supporting both their Provincial Health Service Directory Initiative
and Data Analytics Hubs. Our collaboration with 988 also remains strong, ensuring their team has the information
they need when transferring callers seeking mental health and addiction resources.

Our most significant initiative this year was the Enhanced Supports Project, designed to equip our call centre
team members with advanced skills to:

» Reduce unnecessary transfers to crisis and distress services
» Provide increased support for diverse individuals
= Use standardized tools and scripts for greater consistency

These enhancements have streamlined our services, strengthened the quality of support, and generated excellent
feedback from the people we serve.
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The person we spoke to was highly efficient and knowledgeable. She sent
invaluable info that will be extremely helpful in the near future.

| did not feel judged, and that was really important to me.

Kind caring and compassionate service agents. Greatly appreciate the help and
guidance. | had tears in my eyes knowing we have such a service to help those who
are despearate and destitute. Bravo and well done.
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Conferences

Throughout 2024-2025, ConnexOntario staff participated as exhibitors and registrants at a variety of sector-
related conferences, providing opportunities to network with professionals, initiate partnerships, and introduce
our services to new audiences.

= Addictions and Mental Health Ontario (AMHO)
= Alliance for Healthier Communities

= Association of Family Health Teams of Ontario (AFHTO)
= Black Physician’s Association of Ontario

= Child and Youth Officers of Ontario

= Children’s Mental Health Ontario

= Digital Health

= eMHIC Global Congress

= First Responders’ Mental Health

= Mental Health for All

= Ontario Association of Chiefs of Police

Outreach & Promotions

ConnexOntario’s staff continue to actively promote our services across the province, ensuring that communities
of all backgrounds and regions know where to turn for mental health, addictions, and problem gambling support.

In 2024-2025, we focused our outreach efforts on several priority areas:

= South Asian communities through campaigns in English, Hindi/Urdu, and Punjabi

» Northern Ontario, with features in True North Living Magazine highlighting
support for the 2SLGBTQIA community, alongside a year-long digital and radio
campaign in Thunder Bay

= Southern and Central Ontario, with a 12-week transit shelter campaign across
Windsor, London, the Niagara region, Hamilton, Kitchener, and Ottawa

This past year, we also partnered with Miranda Ayim, a former Canadian Olympic
athlete, on a province-wide campaign to raise awareness about mental health and
highlight the importance of wellness in high-performance environments.

A total of 69,921 resource materials (wallet cards, pamphlets, posters, etc.) were shipped
to 426 recipients and/or distributed at conferences and other events. Miranda Ayim
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The specialist was very kind and considerate. Really helped me feel genuinely
cared for and that | matter.

| am a social worker and they work so well, asking great assessment questions to
make sure | get the best fit for my client. | am always so appreciative.
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Training, Education, Engagement & Wellness

Throughout 2024-2025, ConnexOntario staff participated in a wide range of training, educational, and
engagement activities. Two major initiatives completed by all staff were The Path, an Indigenous-led and focused
training program, and enhanced privacy training.

In addition, staff were offered numerous webinars and seminars to help them stay current with trends in the mental
health and addictions sector, as well as updates to relevant legislation.

Our team members also received specialized training to strengthen their ability to provide enhanced distress and
crisis support. This included sessions on motivational interviewing, brief focused counselling, vicarious trauma,
ethics of helping, refugees and trauma, crisis intervention, and the Columbia Suicide Severity Rating Scale
Screener. To support staff well-being, additional training was provided on psychological safety and compassion
fatigue, and a structured debriefing process was introduced.

Staff wellness remains a priority. Following a Focus Group Survey, we developed our CLEaR (Communication,
Leadership, Engagement, and Recognition) Action Plan and incorporated enhanced recognition initiatives into
our staff engagement toolkit.

We also launched new Staff Wellness and Community
Outreach Committees, creating opportunities for staff
to participate in wellness activities and community
engagement events.

Highlights included supporting the Period Equity Project,
contr?buting to .the 519 Slock Pursuit '(collecting an gk @ ConnexOntario o mmdyoum,,,,d
amazing 1,160 pairs of socks!), and marching together in \_OVE PRIDEV I.OVE ;

the London Pride Parade. f-\\
NWVEV )

- Ml Discover Mental Health, Addiction and Problem Gamblin g Serwces
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| found the call centre specialist to be well informed,patient and she had very
good interpersonal skills. She was thoughtful and took her time. She provided a
wealth of knowledge to get me started. | was very pleased to find this level of
professionalism on a weekend.

They made me feel heard and made me believe my current situation is able to
change. I've had so many responders over the years and this was the most helpful
and personable responder yet.
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Activity Snapshot

From April 2024 to March 2025, more than 92,000 people contacted ConnexOntario seeking support for an
addiction, mental health, or problem gambling concern—whether for themselves, a loved one, an acquaintance,
or a client. Our professional call centre team members, available 24/7/365, connected these callers to the
most appropriate programs and services, provided sector education and information, and served as a trusted,
compassionate point of contact for individuals in distress or crisis.

We also worked continuously with treatment providers across the province to ensure that the information we
share is always accurate, current, and reflective of the supports available to Ontarians.
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62,996 3,517 22,289 3,296

Phone Text/SMS Web Chat Email
9EBEO00005 | RR2RA2222 | RRERAREAR
o AGE GROUP .~ PERSON CONTACTING
GENDER l Youth 5% M self58%
Il Male 55% B Adult 76% . M Friend/Family Member 21%
B oiderAdult12% [l Helping Professional 20%
[l Other 5% I Unknown 7% B other'1%
WHY PEOPLE CONTACT US
REFERRALS GIVEN 30.9% 26.9%
Concurrent

Other r
2 17,8 19 Programs & Services ‘ Disorder
2,369 Culturally Specific (non-indigenous) 5.1%
Problem
27,775 Supplementary Resources? Gambling ‘
18.5%

0,
18.6% Mental
Addiction Health

1. This total includes people who chose not to share this information and those who first called for someone else but later accepted services for themselves.

2. Supplementary resources refer to supports beyond core mental health and addiction services. These may include support groups, community programs,
cultural or faith-based supports, and other non-clinical services.
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Client’s Ontario
Health Region

A 2% Northwest D 21% Central
B 7% Northeast E 27% West
C 19% East F

5% Unknown

TOP 3 OUTCOMES

93% 31% 7%
Information : General : Distress
and Referral : Support : Support
SERVICE LISTINGS
554 1,949 6,422 4,660 1,762
Organizations Program Programs Government Programs
Sites and Services Funded Programs Funded by
(MOH/OH) Other Sources
1,143 5,279 506 369
Child & Youth Adult Ethnically Programs with
Programs Programs Diverse Indigenous

Programs Treatment Options

TRANSLATION SERVICES UTILIZED IN THESE LANGUAGES

French, Spanish, Catalan, Mandarin, Cantonese, Hindi, Punjabi, Telugu, Arabic, Farsi, Tigrigna, Oromo, Turkish, Haitian
Creole, Korean, Russian, Norwegian, Ukrainian, Hebrew, Czech, Swedish, Somali, Vietnamese, Slovak, and Polish.
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Partnerships & Collaboration

In 2024-2025, ConnexOntario engaged with a wide range of organizations across the province, strengthening
collaboration and improving system navigation for Ontarians. Our partners included:

= Provincial committees and councils: Provincial Human Services and Justice Coordinating Committee,
Mental Health and Addictions Provincial Coordinated Access Advisory Council, Patient Access and
Navigation Working Group

= Navigation and access partners: Ontario 211, the Healthline, Ontario Health Regions Coordinated Access
Initiative, Southlake Region Integrated Navigation, Middlesex-LLondon Navigators’ Collaborative

= Community and social service organizations: Good2Talk, Alzheimer’s Society of Ontario, Newcomer
Families in Peel, Distress Centres of Ontario

= Government and regulatory bodies: Ministry of the Attorney General, Alcohol and Gaming Commission
of Ontario, iGaming Ontario, Ontario Health, Ministry of Health

» Law enforcement and transportation: Ontario Provincial Police (OPP), Metrolinx, TTC

Through these partnerships, we continue to expand our reach, ensure accurate and timely referrals, and strengthen
the overall mental health and addictions system across Ontario.
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mindyourmind

mindyourmind’s work with community partners and
youth aged 14 to 29 to co-create interactive tools and
innovative resources continued throughout 2024-2025.

This year, the mindyourmind.ca website was upgraded
to better serve as a central hub for youth-friendly
mental health information and resources. The site
now provides more comprehensive content on mental
illnesses, guidance on seeking help for oneself or others,
actionable wellness tips, and interactive tools and apps.

We believe that involving youth in the innovation and
developmentof mental healthresourcesleadstostronger
outcomes for young people and their communities. We
also recognize that youth bring unique expertise to the
table—insights that professionals value and that are crucial in creating solutions that are relevant and meaningful.

To date, mindyourmind has hosted more than 60 design labs across Canada, resulting in the development of
over 100 tools and resources available in multiple formats and languages.

Our success is built on the power of collective impact and collaboration with community agencies, the healthcare
sector, educational organizations, tech companies, and other youth-serving professionals. Together, we co-create
resources that resonate with youth, lead workshops, and build prototypes to ensure that final products reflect the
needs of youth, partner organizations, and the community. All resources developed in Design Labs are co-owned
and branded with both organizations’ logos, with dissemination support to maximize reach and impact.

In 2024-2025, we were proud
to be recognized locally, provin-
cially, and internationally for our
youth engagement, community
partnerships, and innovative use
of technology in health promo-
tion. This year, our Be Safe App
underwent upgrades to improve
the user experience and received
badge certifications from the
Mental Health Commission of
Canada and ORCHA (Organiza-
tion for the Review of Care and
Health Apps).

. BeSafe

by © mindyourmind

A mobile app that helps you
stay safe in a mental health or
substance use crisis.

Evidence-based and evaluated by:

;. C
ORCHA MHCC

Fi
RRETTES Assessed

g Tt ©
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Financial Review 2024-2025 Farewell to Rob von Dehn

Revenues Core Fund mindyourmind Total 2025 Total 2024 In November 2024, we were deeply saddened by the loss of our dear friend

Core Programs 4,027.310 - 4,027.310 3,957,310 and colleague, Rob von Dehn.

) . L ) Rob began his journey with us in the mid-1990s, when ConnexOntario was still
Time-Limited Initiatives/Projects 217,548 500,142 717,690 561,676 known as the Drug and Alcohol Registry of Treatment (DART). He first served
Less: Capital Purchases - - - - as a Data Specialist, but his natural warmth and people-first approach soon led
Add: Amortized Provincial Grants 13,653 _ 13,653 20,106 him into the role of Information and Referral Specialist, where he truly thrived.

. . Over more than 30 years of service, Rob touched countless lives, helping
Adjusted Operating Grants 4,258,511 500,142 4,758,653 4,539,092 thousands of Onttarians in need find support and hope.
Investment Income 23,970 - 23,970 22,837 Rob leaves behind a legacy of kindness, dedication, and friendship that will live
Other 35,057 - 35,057 38,447 onin the hearts of all who knew him. He will be forever missed.
Total Revenue 4,317,538 500,142 4,817,680 4,600,376
Expenses
Core-Funded Expenses 4,087,527 - 4,087,527 4,037,368
Time-Limited Initiatives/Project Expenses 110,606 500,142 610,748 509,018
Total Expenses 4,198,133 500,142 4,698,275 4,546,386
Excess (Deficiency) of Revenues Over Expenses 119,405 - 119,405 53,990
Fund Balance (Deficit), Beginning 537,565 150,366 687,931 633,941
Surplus to be Recovered by Ontario Health - - - -
Fund Balances (Deficit), Ending 656,970 150,366 807,336 687,931
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The validation process for me was honestly so quick, easy, and comprehensive.
The Health Data Liaison was efficient and explained everything very well. | am
very happy with this process.

Quick, easy, to the point! The specialist was also clear that if | needed more help
| could easily call back or ask more questions.

Contact Us

For general inquiries, to explore partnership opportunities,
or to request a presentation or event participation, please
contact us at

To request a standard or custom report, maps, charts, graphs,
spreadsheets, or automated file transfers, or to order free
promotional materials, please visit

.. Clarification on the service criteria items was shared with me in a clear and concise
way. Thank you for having such wonderful people on your team who do this work in
such a knowledgeable, efficient, and informed manner. It really helps survivors to

be directed to the proper services. , ,

Visit ConnexOntario.ca
for quick & easy access
to our online order
forms and email links.
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BOARD OF DIRECTORS

EXECUTIVE
Chair Harriet Ekperigin

Vice Chair Marion Quigley
Past Chair Dr. Sonja Grbevski
Secretary-Treasurer Mohamed Badsha

Member-at-Large Emily Lentinello

MEMBERS
Lezlee Cribb

Dr. Jumoke Giwa
Tavlin Kaur
Kristin Madsen
Sheri Mayhew
Tenzin Namdol

Heather Simon

1-866-531-2600 ConnexOntario.ca Text CONNEX to 247247*

f EXMCONinNv

mindyourmind.ca myToolKit.ca BeSafeApp.ca youthexperts.ca

OEe8OCO06 O

*Standard message and data rates may apply




