
CAN HELP?



In these tough economic times, more people are contacting us than ever before. We respond to over 
100,000 contacts every year. In the first quarter of 2016 we have seen a 9% increase in call volume. 

People need help. Give today. Visit distresscentre.com/donate.

When you donate to 
Distress Centre, your funds  

support Calgary’s most  
vulnerable. Our 24/7 crisis  

services are free. We do  
not define crisis. We do not  

judge. We are here 
for everyone. 



Organizations need to reflect and ensure that the strategy they are following is fully responsive to 
community needs. Will changing expectations within the community, or the significant impact of 
technology on the way we communicate, and the increasingly challenging financial context in which 
we operate allow Distress Centre to position themselves for continued relevance and success over 
the long term? These are some of the fundamental questions that were jointly addressed by the 
Board of Directors and the management team this past fall, and resulted in a bold, exciting new 
strategic plan for the organization which supports our Vision: Everyone is heard. 

The Board and management will now focus attention during 2016 on the changes and trends in 
our landscape and the best strategies to pursue the long-term success of our vision. The Board of 
Directors will also devote its attention to other areas where it can bring additional value to the agency. 
Securing additional and recurring sources of funding remains a key priority in an environment that 
is increasingly difficult for all. We will continue to aim for strong governance, as expected by our 
stakeholders. And we will continue to support management in its leadership role within the community 
as it explores how to collaborate with other provincial and federal organizations.

I would like to extend my sincere appreciation to Joan Roy our Executive Director; our management 
and professional team who continue to take on increasing challenges; and, our team of volunteers, 
who are the heart and soul of Distress Centre. Special appreciation, as well, goes to our generous 
donors, for their continued support and confidence in the work we do. It is truly an honour and a 
privilege for me to be a member of the Board of Directors with Distress Centre Calgary.

Mark Montemurro, Chair, Board of Directors

LETTER from our Board of Directors Chair



We answer a call for help every five minutes and with your support and donations, we make sure 
they’re all heard 24 hours a day, 7 days a week. Calgarians need your help today.

In 2015:

CRISIS SERVICE

4%
INCREASE IN 

EMAILS

3.5%
INCREASE IN 

OVERALL 
CONTACTS

18%
INCREASE IN 

CHATS

In the first quarter of 2016 our call volumes and online contacts are already up 9% over 2015, and 
they are expected to rise even more.



211
Our free information and referral service is offered in over 200 languages 24/7.

In 2015:

93% OF CALLERS HAD A BETTER 
UNDERSTANDING OF THEIR NEEDS 
AS A RESULT OF THE CALL

FOURTH QUARTER CALL VOLUME 
WAS UP SIGNIFICANTLY FROM 2014.

OF CALLERS WERE SATISFIED  
WITH THE 211 SERVICE OVERALL97%

26,300
CALLS WERE 
ANSWERED

211 connects callers to thousands of community, social and government resources in Calgary. 



In emergency situations we provide direct client support and counselling to those who are facing 
financial difficulties.

In 2015:

BASIC NEEDS FUND

67% 
OF CLIENTS WERE 

CONNECTED TO 
OTHER SUPPORT 

SERVICES

71%
OF CLIENTS 
REPORTED 

THEIR SITUATION 
IMPROVED

59% INCREASE OF FUNDS GIVEN—SHOWING 
A DEMAND FOR FINANCIAL AID

The complexity of issues, the number of applicants and the financial need continues to grow in 2016. 

$139,287
WAS DISTRIBUTED

DIRECTLY TO
CLIENTS



Free face-to-face professional counselling is offered to individuals, couples and families. We have 
no waitlists. 

In 2015:

COUNSELLING

81% 42%
INCREASE IN 
COUSELLING 

INTAKES

INCREASE IN 
COUSELLING 
CONTACTS

2285
24%

SESSIONS WERE 
DELIVERED— 

AN INCREASE OF 

The demand for counselling services is expected to significantly increase in 2016.



CONNECTEEN
Teens communicate differently than adults. Reaching out for support can be scary for teens. 
Our chat and text service provides a safe place for them whenever they need help. 

In 2015:

7.7% INCREASE IN 
CONNECTEEN VOLUNTEERS

INCREASE IN EMAILS19%
9% INCREASE IN CHATS15.5%

INCREASE IN 
CONTACT 
VOLUME

As demand for online service increases, we need to add an additional 4-hour shift from 10pm-2am, 
7 days a week. They need your help. Give today.



Our volunteers are the heart and soul of  
Distress Centre. It costs $1,800 to recruit, train, 
retain and support one volunteer for one year. 

In 2015:

VOLUNTEERS

43,578
TOTAL VOLUNTEER HOURS

96%13%459 6.7% OF VOLUNTEERS 
REPORTED USING THEIR 

SKILLS OUTSIDE 
OF DISTRESS 

CENTRE

INCREASE IN 
ACTIVE CRISIS 
VOLUNTEERS

VOLUNTEERS 
DONATED 

THEIR TIME

INCREASE IN 
TOTAL VOLUNTEER 

HOURS

Support a volunteer today or if you’re interested in volunteering, visit distresscentre.com/join-our-team



Husky Energy
Nexen 
Calgary Foundation
Canadian Oil Sands
Calgary Hitmen Hockey Club
PATTISON Outdoor Advertising 
EllisDon 
RBC Foundation 
Monarch
ENMAX
Cenovus Energy

COMMUNITY PARTNERS

Horbachewski Family
Catherine Bell & Kent Brown– 
  The Awakened Company
 Rotary Clubs of Calgary– South,   
  Fish Creek, and Millennium
Rotary Club of Sarcee
William S Herron Family 
  Charitable Foundation
Viewpoint 
ADT Security Systems
Baytex Energy Corp

ZGM Collaborative Marketing 
Calgary Children’s Foundation 
Imperial Oil Limited
Imperial Oil Foundation
Otafest
The Calgary Herald Christmas Fund
ARC Financial Corporation 
Bell
Six Degrees
The Patricia Trottier & Gwen Morgan 
  Family Foundation

Core Funders:

Community Partners:



When you donate to Distress Centre you are donating to a charity that is transparent, accountable and 
fiscally responsible.

Funding for 2015:

FINANCIALS

Our 2015 Financial Audited Statements can be found at distresscentre.com

26%
25%

20%
12%

9%
4%

3%
<2%

UNITED WAY

CALGARY & AREA CHILD 
& FAMILY SERVICES

CITY OF CALGARY

FUNDRAISING REVENUE

CALGARY HOMELESS 
FOUNDATION

ALBERTA HEALTH SERVICES

ALBERTA HUMAN SERVICES

RED DEER 211, CCASA & 
BOW VALLEY 211



NEED HELP?



We help thousands of Calgarians every year. 
If you need help, call 266-HELP.

Distress Centre 
ensures everyone has 
a place to turn to in a 

time of crisis by providing 
24 hour crisis support, 

professional counselling 
and 211 referrals – 

all at no cost.



Once more, our community was faced with an economic downturn that had a significant impact on 
Alberta and Calgarians felt it deeply. Our community was faced with thousands of layoffs in the oil 
and gas sector and many other sectors felt the impact as well.

At Distress Centre, we saw a significant increase in demand for our services. To meet the demand, 
we recruited and trained more volunteers to respond to crisis contacts. Our counselling program 
developed an online intake process to streamline requests for service. 211 saw an increase in calls 
related to financial issues and housing. We also saw an increase in the complexity of situations 
people were dealing with. People were struggling to meet their basic needs and requests for 
assistance through our Basic Needs Funding increased with requests for help with utility bills, food 
and shelter. Suicide was an ever present issue as people struggled to find a way to cope. 

We worked with our existing partners and developed new partnerships to ensure people received 
comprehensive services. A new partnership with Calgary Police Service, Calgary Fire and 911 increased the  
visibility of 211, providing Calgary’s emergency services with a simple one number referral for people needing  
assistance from non-emergency services. In the fall we rolled out our new strategic plan which provides 
clarity regarding our place in the community as experts in crisis intervention and promotes our 24/7 contact 
centre infrastructure as a partner for organizations who require after hour support for their clients. 

As we move into 2016, the economic downturn continues. Our community needs us more than ever. 
We will continue to be ever present and provide crisis support and help in navigating a complex 
system of social services to ensure our Vision: Everyone is heard. 

Joan Roy, Executive Director

LETTER from our Executive Director



Crisis doesn’t take time off, so neither do we. We are here for you 24 hours a day, 7 days a week,  
365 days a year. Need help? Call us today at 403.266.HELP.

In 2015, we answered:

CRISIS SERVICE

68,877 2,829 749 73,738 
TOTAL 

CONTACTS
CHATSCALLS EMAILS



Call 211 and you will be connected to thousands of community, social and government resources 24/7.

In 2015:

211

26,300
CALLS WERE 
ANSWERED

93% OF CALLERS HAD A BETTER 
UNDERSTANDING OF THEIR NEEDS 
AS A RESULT OF THE CALL

OF CALLERS WERE SATISFIED 
WITH THE 211 SERVICE OVERALL97%



For Calgary’s most vulnerable, we offer emergency financial support to individuals and families in crisis.

BASIC NEEDS FUND

71% 67% 
OF CLIENTS 
REPORTED 

THEIR SITUATION 
IMPROVED

OF CLIENTS WERE 
CONNECTED TO 

OTHER SUPPORT 
SERVICES

$139,287
WAS DISTRIBUTED

DIRECTLY TO
CLIENTS



Not all problems can be solved over the phone. In fact, a call is often just the first step in overcoming 
crisis. To help with more complex issues, our professional crisis counsellors provide free counselling for 
individuals, couples and families. We have no wait lists.

In 2015:

81%
INCREASE IN 
COUSELLING 

INTAKES

AN ONLINE 
INTAKE FORM WAS 
IMPLEMENTED IN 

SEPTEMBER OF 2015, 
MAKING IT EASIER 
FOR CLIENTS TO 

ACCESS OUR 
SERVICES

2,285
24%

SESSIONS WERE 
DELIVERED— 

AN INCREASE OF

COUNSELLING



7.7%
INCREASE IN CONNECTEEN 
VOLUNTEERS MEANS WE 
CAN ANSWER MORE CALLS, 
CHATS, EMAILS AND TEXTS

INCREASE IN EMAILS19%
9% INCREASE IN CHATS15.5%

INCREASE IN 
CONTACT 
VOLUME

CONNECTEEN
Being a teen can be tough. They have more independence, anxiety, stress and responsibility than 
ever before. Our online services are reaching youth sooner with issues that are harder to talk about 
like suicide and self-harm.

In 2015:



Our volunteers commit significant time supporting our clients and volunteering for Distress Centre events. 
On the lines, our 250 highly trained volunteers are here to listen, support and help people through 
their crisis.

In 2015:

VOLUNTEERS

43,578
TOTAL 

VOLUNTEER 
HOURS

13%459 6.7%
INCREASE IN 

ACTIVE CRISIS 
VOLUNTEERS

VOLUNTEERS 
DONATED 

THEIR TIME

INCREASE IN 
TOTAL VOLUNTEER 

HOURS



At the end of most shifts, I go home thinking that the Distress Centre crisis line is an essential 
resource for the community. I have become aware there are many people who have no one 

to talk to, who are isolated, lonely and often afraid, and that the DC volunteers provide a 
compassionate, accessible, confidential, and real person who listens and supports the callers.

Volunteering at the Distress Centre really makes you realize that you're part of something 
much bigger than yourself. You meet so many strangers who will share their deepest 
anxieties with you, their fears and their hopes and their dreams. All of the social constructs 

that bind us in normal life become irrelevant, and for a few brief, candid moments it's just human-to-
human, helping each other through our common struggle. The feeling of walking home on a warm 
summer night after a shift, looking up at the stars – it's irreplaceable.

VOLUNTEER TESTIMONIALS
At the end of the call, their problems may not be solved but when you hear the sigh of relief and 

thank you, it’s reassuring as a volunteer to know that I’m doing something right. The ConnecTeen 
program has taught me to listen without judgment and to first and foremost guide the caller to the 
help they need.



I felt that I could not keep going. The darkness was unbearable, the sadness and desperation 
were all-encompassing. Thankfully I picked up the phone and called Distress Centre. The 
woman who answered eased the knot in my stomach with her calm, soothing voice. This 

volunteer was caring and helpful, listened attentively, and didn't judge me. For the first time, I felt that 
someone really understood and cared. If I had not made that call I would not be here today. Distress 
Centre saved my life.

You are the lifeblood and the heartbeat for so many Calgarians…to navigate this journey called 
life. Many years ago, you were my heartbeat to help me through one of those bends in the road. 

I needed you then, and I certainly need you now to assist the family and friends I don’t know yet.

I called. They answered. They listened. Suicide is serious and they took me seriously.

CALLER TESTIMONIALS




