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From the Board Chair
& Executive Director
From start to end, the 2018-2019 fiscal year
was undoubtedly one of the most devastating and challenging years we have experienced as individuals, as a city and as a
victim-serving organization. To this day, our
hearts remain heavy for the victims, their
families and everyone affected by the major
crimes experienced recently in Toronto.

responding to the needs of victims from an
unprecedented number of shootings, as well
as victims of human trafficking, domestic and
sexual violence, put our organization to the
test.

We are incredibly grateful to Victim Services
Toronto’s staff and volunteers, who professionally and skillfully managed these highly
The fiscal year began with new and emergsensitive situations and persevered through
ing information about a serial killer who
heightened levels of stress. After the van
had been terrorizing the LGBTQ2S comattack, when Mayor Tory and Chief Saunders
munity for close to a decade. Eight men
announced that Victim Services Toronto was
were brutally murdered and the families and ready to help and a family line was open,
community are still struggling with the loss. panicked calls flooded our office. Victim
While the details of the serial killer were
Services Toronto’s dedicated team worked
unfolding, the city experienced the worst
tirelessly to hold the city together. Workgender-based violence attack in its history.
ing long hours over many months mired in
A misogynist driving a van began plowing
extreme trauma, due to back-to-back major
down pedestrians for blocks, with the intent events, it is no wonder our staff and volunof harming women. With ten people murteers began to show signs of vicarious traudered and sixteen injured, this crime had
ma. Of the many valuable lessons that we
reverberating effects on people worldwide. have learned this past year, one is the specific need to focus on supporting staff and
Our team was still reeling from the magvolunteers who experience these stressful
nitude of harm and traumatization caused
effects during difficult times.
to victims of the van attack, when less than
three months later, 15 people were shot on This organization owes a debt of gratitude
Danforth Avenue. Two young girls lost their to the staff, volunteers and the employers
lives that night and another 13 individuals
of volunteers and casual staff– who came
suffered severe injuries. Responding to
together to ensure there was support for
these tragedies while we were also
those who were directly and indirectly
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affected by the violence. Our team worked
extra shifts, changed their schedules, cut
short vacations, and put their businesses on
hold to help. In the three weeks following
that terrible scene in North York, 50 volunteers covered over 100 shifts. Exactly three
months later, after the Danforth shooting,
our team went above and beyond once
again, with 47 volunteers handling 65 shifts.
The VST Board of Directors, another group
of volunteers, offered their support to the
agency during this traumatic time and continues throughout the year to provide valuable oversight and governance of VST.

To do so, we partner closely with the City
of Toronto, the Ontario Ministry of the
Attorney General, and a wide range of community partners beginning with the Toronto
Police Service. After the high-profile events
of the past year, our police partners went
out of their way to check in and ensure that
we had everything we needed to do our
jobs, from coordinating help where it was
needed most to lending extra vehicles to
our crisis teams. We appreciate how much
value they put in our organization, knowing
victims of crime need support long after the
headlines fade.

We offer our tremendous thanks and appreciation to the volunteers and staff who
worked so hard and sacrificed so much to
help us help others. In 2018-19, volunteers
donated over 37,500 hours of service to
supporting victims – a stunning 54 per cent
increase over the year prior.
The power of collaboration
Victim Services Toronto is part of the fabric
of the city, in which we served over 23,600
victims – including 8,500 children and youth
– this past year.
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The Power of Collaboration was the theme
for 2019’s Victim and Survivors of Crime
week, and we can’t think of a more fitting
way to describe the vast outpouring of help
and support we witnessed this past year
during times of intense trauma. A long list of
organizations came to the aid of the victims and their families. Companies donated
goods and services, from free accommodation to prepaid visa cards for international
families. Community organizations donated
time and resources, including therapists,
interpreters, and employees for an extra set
of hands. Several agencies and services organized community vigils, opened up waiting
lists to offer support to victims, and helped
disburse monies raised for victims and their
surviving family members.
We witnessed such an outpouring of support not just by our community partners,
but from everyday heroes performing acts
of kindness and love. We saw these everyday
heroes wrapping wounds and holding the

hands of victims as they wait for medical
care or succumb to their wounds. People
risking their lives by pulling strangers out of
harm’s way. These gentle, heroic acts help
those affected by crime restore faith in humanity and a sense that there is good in this
world.
In an extraordinarily difficult year, such
acts also demonstrated that we are part of
something bigger, that Canada’s largest city
is, at its core, one neighbourhood. For all
the offers of help and acts of kindness – and
on behalf of the team at Victim Services
Toronto and the people we serve –
we sincerely thank you.
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Inside Victim Services Toronto
Debra, Case Manager - In the aftermath of the van attack, Debra was on loan
to Victim Services Toronto from Julliette’s Place, a family shelter for women and
children fleeing abuse.

When the van attack happened, I was working at Julliette’s Place, where they gave me
permission to lend support to Victim Services Toronto to help them manage the
influx of calls.
I knew that if Victim Services Toronto was
asking for help, it was critically important.
I remember turning on the news, watching
the events unfold, and thinking through the
kinds of calls Victim Services Toronto was
likely receiving from victims and witnesses,
funding requests for counselling – all on top
of the typical cadence of calls in an average
day. So I immediately stepped up to help in
any way I could.
I expected chaos when I arrived, but instead
I found the crisis team was expertly organized. Everyone understood their roles and
triaged calls with precision, knowing when
to escalate requests to the Case Management team. The sense of teamwork was
amazing – even management was on the
ground providing support.
The enormity of the van attack hit home for
me when my shift partner and I visited a victim in the hospital. I’ve worked in the field
for a long time, but that was my first time
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seeing such intense injuries caused by another person. In such moments, you truly
understand how your presence alone can be
so meaningful. You are there to provide care
and ensure a victim knows he or she will be
supported through recovery.
Sometimes in the midst of tragedy, people question their existence and wonder
how they can possibly move forward. This
isn’t just reserved for such dramatic public
tragedies like the van attack. Many of my
clients have lost loved ones to homicide,
and it is incredibly hard for them to imagine
life without that person. Sometimes, simply being there to say, “Hey, how are you? I
am here for you” is the support they need
to get through the day. I can’t tell you how
many times I’ve reached out to clients in
this way and they’ve said, “I really needed
this right now.” It really comes down to human compassion: it’s about being there.
I’m keenly aware of the risk of vicarious
trauma to our team here at Victim Services
Toronto due to the nature of our work. As
service providers, we tend to stress the importance of self-care to others, but we need
to heed our own advice. This organization is
well aware of the potential for burnout,

if staff take the weight of everyone else’s
experiences home at the end of the day.
Strategies to get together and debrief, or
breaks to ensure wellness are built into the
day-to-day hustle.
Hopefully, the coming months and years
won’t be so traumatic for Toronto. Yet,
particularly with the rising threat of gun
violence, our work will always be needed.
We’re constantly providing support to families of homicide victims – a challenging,
often unbelievable, and necessary role in
our city.
Overall, it’s incredibly meaningful to me to
support clients who can eventually begin
to move past the trauma. Helping people at
their most vulnerable times, bearing witness
to their struggles in moving through their
grief and pain, and then finally seeing them
start to find a little more light in their life
again...there’s no bigger reward.

Debra

Case Manager - Enhanced Services
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Inside Victim Services Toronto
Rizwana, Case Manager - Rizwana works with victims who are at high risk of
death or bodily harm due to repeated and escalating domestic violence.

At Victim Services Toronto, I’m part of a
team of people who are caring, compassionate, client-focused, and who operate –
most critically – with no barriers. At work,
I give it 110% and when I return home, I’ve
learned to leave work at the office. Burnout
is very high in social work, and maintaining
a work-life balance is extremely important.
Tomorrow is another day and you never
know who will call for help amidst crisis.
Each domestic violence case is intense,
and needs personal care. These are victims whose safety and wellbeing is threatened – and there is nothing we won’t do to
build a safety net around them.

from a neighbour’s house. When they entered, they discovered that Aidan had been
inside.

to Ontario’s Criminal Injuries Compensation Board, through which she could pay for
much-needed counselling.

We performed an immediate needs assessment and started in-depth safety planning.
At her home, we did a complete safety
audit, assessing all potential risk factors. We
put in place a 9-1-1 alert, where if a phone
call came from the home, dispatchers would
know it is a high-risk situation and how to
proceed.

Months later, Samantha called with concerns
that her employer wasn’t taking our safety
plans seriously enough, despite Aidan being
out on bail. Advocating for victims is best
done in person, so I met with her supervisor, discussed our safety concerns, and held
them accountable to follow through with
the plan in place.

We helped change the locks, install cameras,
add a bar to the back sliding door, suggested
a window alarm, and made neighbours and
her workplace aware of what happened to
Each high-risk case is different from the last. broaden her safety net. We helped modify
One memorable and complex case has been her work hours so she didn’t commute in
active for well over a year. Problems began
the dark and encouraged her to park her
when our client “Samantha” broke up with
car in the garage so nobody could trace her
her boyfriend “Aidan” after he had become comings and goings to find patterns.
increasingly controlling and aggressive
during their four-year relationship. When
As case coordinator, I also explore what
they broke up, Aidan’s behaviour quickly
services are available to clients in the comescalated, stalking Samantha on social media munity, and ensure they can access them.
and trying to leverage coworkers to contact Through our Victim Quick Response Proher. They worked at the same office, and
gram, I connected Samantha to counseling
eventually, Aidan lost his job.
services in days, avoiding months-long waiting lists. We can arrange 10 sessions with a
One day as she pulled up to her home,
private therapist, which serves as the beginSamantha saw her bedroom light flick off –
ning of a therapeutic journey. I helped her
someone was in her room. She called police work through a difficult, lengthy application

7

High-risk domestic violence cases have no
time frame. Victims have so many needs
over time that must be addressed. We are
committed to supporting them as long as
they need us, in whatever role they need us
to play. (In fact, my colleague recently had a
client phone back after 10 years.) We will
advocate at any level – if something is not
working out with the system, we will challenge it.
After all, anyone could be a victim. I bring a
certain perspective to each case: what if this
was my mother, or sister, or even myself?

Rizwana

Case Manager - Enhanced Services
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Year in Numbers
2018 - 2019
Case
Management

54%
increase in

2,673
victims served
30% increase
from last year

volunteer hours

204

$88
to help one victim of

volunteers

crime and tragedy

37,512

23,604

volunteer hours
donated to helping
victims of crime and
sudden tragedy

total victims helped

8,498

children and youth
victims helped

services for one hour

184

10,521

students reached
through 74 T.E.A.R.
workshops in
schools

$316.40
to operate all of victim

people assisted
through the Trauma
Dog Program

30,021,229

74% were children
or youth

twitter impressions for
#TEARtalk
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Audit Snapshot
Year Ended March 31 2019

REVENUES

2019

2018

$1,455,412

$1,242,236

City of Toronto grant

$348,389

$263,730

Grant funding - other

$181,052

$138,509

Donations

$141,466

$264,597

Fundraising

$955,213

$480,526

$16,907

$8,764

$3,098,438

$2,398,362

2019

2018

$2,112,585

$1,917,960

Administration

$26,350

$19,553

Amortization

$25,239

$23,799

Bank and payroll charges

$30,109

$24,127

Board expenses

$964

$1,186

Board insurance

$10,269

$9,625

$256,995

$213,045

Office and other

$8,245

$4,619

Professional fees

$57,319

$20,246

$175,760

$26,566

$14,003

$10,262

$5,881

$6,358

Telecommunications

$10,253

$9,015

Volunteer expenses

$37,714

$31,930

$2,771,686

$2,318,021

Attorney General grant

Interest and other

EXPENSES
Salaries and benefits

Fundraising

Program expenses
Publicity
Staff training
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“I came to Canada as a teenage bride, forcefully married to an older man who
became extremely abusive to me and our children. I felt alone with no idea
where to find help, a misguided fear of authorities, no knowledge of my rights.
I lived in fear.
At Victim Services Toronto, I was welcomed with my scars, and I’ll never forget how much the crisis counsellor helped me. She explained it was unhealthy
to live in fear, made me understand my rights as a victim, and the resources
where I could find support. It was liberating to know that someone cared, as
if my conversation with that counsellor opened a door of freedom and ended
my nightmare. I could finally breathe and think without fearing a beating.
At last, I didn’t feel alone. I went on to raise three beautiful children as a single parent and achieved my goal of helping other victims. At Victim Services,
victims are encouraged to be survivors and achievers.”

—Ambreen
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2018-2019
Financial Review
Many times in childhood, I had experiences that made the hurt worse just
when it was starting to get better. It
also brought back the fear. It was bad
for me, but so much worse for my
older brother.
Victim Services Toronto is a lifeline. With their help, victims can get
through each day and eventually those
days turn into months and then years.
They support families and the parents
in turn have more strength to help the
kids. If my parents had fallen apart, or
split up, I don’t know where I would
“On January 1st, 2008, when I was just be today.
six years old, my mum sat on my bed
and told me that my older sister had
They taught us not to be afraid to ask
gone to heaven because she had been for help, and where to go for that help.
attacked by someone with a knife and We’ve learned how to look forward
had died. I couldn’t believe it and I
instead of living in the past.”
didn’t understand. I had so many unanswered questions but I knew one
thing: life would never be the same.
As months and years went by, I had
a better understanding of what had
happened and the effort it took by my
parents to support us in our young
lives. I had two brothers, and my older brother had some very dark times.
One day at school he had a psychotic
breakdown which terrified everyone.
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—Eric

Grants & Interest
(5%)
Management &
Administration (7%)

Fundraising &
Donations (36%)

Government Funding
(59%)

Revenue

Fundraising Expenses
(9%)

Charitable Programs
(84%)

Expenses
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Inside Victim Services Toronto
Jasmin, Case Manage - Jasmin has worked for 17 years at Victim Services
Toronto, as a crisis counsellor and case manager.

Victim Services Toronto is filled with skilled,
compassionate staff and volunteers. We
support a wide range of needs and address
a wide range of issues.
This was an extraordinarily dreadful year,
with scenes in North Toronto and on the
Danforth that you’d expect to see in movies
and not on our streets. It took everything
we had to help others and deal with our
own emotions – long hours and courage.
Even while the dramatic public crises unfolded, victims of other, more private violence also needed our help. We had to constantly determine where to prioritize our
time from one hour or even one minute to
the next.
The July 2018 shooting on the Danforth was
chaotic and extremely sad. As calls flooded
9-1-1, dispatchers triaged everyone suffering with high anxiety and panic to Victim
Services Toronto. With just a few people on
what was a normal shift up until those moments, we were deluged with calls. As emergency staff and volunteers joined to help, it
was a time none of us will forget.
We were on scene with first responders
providing emotional support to victims and
witnesses and, in the hours, days and weeks
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that followed, assessed what they and their
families needed. Some needed hospital care,
some needed to access specific resources in
the community, some needed a coordinated
therapy plan. Some, with acute trauma injuries from the shooting, needed help securing
aids such as wheelchairs.

We always have to find ways to ground
victims in the moment – de-escalate heightened emotions and coordinate the help they
need. One of my clients who suffered the
most severe injuries in the shooting took
a year-and-a-half before beginning to feel
slightly calm.

As a veteran social worker, I dealt with
many of the more complex and urgent situations. In the aftermath, one client was so
distraught he called to say he was going to
drive over the Gardiner Expressway guardrail. I had to make sure that I kept him on
the phone while I called 9-1-1, and stayed
on the line with him until help arrived.

It’s very difficult, even for someone who is
well-trained in social work, to witness the
devastating effects of this tragedy on our
clients. They are terrified and suffering. I had
many moments where I had to stop and
ground myself before I could help people in
so much pain.

The Danforth shooting left victims with the
post-stress trauma you would equate to
soldiers on a battlefield. In the weeks and
months after, I responded to a vast range
of calls. People could not stop reliving the
scene. Others struggled with noises; for
example, the sound of a car door closing
would be an intense trigger. Many exhibited extreme worry and fear. They were
scared about people around them; eating
patterns changed. People were suffering
with extreme emotional and psychological
symptoms of trauma as they called us for
support.

The reality of this past year’s events is that
the impact will last so much longer. Many
clients from the Danforth are only now
beginning to master the emotional strength
to talk about what happened. It was a very
traumatic experience that changed their
lives – and ours as well.

Jasmin

Case Manager - Enhanced Services
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Thank you 2018-2019 Event Sponsors!
OnX
Diamond & Diamond
Panasonic
The Farm in Stouffville
Unifor
Teneo
Mizrahi Developments
LiUNA
Cerisa Fine Catering
The Old Mill Toronto
Synoptic Medical Assessments
Hotel X Toronto
G4S Secure Solutions
Tom’s Place
Bell
Axon
Brauti Thorning LLP
Niche Technology
Humber
MLSE
gtechna
Accident Support Services
CANASA
Tridel
Rogers
Wilfrid Laurier University

Carfax
Carpenters Union Local 27
Cisco
Dignity Memorial
Focus Physiotherapy
Gesher Canada
Goodmans LLP
Monty Robbins
Postmedia
PwC Canada
Sunny Foodmart
TD Bank Group
Toronto Police Services Board

www.victimservicestoronto.com

