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Though we all look forward to a time when we 
can return to a more normal life, few would 
argue that we feel very differently from our 
pre-pandemic lives.   

As we moved through the past year, ESS 
continued to adapt and adjust. 

Our in-group programs were replaced by 
virtual programming, combined with regular 
wellness check-ins with clients conducted by 
staff and volunteers over the telephone.  
Though not a substitute for person-to-person 
contact, many of our clients and caregivers 
have told us that these calls were a lifeline.  
They allowed us to check-in with clients and 
caregivers and �nd out if they had needs 
which ESS could help meet.  During this 
process, we learned a lot about how to plan 
and offer virtual programming, which helped 
us stay connected in new and creative ways.

Our transportation services continued to 
provide one-on-one transport for essential 
medical appointments and grocery needs. At 
the same time, staff and resources normally 

Letter from the
Board Chair and CEO

involved in transportation services, shifted to 
providing food security services both on 
behalf of our clients and some others of our 
most vulnerable members of our community 
we would not otherwise have been able to 
support.  Given our priority to diversify our 
client base, these opportunities have been 
very important to ESS.

Throughout this period, our respite programs 
and assisted living services remained open to 
continue supporting caregivers and our senior 
community members who rely on ESS to 
continue to stay well and live independently 
in their homes. What changed was the 
heightened emphasis on enhanced Infection 
Prevention and Control Protocols to protect 
the clients and our staff receiving and 
providing these services.  The knowledge and 
experience gained will further strengthen our 
health and safety measures in the years ahead.

Our ability to continue to operate and support 
seniors and caregivers depended on a number 
of critical factors.  

The 2020-2021 fiscal year has 
been historical for ESS due to 
the grief experienced as a result 
of the su�ering and loss the 
pandemic has brought and at 
the same time astonishing in 
terms of the relief that the 
vaccines against COVID-19 have 
provided. 
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First, our ability to move forward re�ected the 
strength and oversight of our Board.  With so 
much change and uncertainty, their support 
and leadership allowed us to make the 
decisions needed to operate in new and 
inventive ways. 

The commitment and excellence of our staff 
and volunteer team was also critical. Their 
creativity resulted in new and exciting 
programming effective in a COVID-19 
environment.  This �exibility and innovative 
spirit will continue to be a strength in the 
future.

We also bene�ted from stronger engagement 
in the community. Under the guidance of The 
City of Toronto and United Way Greater 
Toronto, ESS participated in a number of 
collaborative activities. Each agency brought 
their expertise and knowledge to these efforts, 
allowing for so many needed services by 

working better together.  Going forward, the 
relationships and understanding with other 
community agencies will be very important for 
ESS’ growth and development.

The support ESS received from the community 
was also a critical factor to our success. The 
donations to our fundraising drives, the gifts 
of masks and PPE, the words of 
encouragement that were sent over the year, 
all provided the motivation and hope we 
needed to remain committed to our mission. 

The pandemic continues to have an impact, 
but as more people are immunized there is 
hope that the threat it poses will diminish over 
time. ESS remains committed to servicing our 
clients and ensuring our caregivers deliver 
outstanding care in a safe and healthy way.  

We send out thanks to you for your continued 
support and kind messages. Stay safe and 
well.
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Making health a priority through enhanced 
safety practices and vaccine engagement

A year in review: 
April 2020 - March 2021

At the onset of the pandemic, we assessed our 
emergency preparedness and implemented 
a COVID-19 Safety Plan to reduce the risk of 
exposure and transmission, and to ensure the 
safety of all staff, clients and volunteers. 

Following government regulations and public 
health recommendations, ESS employed 
enhanced pandemic protocols and measures, 
which included the ongoing screening of 
staff, clients, and essential visitors, as well as 
a universal masking and eye protection policy 
when providing in-person care and service.  In 
addition, physical distancing measures were 
put in place indoors by use of �oor decals, 
plexiglass barriers were installed in our trans-
portation vehicles and shared of�ce spaces, 
and mandatory hand hygiene was 

regularly reinforced.  Our of�ce staff worked 
remotely from home to support our business 
operations, human resources, administration, 
client service coordination and program deliv-
ery. Staff and volunteers underwent in-person, 
small group PPE, cleaning and disinfection of 
high-touch surface training, and N-95 Respira-
tor Mask Fitting. 

To support our commitment to advocating 
for our clients, caregivers, staff, volunteers 
and community members, ESS created an 
agency Vaccine Task Force to lead its vaccine 
efforts. This task force carefully examines the 
province’s vaccine roll-out plans and priority 
groups, sets guidelines and processes for their 
implementation and advocates on behalf of 
seniors and their caregivers.
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Through our advocacy work, ESS successfully 
secured vaccination appointments for our senior 
clients, client-facing staff and volunteers, and 
essential caregivers through our partnership 
with the Village of Humber Heights, and the 
deployment of mobile clinics to our Assisted 
Living sites, including those in high priority 
areas of North Etobicoke, working together 
with Humber River Hospital and Unity Health. 
Through this coordination, ESS was able to get 
196 individuals vaccinated, with 78% of staff 
being immunized.  This marks a signi�cant step 
forward in ensuring our health care workers and 
clients are better protected.

ESS Case Managers and volunteers also 
continue to work directly with clients to help 
them arrange and book their individual 
vaccination appointments. Working with 
community transportation partners we continue 
to support individuals needing transport to their 
vaccination appointments as part of the City of 
Toronto Vaccination Equity Transportation Plan.  
In 2021 ESS began working in collaboration 
with multiple partners in south and central 
Etobicoke to recruit resident Ambassadors 
to help educate and encourage these 
communities to get immunized.  
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Staying connected
in a new, virtual world  

in therapeutic recreational activities together, 
including a popular weekly dance exercise led 
by an ESS caregiver and volunteer.  To help 
engage their loved ones from home when not 
in program, staff sent caregivers weekly 
newsletters with tips, resources and pre-made 
activities they could enjoy together at home. 

Pre-pandemic ESS was operating Health and 
Wellness programs in over 24 locations 
throughout the Etobicoke community 
including seniors’ lunch groups, exercise and 
falls prevention classes and social recreation.  
These were recreated into multiple weekly 
programs to help our clients maintain a 
routine and their mental, emotional and 
physical well-being.  Our team worked hard 
to increase our program offerings and bring 
the same spirit, energy and bene�ts received 
from an in-person format to a virtual one.  
During these programs, clients were able to 
share and talk to one another, nurture ongoing 
friendships, learn from guest speakers on 
topics such as computer literacy, enjoy group 
games, dance parties, art and music, 
participate in movement and exercise classes, 
and even enjoy a hot meal together delivered 
by ESS from the safety of their own homes.  

With the pandemic came the challenge of 
delivering our diverse basket of in-person 
group programs, and engaging and supporting 
clients and caregivers, in a new and virtual way.

Wellness calls to clients and caregivers were 
regularly made to check in, learn about immedi-
ate needs and connect them with resources to 
strengthen their at-home supports, stay socially 
connected and pass on important pandemic 
health and safety best practices.  Calls were 
initially made by staff and eventually this 
evolved into a mainly volunteer-powered role.  

Caregivers who normally received respite 
through our in-person Adult Day Programs, 
were now �nding themselves caring for their 
family members at-home around the clock, on 
a full-time basis.  Similarly, senior clients who 
routinely bene�ted from in-person engage-
ment through supportive, social and cognitive 
program activities and the relationships devel-
oped in program, were now having to stay 
safely at home. 

To maintain these important connections, to 
give family members an opportunity to take a 
break, and to address the speci�c needs of our 
clients and caregivers, various types of weekly 
telephone and virtual programs were 
developed.  These included one-to-one and 
small group programs to link caregivers and 
clients with a familiar staff member, volunteer 
and other clients they’ve previously formed 
friendships with.  These group programs 
allowed them to socially connect and take part 
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17,272
wellness

calls made

980
caregiver activity 
newsletters sent

275
activity kits 

delivered 

6,716
participants in our 
virtual programs

Using funds from United Way Greater 
Toronto, we created at-home activity 
kits containing supplies such as 
puzzles, art materials, books and 
exercise equipment to supplement our 
virtual programs. Hand-delivering 
these kits to the homes of our clients 
and caregivers gave us the opportunity 
to share a smile, exchange a warm 
hello, and brought much-needed 
personal contact, albeit in a physically 
distanced way.

With home being the safest place to be 
and physical distancing a necessary 
safety practice to prevent the spread of 
infection, the impacts of social and 
physical isolation became an increased 
concern.  Requests for our Volunteer 
Visiting program, traditionally provid-
ing seniors with in-person social com-
panionship, continued to grow as we 
all learned to adapt to new technolo-
gies and connect in a digital way. Our 
team of volunteers were quick and 
eager to adjust and jump into new roles 
where they could best be utilized and 
provide the most impact working from 
home through the computer and tele-
phone.  Not only were volunteers there 
to consistently listen to our clients, ease 
feelings of loneliness and support their 
well-being, they also acted as a liaison 
between them and ESS. Other oppor-
tunities emerged as well.  Volunteers 
began to transfer knowledge to clients 
such as how to order meals online and 
use new web applications.  Volunteers 
also reported feeling more connected 
themselves with these regular social 
interactions. 

E S S  A n n u a l  R e p o r t  |  2 0 2 0 - 2 0 2 1 06



While the pandemic resulted in the cancellation of many 
medical appointments, and in-person, group activities, the 
need for seniors to receive life-saving medical services 
remained.  Our transportation team quickly pivoted to 
safely provide one-on-one transportation for seniors requir-
ing cancer treatment, dialysis, and other essential medical 
attention. Later in the year, this included trips to vaccine 
appointments. In total, our team of 5 drivers provided over 
1400 trips.

The need to safely access affordable and healthy food pre-
sented a new obstacle for many older adults, who are at a 
greater risk of severe illness due to COVID-19.  In recogni-
tion of this, we began dedicating our transportation resourc-
es to address this growing community need. 

Working with a local grocer, we developed our own contact-
less grocery program to order and hand-deliver groceries 
to local seniors on a weekly basis. Utilizing the power of 
collaborative networks, we worked together with over 8 
community partners to transport fresh meals, food hampers 
and other necessities, such as hygiene kits, several times a 
week, at no cost, to high-risk Etobicoke residents.  In doing 
so, we were able to provide isolated older adults and seniors 
experiencing �nancial barriers, mobility issues, no means to 
transportation, or who are unable to shop or cook on their 
own with safe access to regular meals and groceries.  These 
initiatives were made possible with funding provided by the 
Government of Ontario and administered in partnership 
with the OCSA.  Many thanks to our partners including 
Toronto Community Housing Corporation, Circle of Care, 
Rexdale Community Health Centre, LAMP Community 
Health Centre, Stonegate Community Health Centre, 
Weston Area Emergency Support, VON Peel, Kitchen24, 
and Emiliano & Ana’s No Frills.

Continuing with this work, the development of an ESS 
Mobile Food Bank program, where we order, prepare and 
deliver food hampers to seniors experiencing barriers in 
accessing other food banks at no cost, also took place.  
This culminated in ESS becoming an of�cial member of 
the Daily Break Food Bank in January 2021.  

4,900 
hampers delivered

23,196 
meals delivered

734
groceries delivered

Helping seniors access essential 
appointments and healthy food
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As an essential service, our Assisted Living, 
In-Home and Overnight Respite programs 
remained open with enhanced infection preven-
tion and control measures carefully put in place. 
Many seniors using our Assisted Living and 
In-Home Respite services are vulnerable, at-risk 
seniors living on their own whose needs 
increased signi�cantly due to the pandemic and 
government restrictions.  Our dedicated team of 
Personal Support Workers provided a consistent 
and reliable source of support to help keep our 
senior clients safe, and well-supported at home 
through personal care services such as home-
making, meal and medication assistance. With 
physical and social contact lacking in a pandem-
ic environment, their friendly check-ins were 
crucial in keeping up spirits and providing a 
warm and familiar face. Through this support, 
clients were able to remain at home and have a 
reduced risk of hospitalization and/or admission 
to long-term care.  

With the consistent support and linkages facili-
tated by ESS Case Managers, clients were able 
to access much needed community resources 
and receive help with their physical and mental 
wellbeing during the pandemic.  

Caregivers also faced tremendous pressure and stress 
coping with the level of support and care they were having 
to provide at home. Our Respite programs, both in-home 
and overnight (Caring Centres), gave caregivers the means 
to receive much needed breaks to rest and recharge know-
ing that their loved one was safely and well-cared for.

In 2020, ESS launched a new program called 
the H.E.A.R.T.S. Caregiver Program to 
address the unique and underserved needs 
and challenges of older adults caring for per-
sons with developmental disabilities. Funded 
by United Way Greater Toronto’s Allan Slaight 
Seniors Fund, the H.E.A.R.T.S. Caregiver Pro-
gram provides focused services and dedicat-
ed professional supports to help empower 
and provide tools for senior caregivers.  Work-
ing in partnership with Humber College, Com-
munity Living Central York, and Community 
Living York South this innovative program 
takes a ‘whole family approach’ in taking care 
of the needs for both the caregiver and their 
loved one. 

Using a therapeutic framework, a monthly 
virtual caregiver support group was devel-
oped as a safe place to talk, exchange person-
al experiences, help alleviate stress and poten-
tial caregiver burnout. A dedicated Case Man-
ager has been assigned to provide caregivers 
with individualized support and care planning.  
Leveraging the combined skills, strengths and 
resources of our partnerships, work has begun 
to further develop and build this program.  A 
series of educational modules are being 
developed to deliver training on topics to sup-
port caregivers such as mental health and 
well-being and accessibility of services. Plans 
to deliver cross- sectoral training and skills 
development for staff in our partnership is 
underway.  This will create a progressive com-
munity of practice and increased specialized 
service delivery capacity. We are very excited 
for the future of this program and continuing 
to build on the strong foundation that has 
been set. 

Helping seniors and 
caregivers stay well in
the community  
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After almost two years of planning and development, ESS’ long-held vision of building a 
state-of-the-art overnight respite and day program facility was coming to fruition.  Caregiving is a 
24/7 job which can easily lead to burnout without the presence of a compassionate support and respite 
system caregivers can turn to and rely on.  Recognizing the lack of options for family members to take 
an extended break from their caregiving responsibilities, plans to expand on our existing overnight 
respite units with a dedicated Centre had been a long time in the making. 

In 2020, with the support of community members, donors, leaders and funders, construction began to 
build a 6,000 square foot Centre specially designed to support the special needs of seniors and older 
adults living with cognitive and physical impairments.  At the end of March of 2021, we were please to 
of�cially open the doors to our Centre. The overnight respite wing of the Centre is named after Dolores 
Ellerker, former CEO of ESS Support Services for 33 years, who originated the very �rst, award-winning, 
overnight respite units (coined by ESS as “Caring Centres”) in the Etobicoke community.  Plans are in 
place to introduce a therapeutic recreational Adult Day Program in the summer of 2021, to support 
seniors and older adults who are frail or have a cognitive impairment, such as Alzheimer’s and other 
dementias. 

Breaking new ground

TO FINISH

FROM START
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Caregivers also faced tremendous pressure and stress 
coping with the level of support and care they were having 
to provide at home. Our Respite programs, both in-home 
and overnight (Caring Centres), gave caregivers the means 
to receive much needed breaks to rest and recharge know-
ing that their loved one was safely and well-cared for.

ESS Statement of Revenue and Expenses 
Year Ended March 31

REVENUE 2021 2020 
Ministry of Health and Long-Term Care $ 3,654,631 $ 3,447,645 

Recoveries from external sources 348,186 416,488 

United Way 271,267 222,764 

Transportation partnerships and other 245,229 289,068 

Toronto Foundation – Scheinberg Relief Fund 200,000             - 

Government of Canada wage subsidy 181,084             - 

Client fees  126,164      563,870 

Ontario Community Support Association 122,027 - 

The City of Toronto  76,516 109,590 

Other grants 75,658 1,000 

Fundraising projects and donations 30,530 121,344 

The Ontario Trillium Foundation 3,540 3,540 

G.H. Wood Foundation - 19,356 

Total Revenue  $5,334,832 $5,194,6654,  

EXPENSES   

Salaries and benefits $3,943,245 $4,183,392 

Office expenses and other 387,709 253,672 

Occupancy 323,477 342,157 

Minor equipment purchases 242,765 - 

Purchased services 203,489 141,761 

Travel expenses 48,890 73,145 

Food Services 10,117 118,229 

Fundraising Expenses 703 26,524 

Total Expenses  $5,160,395 $5,138,880 

EXCESS  OF REVENUE OVER EXPENSES FOR THE YEAR 
BEFORE AMORTIZATION 
 
AMORTIZATION 

174,437 55,785 

Amortization of deferred grants 17,338 32,536 

Amortization of capital assets (17,338) (32,536) 

$174,437 $55,785 

 

Excess of revenue over expenses for the year
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Quality and continuous improvement 

Diversity, ethical, cultural values and beliefs

Clients’ autonomy and freedom of choice

Creativity and imagination

Joint effort and shared decision-making and leadership

Responsibility, transparency, con�dentiality, integrity and honesty

ESS is a not-for-pro�t agency committed to supporting seniors in their desire to 
remain in their own homes and community. 

We envision a community of independent seniors sustained through excellence 
of operations, enthusiasm and continual innovation in the delivery of community 
support services. 

Our Mission

Our Vision

Our Cornerstone Values

Safety
Respect

Independence
Innovation
Teamwork

Accountability
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York (Toronto), ON M9N 3B3
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