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A Year of Resilience & Vision

Message from the Board Chair & Executive Director
This is Crossroads Centre’s 55th year of providing services to individuals in
recovery, and we are honored to present this year’s annual report. We began
this year with a Strategic Plan that encompasses key goals for the next three
years focusing on client services, staffing and stability, quality improvement
and risk management. As part of the strategic planning process we
developed new branding that emphasizes our commitment to celebrating
recovery, connection and collaboration.

As Ontario Health Teams develop, Crossroads Centre will continue to work
collectively with our partners across all service sectors on shared priorities. As
an important partner in the continuum of addiction services, the advances
made by our program over recent years ensures we will be an active
contributor to healthcare transformation. These changes are an opportunity
to achieve a fully coordinated and integrated system of addictions and
mental health services.

During this unprecedented time of the pandemic we have remained
responsive and proactive. So much has changed in a short period of time and
it has been difficult on all of us. As an essential service on the front-line we
have witnessed the spirit of resilience, compassion and unity. We have also
been inspired by the response and generosity as we came together as a
community and across the province to support one another in recovery. There
is meaning in every situation and the lessons from this experience will not be
forgotten. When the time is right, we will debrief, review our plans and
thoughtfully rethink our approaches to keep us safe, healthy and prepared as
we move forward. We are getting through this, and we are doing this
together by speaking with one voice and working together as one system. For
now, there is nothing more important than ensuring the physical and emotional
health and safety of our clients, staff and community.
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We had had another year of continuous changes and challenges. Success
and adaptation occurred because of our kind staff, progressive and
thoughtful leadership and a caring Board of Directors. A special thank you
to our staff and leadership for their commitment to our mission, vision and
values. During a time of vulnerability and rapid change, they have
remained focused on supporting individuals in their recovery with
compassion and empathy. Our sincere gratitude to the volunteer Board of
Directors for their expertise and vision. Thank you to our partners for the
services you provide and for your collaboration and advocacy. Most
importantly, thank you to our clients who choose Crossroads Centre to be
part of their recovery journey.
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Vision, Mission and Values
Vision
Crossroads, where re-connection and self-discovery meet.

Mission
To lead the way in abstinence-based recovery through
connection, wellness and empowerment.

Values
Care
Accountability
Resilience
Excellence

Logo
Our new logo represents the crossroads of recovery where reconnection and self-discovery meet. The design also represents
a new horizon and the sun that rises and sets taking one day at
a time.
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Program Highlights June 2019 - May 2020
Highlights are summarized under the 3 pillars of our Strategic Plan:

Client Services:
The Ontario Perception of Care (OPOC) tool continues to provide meaningful
feedback. Clients have been actively engaged in developing work plan
priorities to address areas for improvement and build on areas of excellence.

Partnerships remain an integral part of the services for clients. We have
established processes to reduce wait times for services, increase access to
clinical services and connect to community services as part of transition
planning. Our partners provided weekly on-site group facilitation, delivered
Triple P parenting and engaged in planning to deliver a Dialectical Behaviour
Therapy group with a focus on skills to support addiction recovery. We look
forward to resuming on-site programming delivered by community partners
when it is safe to do so.

Creative expression is an important part of self-discovery in recovery . In
partnership with the Thunder Bay Art Gallery, individual art pieces created by
clients using different mediums were put together to make a large piece that
is displayed at the Centre titled "Many Hands Working Together".

To support connection and cultural participation in recovery, a drumming
circle and two AA meetings were hosted each week.

Wellness checks were initiated during the pandemic to reach out to former
clients to offer support, links to attend virtual meetings and information to
access counselling.

We continue to implement program changes with a focus on pre-treatment
stabilization, skills and preparing for treatment and post-treatment focusing
on applying the skills from treatment to set recovery goals, fulfill meaningful
life roles and transition planning.
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Staffing & Stability:
We value each member of the team, and want to recognize our employees
for their continued openness to change and growth. We engaged the team
and partners to implement changes to ensure clients have timely access to
clinical counselling while also eliminating duplication of services. These
changes provided the opportunity to increase our staffing levels and
compensation, and fill service gaps specific to system navigation and
transition planning.

Quality Improvement & Risk Management:
The OPOC tool remains a valuable resource for quality improvement. We
have implemented over 85% of the recommendations with input from clients.
As a true measure of quality improvement, areas that were previously
identified for growth, were later rated as areas of excellence after
implementing the input from clients.

Four staff are completing certification in Dialectical Behaviour Therapy. This
evidence informed approach will be implemented into skills-training groups
and individual support to develop positive coping skills in recovery.

We participated in the Excellence through Quality Improvement Project (EQIP). This is a collaborative initiative to advance quality improvement
practices in the addictions and mental health sector. Crossroads Centre was
recognized by our Data Coach on how we used data to revise our project
and measure quality outcomes using the OPOC tool. This project is also being
applied to the programming changes for pre and post-treatment as noted
above under Client Services.

The Strategic Plan provides direction and vision for the next 3 years and will
be measured through outcomes of the organizational work plan. This is an
important resource connecting front-line services, operations and
governance to lead the way in providing high quality, client-focused recovery
services.
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Pre-Treatment & Post-Treatment Services

216
85
131

unique people served

women

men

39%
61%

post-treatment

73%

returned post-treatment

pre-treatment

12, 734

residency days

60

Average length of admission was

7

days

What is Intake?

By Jan Adams - Intake Coodinator

Did you know that Crossroads Centre provides three services? You may be
aware of our pre and post treatment services but you may not know that intake
is a whole other service that happens before an individual is admitted to
Crossroads Centre.

Applications are received every day from individuals, community partner
agencies in Thunder Bay and from around the province and country as well.
Intake receives inquiries from individuals, concerned family members or
friends and staff at other agencies seeking support for themselves, someone
they love or are working with. Part of the intake process is assisting people to
find the services they want and need. We provide referrals to other agencies,
especially in times of crisis or when Crossroads does not provide the service
someone is looking for.

Crossroads did not have an electronic system in place to keep records of all this
work and information and one of the goals of the intake team has been to find
a way to accomplish this. On April 1, 2019, Crossroads implemented an
electronic data system that has provided a tool to effectively and efficiently
record and track the work we do.

The intake team has been working to input data for the 370 individuals who
applied to Crossroads in the last year alone, but who did not enter our service
for a variety of reasons. This was a daunting task and was not moving along
very quickly before the pandemic. COVID-19 has created lots of turmoil but, for
intake, it has given us the opportunity to upload this data into our system.

Why is this information important to Crossroads? We now have an electronic
record of all applications over the past year, not just data on those individuals
who entered our service. We can use this data in many ways including to
improve our services and to advocate for additional funding for intake services.

Crossroads would like to thank Jan, Katrina, Veronica and Mary who assisted
with this work.
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Ontario Perception of Care (OPOC)
Areas of Excellence:
I was treated with respect by program staff
I felt welcome from the start
Staff believed I could change and grow
If a friend were in need of similar help I would recommend this service
I was seen on time when I had appointments
I found staff knowledgeable and competent

84%

indicated the wait time for service was reasonable

97%

received enough information about the programs and services
available and were involved as much as they wanted in decisions
about their treatment and support

91%

indicated staff understood and responded to needs and concerns,
including urgent needs or crises

90%

the services I have received have helped me deal more effectively
with my life's challenges

Crossroads helped me change my life
I like that Crossroads provides me with a transition plan
I think the staff and what happens here is amazing
I am definitely on a good path now
I find everything informative and useful
Staff genuinely care about us
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Recovery Journey
At the age of 16, I had began experimenting with drugs. Alcohol was never an
issue of use for me in the beginning. I started off the opiate addiction; by peer
pressure, along with carried traumas of my past, it soon started to plague my life
on an off for 8 years. During that time, I was what you call a functioning addict.
When I tuned 25 years old, I encountered one of the biggest traumas of my life.
After that, I should have dusted myself off, picked myself back up, dealt with the
pain and started on my journey to a new life. Instead, it started a downward
spiral of mayhem and turmoil all within myself, along with everything around me. I
subconsciously continued to put myself in situations that got me deeper to rock
bottom. I continued with addiction and by this time I was using alcohol on a more
regular basis.

During my upbringing (especially adolescence) I wasn’t given the opportunity to
find out who I was, I was made into a caregiver earlier than I should have been,
and since that’s all I knew and I was good at it, I continued to find people and
things to take care of – all the while neglecting myself. That just made me more
lost within this world. 2017-18 was when I realized that I was on a vicious circle
ride that I could not get off, but I still was not ready to admit that I needed help.
At the beginning of January 2019, I got accepted into treatment and was ready to
go, but the night before I left, I broke my ankle and it forced me into a cast and
bed struck for 2 months. That started another whirlwind spiral after the rock
bottom. I drank and did pills for the better part of the year, all while almost
screwing up relationships and friendships around me, including with myself. Until
Thanksgiving weekend 2019, which is when I had a moment of clarity within the
chaos I had made in my life, and right then I decided that I wouldn’t do anything
more in my life, until I get the help I needed. I got in touch with an addiction’s
worker within my community and then started the process of recovery. We made
calls to Crossroads Centre and the Dilico treatment centre. The whole starting
process took about 2 weeks until I got accepted into Crossroads, still not entirely
sure I wanted to stay at Crossroads at all, but by then I had surrendered and I
needed to try anything that came my way.

Friday November 1, 2019 is my official clean date. Monday November 4, 2019 is
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when I checked into Crossroads Centre.

This is the place where I began my journey

of healing, finding and loving myself. I learned that there were always underlying
reasons why I chose to stay sick with addiction. I realized that I did not know myself
at all. I walked into those doors with minimal self esteem and self-worth, scared,
unsure and no confidence of recovery even being an option for me. I immediately
felt welcomed and knew I was in exactly the right place. The staff and clients alone
were all I needed to show me that I belonged somewhere. As time when on, I began
learning as much as I could about recovery; the programming, A.A., N.A., meetings,
fellowships, culture, speakers, recovery backgrounds, connections, relapse prevention,
self-esteem, and counselling. I went to treatment on November 18th at Dilico
treatment centre which I completed on December 13th.

This letter has come at an opportune time because for the last few weeks I have
finally decided to move into another step in my recovery. As of May 25th, I am now
206 days clean. By the end of June, I will venture out of Crossroads and embark on a
new chapter in my life. Thinking back to when I moved into Crossroads, I remember
being so scared of sober life, telling the staff that I am never leaving this place and
that they would have to kick me out! Crossroads was my safe haven through the
hardest time in my life, it provided me a safe and stable place to discover myself, and
to go through my traumas and hurt. They have restored my hope, faith and
confidence in myself. I understand I did a lot of the work, but I could not have done it
without them. This place and the people made a world of difference in my life. I
never thought that I would ever have the amount of confidence in myself as I do in
this moment. I am ready to use my skills and strengths that I have acquired.
I see a light at the end of my dark tunnel. I am excited to live my life for myself and
on my own. I am happy and proud of the person I am today, and I owe a
huge thank you to Crossroads for helping me with that. It is the greatest gift I could
have received.

Now it is time for me to live my life and to start giving back what I received. To put
my goals into action. To go out and help the people that are still suffering from
addiction and to continue with my journey. Thank you to all the people I met, you
have truly made a difference in my life.

Sheri-Lee Desmoulin
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Miigwetch
Thank You
Merci

www.crossroadscentre.ca

