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At the London InterCommunity Health Centre, our mission vision, and values guide and
shape our work. Through a client-centred and health promotion approach, our services and
programs build on people’s strengths, and holistically address individual and community
needs.

Mission
We provide inclusive and equitable health
and social services to those who experience
barriers to care and we foster the active
participation of individuals and the
communities that we serve.

Equity - Address the unfair differences
in health and social status to achieve
comparable health and social outcomes for
all.

Caring - Through unconditional regard

Vision

for human dignity, we provide services,
supports and resources to empower others
to build resiliency.

Building opportunities for healthy and
inclusive communities.

Inclusion - Work to break down barriers

Values
Social Justice - Through the lens of the
broader determinants of health, we work
to fulfill people’s right to both safe and
effective health care.

so that members of our community can
participate and belong.

Respect - Be open and non-judgmental
with clients, colleagues and community
partners to foster and acknowledge
strengths, values and diversity.
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Client Overview

Active clients 8,844
Client interactions

49,297
Clients with access to
Primary Care 4,852
Diabetes Program
active clients 960

Number of different
languages spoken by
clients 80
Countries of
origin 132
Newcomer
Clinic active clients

882

Clients who report
living on an income
of $20,000 and under

7,274
Health Outreach
active clients 1,803
Transgender active
clients 146
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Board of Directors

Community Advisory Council

Steve Goodine
Board Chair

Asha Mohamed
Catherine Thibert
Irene Snake
Jean Bageire
Marcel Marcellin (Board Representative)
Maria Forte
Meg Pirie
Michael Courey
Patrick Dunham
Rob Newman
Saeed Mokhtarzada
Shamiram Zendo
Susan Henderson
Yasmin Hussain

Nadine Wathen
Vice Chair
Rob Van Der Westen
Secretary Treasurer
Aisha Gbagba
Gary Fowler
Marcel Marcellin
Neevita Rathee
Yvette Laforêt-Fliesser
Vijay Venskatesan
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Reflections from
the Board Chair
On behalf of the Health Centre Board, I wish to thank
everyone at the Centre for another strong year of
providing valuable, quality service to our community.
The Board received monthly staff presentations
showcasing the team’s work and impact. The variety
of programs and examples of creativity in service
delivery reinforces we have incredible people who
make an amazing difference each day. From the
Health in Housing Initiative to Transgender Programs,
Hep C and HIV response to health and police
partnerships to assist our community’s vulnerable
women, the Board is honoured to be partners with
you in providing wrap around care for our clients.
At our annual Volunteer Appreciation Event I
emphasized the Health Centre is not bricks and
mortar. It is our people and I thank each of our
volunteers, staff and partners for your dedication and
skills.
This was a significant year for the Centre with the
addition of Scott Courtice as Executive Director.
Through changes in organizational structure and
sharing responsibilities and input, teams responded
effectively and efficiently. Scott and his team
provided excellent leadership and effective change
management. Supported by our engaged Board
fulfilling our fiduciary responsibilities, we are a

cohesive team and as a collective we accomplished
important strategic priorities.
One of the areas where we excelled was Accreditation.
In 2014, our Board committed to reviewing Board
policies and by-laws to ensure we are prepared
for legislative changes related to not for profit
organizations. We reviewed and updated operational
policies and procedures to ensure our governance
model is consistent with the operations of the Health
Centre. This was a daunting task and it prepared
the Centre for the accreditation process. I can’t say
enough about the efforts of our staff to prepare and
organize all the components for accreditation. The
accreditation report reinforced what we already knew,
that the London InterCommunity Health Centre is a
leader in Community Health Centres in Canada. Well
done, all.
The Board is looking forward to the year ahead with
new challenges related to Community Supervised
Injection Services, moving forward with our facility
project pending approval, and taking a new annual
review approach to strategic planning which allows us
to be more nimble in our response to new challenges.
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As always I am available for feedback by email at
BoardChair@lihc.on.ca
With great respect,

Steve Goodine
Board Chair

Message from
the Executive Director
The Health Centre has served the London community
for 27 years. Over that time, the needs and capacities
of our community has evolved, but one thing has
remained constant: our dedicated staff, volunteers and
community partners, who work tirelessly to promote
the best possible health and wellbeing for the people
and communities we serve. Over the past year I’ve
seen this tradition of selfless service play out in large
and small ways, and it has been a true honor to be
welcomed into the Health Centre community.
I’ve used my first year on the team as an opportunity
to listen, learn and reflect upon what makes a
Community Health Centre effective at meeting the

needs of our clients. What I learned is that CHCs have
a special sauce that sets us apart from other primary
care and social service models, and can’t be fully
captured by our multitude of performance metrics.
The ingredients of this sauce aren’t a mystery to
people who work in community health, but are worth
reflecting upon before we look to our future:
• We believe that all people deserve the opportunity
for good health, and we pursue strategies to remove
barriers to achieving that vision;
• We practice comprehensive primary care, which is
delivered by a multi-disciplinary team that respects
clients’ strengths, capacities and voices when making
decisions about care;
• We apply a social determinants approach, with a
knowledge that adequate income, safe housing, food
security and community connectedness are critical to
health;
• We believe that individual health requires our
neighbourhoods and families to be strong and
vibrant, which is why we pursue health promotion
and community development as essential elements of
our work; and,

7

• We honour where we came from. We were created
through the grassroots efforts of the community we
serve, and we continue to engage the community in
governance and service design.
The ingredients of our work are critical, but it is our
team that brings it all together. Our staff, volunteers
and clients are working for something larger than
themselves, in support of a more just and equitable
community. The work of our teams is rarely routine
or easy, but it is unquestionably inspiring and
meaningful. Thank-you to everyone who contributed
to the work of the Health Centre over the past year, it
has been an honour to serve with you.
We are especially grateful to our Board of Directors
whose visionary leadership and trust in our staff, and
in the community, greatly contributed to our success.
A special thank you to the Community Advisory
Council members who have generously shared with
us their knowledge of the community, and have wisely
advised us to serve our clients and community more
effectively.

appropriate role in meeting emerging challenges in
our community, including increased incidence of HIV/
AIDS, increased danger of overdose due to Fentanyl
and supporting the arrival of larger numbers of
newcomers. Other issues with less profile but high
importance will emerge as we listen to the wisdom of
our Health Centre community.
I’m confident that working together, we’ll meet
whatever lays on our horizon. Thank-you again for
your contributions, and I look forward to what comes
next.

Scott Courtice
Executive Director

We’ll be using the next year to reflect on where
we’ve been, and where we’re going next. Some of
the issues we must address are clear. We have a
desperate need for a new facility to better serve our
clients and community. We must also determine our
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Dedicated Staff

April 1st, 2016 - March 31st, 2017
Scott Courtice
Executive Director
Shilpa Aggarwal
Evelyn Agyem
Amina Al Rohani
Huma Alam
Ahmad Alhout
Courtney Amoraal
Mary Baarbe
Jean Bageire
Julie Balderston
Rae Belcourt
Anne Bodkin
Meaghan Bolack
Nancy Bradley
Amanda Branisa
Catherine CampbellJohnston
Karima Cassidy
Adriana Castellanos
Adriana Cimo
Brenda Craig
Candice Daigle
Janice de Boer
Tosha Densky
Lila Desjardine
Adriana Diaz
Necole Douglas
Anthoula Doumkou
Jennifer Dowsett

Heather Dundas
Henry Eastabrook
Amy Farrell
Tim Firth
Cassandra Fisher
Jyoti Ghimire
Mary Gingerich
Olivia Grigg
Shelly Happy
Dawn-Marie Harris
James Harris
Allison Henderson
David Henderson
Robin Henry
Susan Hocking
Christal Huang
Leonard Hughes
Jesse Huntus
Aatika Imran
Shannon James
Dave Jansen
Najla Kanaan
Sharon Keith
Diane Kooistra
Linda Kowitz
Erica Langille
Shand Licorish
Richard MacDonagh
Mandy Malone
Eileen Marion-Bellemare
Dawid Martyniak

Stephanie McCulligh
Robbie McLaughlin
Destini Millar
Abby Miller-Nogueiras
Cassidy Morris
Maxine Munro
Greg Nash
Raymond Newman
Brooke Noftle
Mersija Nuric
Isabelle Nyiransengimana
Eva Oke
Clara Parra
Sarah Patterson
Ian Peer
Melissa Pemberton
Jason Pinylo
Bogumila Pluchowski
Alex Pollard
Sarah Rice
Jenna Richards
Rasa Roberts
Susan Robinson
Aja Romilowych
Russell Roth
Mike Rudland
Amir Saeidi
Homa Salem
Ayesha Sarathy
Fatemeh Sargolzaei
Jennifer Sarkella

Barbara Schust-Lawrence
Nicholas Scrivo
Andrea Sereda
Andrew Sharpe
Colleen Smily
Charles Smith
Norma Smith
Brandi Tapp
Fatmata Tarawalley
Zachary Templeman
Amanda Topping
Ted Town
Shannon Udall
Liz Vander Horst
Ashley Warnock
Maya Wassie
Carol Wat
Cathy Watad
Melanie Weaver
Hayley Wells
Ciara Williams
Erin Williams
Lindsay Wilmot

Consulting and Specialty
Services:
Desi Brownstone
Yves Bureau
Blair Pierce
Gulrukh Rextin
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The Accreditation
Journey
Every four years the London InterCommunity Health
Centre undergoes an accreditation process to ensure
we are delivering the highest quality people and
community centred care. Not only does this process
help each organization to improve their services but it
also gives them an opportunity to showcase successes
and demonstrate leadership for other organizations.
This year, the London InterCommunity Health
Centre met 100% Mandatory Standards and 100%
Leading Practice Standards in the CCA Organizational
Standards module and the Community-Based
Primary Health Care Standards module. Only 2% of
Community Health Centres have achieved this high
accomplishment.
Several strengths were highlighted including
governance, risk and safety, organizational planning
and performance, programs and services, accessibility,
community based approach and quality of programs
and services.
This process involved participation from the
Board of Directors, staff, Community Advisory
Council, community partners and clients. The results
of this accreditation reflect the Health Centre’s
commitment to the clients, volunteers and the
communities we serve through successfully fulfilling

“All employees of LIHC
should be proud of their
organization and the
services they perform in
a professional and caring
manner. The team (CCA)
was impressed with
LIHC as an organization
that puts clients first and
that continually works to
improve services through
the dedication and
creativity of its board and
staff.”
- CCA Preliminary Report

our mission, vision and values.
The accreditation reviewers expressed great
appreciation for the high level of knowledge, passion,
skills and engagement from the staff they interviewed.
The culture of openness and a sense of welcome they
experienced as they moved throughout the Health
Centre left them in awe.
A big thank you to everyone who invests their time
and energy in making the Health Centre a great place
for staff, clients, and community!
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136 Inspiring volunteers gifted 14,835 hours
to the Health Centre and the community
Abbrielle (Abbi) Dobson
Amanda Hunt
Andrew Lam
Angela Rojo
Angelica Martinez
Angelica Vecchio
Angelica Joy Martinez
Asha Mohamed
Ashley Warnock
Ashley Snake
Audrey Furmston
Austin Heffernan
Awung Fortaboh
Bernadine Crasto
Billy Fawcett
Brad Stol
Brenda Corbett
Carol Coulter
Catherin Sherwood
Catherine Thilbert
Charles Yin
Cole Flemister
Colton Atkey
Dana Giboire
Dana Elsaleh
Danielle Perry
David Granton
Debbie Ouelette
Deborah Andrews
Denise Collins
Diana Varyvoda
Diane Bamford
Donna Munro
Doreen Fairservice
Elsi Portillo
Eman Arnout

Evode Mwemezi
Francis Kalamba
Gajanee Sivapatham
Gary Fowler
Gloria Connell
Gord Brasier
Gordon Johnston
Hanadi Akkad
Hannah Woods
Harry Kuhn
Hayley Pocock
Heather Stronghill
Henry Kooy
Hilary Stone
Hui (Lynn) Lin
Ian Bailey
Irene Snake
Jaelyn Kloepfer
Jasmin Gow
Jean Bageire
Jennifer Vander Horst
Jennifer Mcormick
Jerome Crasto
Jessica Ellis
Jocelyn Buckingham
Jodi Hegarty
John Malcolm
Jonathan Henderson
Jonathan Reid
Jose Quezada
Josh Shearer
Judith Moore
Judy Maxwell
Judy McIntyre
Julia Russell
Justin Diep

Kendra Saunders
Karen Hoffman
Karima Aini
Kayla Mooney
Khemara Chan
Khulood Aldaoseri
Kristy Jansen
Krystle Soong
Kwame Boakye
Laura Weaver
Leah Blenkhorn
Leigh Hould
Leo Sulubani
Lia Tharby
Lila Maya Jogi
Lisa Kent
Mara Guerrero
Marcel Marcellin
Maria Forte
Maya Karki
Meg Pirie
Mike Courey
Mimi Garzon
Misa Tanaka
Mohammad Ahsan
Nadege Termens
Nadine Wathen
Nancy Wilson
Natalie Blain
Neevita Rathee
Nicole Roberts
Olabisi Gbagba
Oyinlola Odunsi
Paige Henderson
Paulina Reszka
Rebecca Smythe

Congratulations Saeed!
10 Years
Milestone Volunteer
Rebecca Atwell
Rita Martinez
Rob Newman
Rob Van Der Westen
Robert Rogers
Rose Machar
Sabbrina Harris
Saeed Mokhtarzada
Samantha Warden
Sarah Bakker
Serina Cheung
Shashi Sharma
Shayan Iqbal
Steve Goodine
Steve Gillingham
Susan Henderson
Susanne Walker-Stewart
Teresa Johnston
Victor Feunekes
Victor Salazar
Vijay Venkatesan
Waheeda Hakimi
Wendy Liscomb
William (Skip) Cole
Xiaofeng (Neil) Lu
Yasika Jarquin
Yvette Laforêt-Fliesser
Zakereh Taheri
Zhengyi Jin
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Innovative Work and Programs/Services Highlights
The Health in Housing Initiative served 153 participants
who were referred collectively to 778 community
services/programs. In addition, all of those
participants are now being supported by at least
one or more Health Centre providers. Participants
surveyed reported: 95% felt better connected to
their neighbours, 95% felt physically healthier, 100%
showed an increase in both food knowledge and skills,
and 86% gained more confidence to better manage
their chronic conditions.
The Health Centre has shifted the Primary Care
department into team based pods, each with a Family
Physician, Nurse Practitioner, Registered Nurse, and
Medical Secretary to provide better coverage during
absences, coordinated care planning for clients, and
accountability for meeting funding targets.
The development of the Nursing same-day/triage
system improved the Health Centre’s ability to see
clients within 7 days after they are discharged from
the hospital and 1-2 days if they are sick or unwell.
The triage system has improved care for clients, and
the Health Centre’s ability to respond more effectively
to urgent situations, with the overall goal of reducing
emergency department visits.

The Hepatitis C Care Team has developed a partnership
with the St. Joseph’s Care Program to offer fibro
scanning at the Health Centre for those with barriers
to accessing the scan in other locations. This year, the
Hepatitis C program served 447 registered clients.
The Harm Reduction Team began developing a
strategy and a joint program with Regional HIV/AIDS
Connection and Middlesex London Health Unit to
address the HIV/Hepatitis C crisis in London.

“The Health Centre is like a second home. You
are always comfortable and I know they take
the time and effort to make you feel that you
are important and they are always there to
help.”
- Client; Client Experience Survey
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In order to increase accessibility for our clients the
Mental Health Team began offering mental health
services in the evenings and developed a same day
support strategy. The Options Clinic started providing
HIV anonymous testing in the evenings. The MyCare
Team, which supports clients who are HIV positive,
has created a new drop-in clinic. This has allowed
them to increase accessibility of services, and at this
point 48 registered clients are supported by the team
with their HIV treatment.
All three programs have developed a more focused
street-level outreach strategy, connected with new
service providers, and engaged clients in meaningful
ways. They bring essential services to new places
throughout the City helping clients receive treatment
to improve their health and wellbeing.
The Community Advisory Council worked diligently to
identify the following priorities for the Health Centre,
for this year:
•  Increase supports in Argyle (East London)
•  Support Bhutanese youth, women and men
•  Serve the Limberlost Community (North West
London) with the Health in Housing Initiative
•  Focus on complex care for the Syrian community
•  Work with residents from the Old East Village to
facilitate the OEV Community Exchange Project

The Diabetes Education Program registered 419
new clients.
(Strategies: Diabetes self-management groups,
chronic disease self-management workshops
and new community partners)
The Trans Health program expanded by 78 new
registered clients.
The Seniors WrapAround Program grew this
year to serve 368 registered clients, exceeding
funding targets.
(Strategies: new messaging, new outreach
strategies to target audiences, intentional
participation of working groups and Community
Support Services Central Intake)
The Physiotherapy program grew to serve 244
registered clients. The Health Centre was at
capacity, and developed a plan to reduce wait
times through the formation of new group
based care.
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Innovative Work and Programs/Services Highlights continued.
The Women of the World Program has responded
to the Syrian newcomer influx by creating a new
group for Syrian women. The women created a
safe atmosphere where they learned about new
systems (health, education, financial, and housing).
In addition, the program created a Bhutanese group
and a new multicultural group (English speaking) to
support the integration of immigrant women in the
community.
Of the 18 host sites across the province, the London
Youth Outreach Workers team showed the highest
results for youth demonstrating actions to address
health challenges, and second highest for youth
who moved through one or more of the “Stages of
Change”. This year the program connected 323 new
registered clients to Youth Outreach Workers.
The Newcomer Clinic, in partnership with the Cross
Cultural Learners Centre, worked with the Yazidi
people from Syria. The team at the clinic identified
and treated public health issues such as tuberculosis,
HIV, and hepatitis, and they also cared for individuals
with complex medical concerns ranging from tropical
diseases, histories of trauma and torture, and acute
conditions left untreated for months during their time
in refugee camps.

The Health Centre would like to acknowledge,
the Administration Team who supported, through
taking on special projects, the following initiatives
which increased program impact: Health in Housing
Initiative, Newcomer Clinic, Client Flow committee,
Diabetes Program, Trans Health, MyCare, Client Roster
Review, PINOT and Hep C.

“The reception staff are always polite and
have been able to give me the assistance I
need. They go above and beyond.”
-Client; Client Experience Survey
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“Having an improved life and knowing you
are looked after gives a very good feeling,
knowing you’re on a better path.”
-Client; Client Experience Survey
The North East London Community Engagement
(NELCE) initiative created new objectives: enhance
communication, develop leadership and increase
community involvement. To support the new
objectives they revamped their on-line presences,
developed communications and outreach strategies,
and designed new volunteer roles. NELCE built
upon its partnerships extending its roots into the
community.
Through community leadership NELCE delivers weekly
programs, seasonal activities, and community events.
This year they launched Women Creating Communities
and Cooking for People with Diabetes. The success of
these programs is due to co-creating with community
to deliver health services and programs.

community through the lens of the Social
Determinants of Health.
This year, we offered 23 different programs through
which 260 registered clients were supported.
Outreach strategies, for the Integrated Programs, were
enhanced by adding daily street outreach, promotion
with community partners and designing the role
of the Ambassador volunteers to support client
engagement and client participation.

The Health Outreach Activity Council, comprised of
people with lived experience, has grown this year.
One of the highlights of their accomplishments is
establishing “The Store” which has items that are
useful to people living on the streets. Clients who
Our Integrated Programs offers an interdisciplinary
participate in activities can earn points that can be
team-based menu of activities and programs designed cashed in to acquire these items.
to address the needs of individuals living in our
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were provided in a language
that was comfortable and
culturally sensitive

provider spent enough time
with them

92% of clients are satisfied
with the services they receive
through programs

91% of clients receive
services when they need them
How is your health?

78% of clients felt their

18% Poor

provider involved them in
decisions about their care

41% Average

94% Physically Healthier

85% of clients reported their

98% Better Informed

97% of clients said services

How are you doing? n= 290
Group Participant Survey

98% More Connected

Client Experience Survey n= 677

32% Good
9% Excellent

Volunteer Satisfaction Survey n= 41

The Volunteers felt:

98% the Health Centre provides a positive place to volunteer
93% appreciated and recognized for their contributions
93% their awareness, knowledge, skills are enhance because of

their experience with the Health Centre

“My experience as a
volunteer has been
extremely fulfilling
and I have found it
helpful in overcoming
barriers and
improving skills.”
-Volunteer; Volunteer
Satisfaction Survey
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Statement of Financial Position
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Statement of Operations
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Join us on Facebook at
London InterCommunity
Health Centre

Follow us on Twitter
@HealthCentre

659 Dundas Street
London, ON N5W2Z1
Tel: 519-660-0874
Fax: 519-642-1532

Unit 7 - 1355 Huron Street
London, ON N5V1R9
Tel: 519-659-6399
Fax: 519-659-9930

www.lihc.on.ca
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