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Mission

Values

We strive for healthier
communities by working
with our residents and
health system partners to
deliver high quality health
and wellness services

1.

We are accountable
and responsive to the
community and value
the voice of our clients

6.

Healthy communities
grow stronger by
addressing the social
determinants of health

2.

We respect the diversity
of all people in our
community

7.

Vision

3.

Staff and volunteers
are our most valuable
resource

Staff uphold the highest
professional standards
and ensure quality in
service delivery to our
clients

8.

Local governance
is reflective of the
communities we serve

9.

We advocate for health
care partnerships and
system transformation

10.

We ensure transparency
in all of our work

Healthy People In Healthy
Rural Communities

4.

5.

We work in partnership
with people to
encourage involvement
in their own health
and well-being
Everyone has equal
access to our services

“I have learned so much about healthcare during my time
on the Board of Directors. I appreciated the intelligence and
camaraderie shown by this remarkable group of dedicated
volunteers and have been proud to be part of Country Roads.”
- Sharon Halladay
Outgoing Board Member
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Reflections from our Board Chair + Executive Director
The past year has been…..historic! The need for Country Roads to change, adapt and work
in partnership with our community and with our clients was unlike anything we could
ever have imagined. At first, the challenge was downright scary. We knew that as the
healthcare provider for most residents in Westport and Rideau Lakes Township, we had to
find safe ways of meeting community health needs.
18 months into the Pandemic, it is with a great sense of pride that we look back on our
successes. Almost overnight we became experts in providing a blend of face to face and
remote care. Rather than shutting our doors, we opened new ones quickly transforming our
programs and services to meet the unique context of the pandemic.
In this report, we celebrate the programs, partnerships and staff innovation that has
resulted in a hugely successful year. Managing a healthcare pandemic has meant adapting
to virtual visits, continuing to serve our most vulnerable residents, delivering supports to
people who are alone and isolated, helping people get access to computers and technology
so that they could participate in virtual programming, providing staff support and
leadership to vaccination centers and of course, ensuring availability of vaccine. In addition
to celebrating staff, huge thanks are due to our community. Our board of directors never
slowed down, learning to govern remotely they ensured compliance with privacy, health
and safety, accessibility and provided strong financial oversight. THANK YOU!

“On behalf of our Board of Directors, we want
to thank Marty for 11 years of dedication to
staff, clients and community of CRCHC. We
wish him all the best in his retirement.”
Peter Hannah, Board Chair
“It has been the highlight of my career
to work with this staff group and with my
home community. I am so proud of the
work that is accomplished every day and
to be part of a team that looks after each
other and takes pride in all that we do.”
Marty Crapper, Executive Director
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NORWEST COMMUNITY HEALTH CENTRES

Our clients and communities
are at the heart of what we do.
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Country Roads CHC has been providing programs
and services to North Leeds since 1988. Over
the past 33 years the organization has increased
its service locations to Portland, Westport, and
Elgin. CRCHC currently employs over 40 staff and
provides health services to over 5500 residents.
We focus on keeping people well, making sure that
the most vulnerable people in our community have
access to quality health care and needed supports.
We believe in working alongside community
residents and many community partners to identify
strengths and needs and find creative solutions to
building healthier communities.
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Along with 78 other Community Health Centres in the province, our mission and
values are grounded within the Model of Health and Well Being.

Who We Are

• Diabetes Clinic
• Chiropody and Foot Care
• Pharmacist Consultations
• Lung Health Program
• Client Supports & Navigation
• Social Prescribing Program
• Fitness Programs
• Nutrition Counselling and Programs
• Mental Health & Wellness
• Brain Health Program
• Mindfulness Programs
• Parenting and Child Programs

“Health is a state of complete physical,
mental and social wellbeing and not
merely the absence of disease.”

• On-site access to specialist and partner services
• Volunteer Opportunities

- World Health Organization
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Community Governed

“Country Roads respects the diversity of all people
who live in our community. As a person with
physical disabilities living in this rural area, I feel
understood and valued for who I am and for what

Board of Directors

I can contribute.” Thanks Country Roads!
- Client Quote

Peter Hannah
Chair

Gary Dickson
Vice Chair

Cathy Penny
Treasurer

Mike Fay
Secretary

Crystal Cannon
Director

Maxine Weber
Director

Shane Renwick
Director

Claire Smith
Director

Outgoing:
Sharon Halladay
Director

“Country Roads staff make you feel like a friend while
remaining professional. Never in my 76 years, have I felt so
comfortable with medical people. Everyone appears to care.”
- Client Quote
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Community Belonging, Health
Equity and Social Justice
Why Belonging
Matters

Social Prescribing Video

How important is it to live in a healthy
community? According to the research, the
feeling of “belonging” within a community
is as important to your health as quitting
smoking or eating a healthy diet.

836

In a recent study, published in the journal
“Perspectives on Psychological Science”,
70 studies covering over 3 million people
were reviewed. The results: social isolation,
loneliness and living alone can increase
the risk of death by 29%, 26%, and 32%
respectively!
Our communities have many advantages.
Our service clubs, community groups,
churches, recreation facilities etc. are
numerous
and
welcoming.
Events
like Canada Day, Heritage Day, and
opportunities to get involved are
inoculations against loneliness.

Scan to View Video:

referrals to the Social
Prescribing Team

Anti Oppression
Last year, our interprofessional team and community board members participated in Anti Racism and Inclusion
Sessions led by an Ottawa agency who provides training and coaching to workplaces. These sessions are part of our
ongoing learning to support equity and inclusion in our work and communities.

Like other rural areas however, there are
challenges in North Leeds when it comes
to increasing the sense of belonging
and reducing social isolation. In much
of our region, physical distance and
transportation are barriers. Many people
live on fixed incomes and are challenged
by fees and others simply lack information
about the ways in which they can become
involved.
Community Health Centres focus on
“belonging” because it improves health.
We connect people through our groups,
outreach, social prescribing and by valuing
the relationships we have with community
and clients.

97% of our client experience survey respondents told us they feel comfortable and
welcome at Country Roads CHC. We ask those who don’t to help us understand why.

“This facility is excellent at looking at me as a person and not just another patient. This allows me to talk about things I otherwise would not. Thank you.”
- Client Quote
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People & Community-Centered
We regularly ask our clients and our community for feedback about the services they receive. This
year, we launched a new platform called OCEAN that sends our survey to clients soon after they
have had an appointment. People who wish to give feedback about our service are also welcome
to complete a client experience survey, contact us through our website, speak directly with a staff
member to talk to a member of our management team.

“We would like to be able to
return to in-person visits.”

We continue to work to balance both
client safety and client needs. While
we aim to provide client choice for type
of appointment, we do need to adapt
services in response to the ever changing
landscape of the pandemic. We will
continue to offer a blend of telephone,
video and in-person options. We will
return to more in person appointments
when safe.

“I wish I didn’t have to share my
health information on the phone
when I schedule an appointment.”
Our goal is to help our clients feel safe and
comfortable with sharing their information.
We ask the reasons for coming to help you get
the assistance you need as quickly as possible.
Protecting your privacy is a critical piece of our
work and our commitment to you as a client.
Staff receive ongoing training in privacy and
we have many practices in place to ensure that
your health information is safe.

This year we have heard
from over 400 clients.
Below are examples of what we heard
and what we are doing in response.

Many people have experienced changes with
their health care providers due to recent
physician vacancies. Clients shared that they
are anxious about upcoming retirements of
their providers.
CRCHC is actively working to recruit new Doctors and Nurse
Practitioners to our community. As a client at Country Roads
CHC we will continue to support you with your primary care
when a provider retires or moves. However, until we fill our
current vacancies, we are not able to take on new clients. We
will help you link to Health Care Connect which is a provincial
service that will assist you in finding care.

CRCHC client quote:

“The ability to have some of my care provided virtually has greatly improved my experience. I can consult
with my doctor by phone rather than driving long distances. I really appreciate having the choice.”
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Grounded in
a Community
Development
Approach
Guthrie House
In 2010, CRCHC received a gift from our
community - Guthrie House. The dream
was that we would build upon its legacy
as a “community hub” improving rural
access to much needed social services.
10 years on, Guthrie House is a fully
renovated and vibrant space providing
affordable space to a wide range of
services including developmental, mental
health, social support, employment and
much more. In addition, our board room
is used by many community groups.

“If not for Guthrie House,
residents of North Leeds
would still be travelling up
to an hour for supportive
services. Our ability to meet
with clients in their own
community improves access
and improves client lives.”
- Developmental Services of
Leeds and Grenville
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Based on the
Determinants
of Health
Health Promotion programs aim to engage and empower individuals
and communities to choose healthy behaviours and increase control
over their own health.

Youth Development

Country Roads Community Health Centre is proud to offer
various programs and services tailored to the health
and well-being of its clients and communities.
Health Promotion activities in 2020-2021:

1.

Good Food Boxes

Wellness Kits

2. Community Kitchens
3. Seniors Services
4. Mental Health & Well-Being
5. Community Gardens
6. Youth Development
7.

Wellness Kits

Youth Development

8. Exercise Programs
9. Social Prescribing
10. Well-Being Check-in Calls
At the beginning of the pandemic
Community Health Workers reached out to
600 socially isolated clients to ensure they
had what they needed to feel connected and
cared for.
Emergency funds from the United Way of
Leeds and Grenville assisted us in providing
food bags and additional supports to our
community members through wellness kits.
Community gardens provided engagement,
community connectedness and fresh local
produce.
Our teams work with community volunteers
and partner organizations to provide
programs and services to promote and
support health and well-being.
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Program Highlight:

Social Prescribing
Social Prescribing is a new spin on an old idea – that
people are healthier when they are connected with
social resources and supports in their communities.
Studies show that over 60% of visits to primary
care providers are for issues better served through
improved social and community support connections.
What does Social Prescribing look like at Country
Roads Community Health Centre?

Program Highlight:

Living Life to the Full
In eight ninety-minute sessions – this program
teaches people how to make helpful changes in
their lives. Each session is expertly moderated by
a Social Worker and includes a booklet. This course
is for anyone dealing with stress, worry, low mood
or just needing help dealing with life’s challenges.
Living Life to the Full (LLTTF) teaches practical selfmanagement skills using cognitive-behavioural
therapy (CBT) principles. During the course,
participants cover topics such as self-confidence,
motivation, dealing with unhelpful thoughts and
managing anger.

“This program is exactly what I
needed at a time when I was feeling
anger, frustration, sadness and very
much overwhelmed with life. It has
provided me with the tools I need to
overcome these obstacles.”
- Program Participant

Community Navigators receive referrals from primary
care providers when there appear to be health
problems that are caused by social determinants
including finances, employment and social isolation.
The navigator receives social prescription referrals,
co-creates personalized solutions with each individual
based on self-identified needs and interests, and serves
as the link between clinical providers and community
resources.

Program Highlight:

Social Prescribing takes on a ‘no door is the wrong
door’ approach and assists in navigating through
many doors to find the best suited answer. With
a holistic Model of Health and Wellbeing as our
foundation we are viewed as the “one stop shop” for
information and practical supports.

In partnership with Public Health and Rideau
Community Health Services, we are pleased to have
opened 2 Dental Suites in our Westport Location.
Dentist and Dental Hygiene Services are available for
those on limited income including seniors under the
The Ontario Seniors Dental Care Program.

1678

connections made
through Social
Prescribing

1189

connections were
the result of a food
or housing insecurity

275

Wellness Kits
distributed

Both primary care providers
and clients report high levels of
satisfaction with this approach to
improving health and well-being.

Low Income Dental
Programs

A Client Story…
“Jake” had 7 visits to his doctor over 6 months
for physical and mental health issues including
anxiety yet few improvements were noted. It
seemed likely that the anxiety was a result of
financial stress and lack of community support
and so a referral to Social Prescribing was made.
After a single meeting with the client Navigator,
the client had enough food for their family. Service
connections were made for financial assistance
and for hydro re-connection. The client expressed
an interest in gardening. A beginner’s gardening
kit was delivered along with a wellness kit. The
client eventually attended a gardening workshop
and grew a sustainable garden while creating
connections in the community. Over the next 6
months, the client had one visit with their family
doctor and reported significant physical and
mental health improvements.
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Inter-Professional Care
Profile of a Nurse Practitioner
NPs are quickly becoming the health partner of choice for millions of
Canadians. As clinicians that blend clinical expertise in diagnosing
and treating health conditions with an added emphasis on disease
prevention and health management, NPs bring a comprehensive
perspective and personal touch to health care.

What kind of healthcare services does a CRCHC Nurse
Practitioner provide?
Our NPs provide a wide range of direct care services to people at every stage of life, and level of health.

• Treat illnesses
• Provide health teaching of individuals and their families about healthy living, preventing disease
and managing illness. Our NPs bring together their knowledge of medicine with the values and skills
of nursing.

What are Nurse Practitioners?
To be recognized as expert health care providers and ensure the
highest quality of care, NPs undergo rigorous national certification,
periodic peer review, clinical outcome evaluations and adhere to a
code for ethical practices.
NPs can practice independently and do not need to be supervised
by a physician to practice. Self-directed continued learning and
professional development is also essential to maintaining clinical
competency.

• Practice as leaders, consultants and researchers who incorporate new knowledge into their practice.
• Experts in community health care needs assessment and program planning, implementation, and
evaluation.

Do nurse practitioners replace other healthcare professionals?
Will I have both a Nurse Practitioner and a Doctor?
At CRCHC, clients have either a Doctor or Nurse Practitioner as their Primary Care Provider. Like our
Family Doctors, our NPs work in collaboration with other healthcare providers as a part of a team
that includes nurses, doctors, social workers, a dietitian, a pharmacist, a foot specialist, a respiratory
therapist, and community health workers.

Education
Roles for NPs
Baccalaureate
in Nursing

Registered Nurse
Licence/Degree

Graduate Nurse
Practitioner

Registered Nurse
Practitioner Licence

check Perform physical exams

check Write prescriptions

check Order tests

check Admit/Discharge

check Diagnose & treat illnesses check Provide Referrals

Impact of NPs on Health Care

55%

reduction in the use of
multiple medication

24%

increase in family
satisfaction with
quality care

20%
reduction in
emergency
team care

Decrease in
appointment
wait times

“Historically I have not been comfortable with health professionals and would hesitate to make an appointment unless it was imperative. I am so comfortable
with my nurse practitioner. She listens to my health concerns and involves me in finding treatments and solutions.”
- Client experience survey August 2021
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Integrated/ Coordinated
Although the COVID pandemic has thrown us all for a loop over the last several months, our
goal at Country Roads continues to be providing timely access to quality services by highly
qualified team members. To meet these goals, many services and providers need to function
in tandem.
We work in a team-based approach where our team members are utilized for their expertise
in their respective fields. This approach cuts down on wait times with our Physicians and
Nurse Practitioners and allows us to provide appropriate care to a greater number of people.
Our afterhours on-call service allows us to offer services outside of regular office hours
and prevents use of our local emergency departments for visits that are not considered
emergencies. Before attending one your local emergency departments call our office to make
an appointment.
Staff at Country Roads participated in the planning, development, and implementation of
COVID vaccine clinics across Lanark, Leeds and Grenville bringing accessible vaccine sites to
our clients and our community.

“COVID guidelines required the team to come up with new ways
of providing care while still meeting the needs of our clients.”

33,461
client interactions

13,191
13,328

face-to-face

82%

by phone

of clients surveyed reported
they got an appointment at a
time that suited their needs

3,468

calls to after hours
on-call service

14%

2.07days
Average wait time
for an appointment

of emergency department
visits were not identified as
emergencies and would have
appropriately been managed at
one of our primary care offices.
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Accountable
Our board is accountable to the public for providing high quality,
safe and accessible community health services. An organization
that is efficient, effective, and financially responsible while
being responsive to community needs. Two major ways we
demonstrate our accountability are through our financial audit
and through the Accreditation process.

Summarized Statements | Financial Position | Operations
COUNTRY ROADS COMMUNITY HEALTH CENTRE
STATEMENT OF FINANCIAL POSITION
AS AT MARCH 31, 2021
2021

2020

$ 682,374

$ 499,362

25,000

25,000

Accounts receivable

60,391

56,081

Prepaid expense

50,422

51,105

$ 818,187

$ 631,548

ASSETS
Cash
Investments

TOTAL
CAPITAL ASSETS, NET

$ 1,180,848

$ 1,230,769

$ 1,999,035

$ 1,862,317

Accounts payable

$ 435,982

$ 351,868

Deferred revenue

144,343

133,386

Due to funding agencies

189,950

98,524

Deferred contributtions

1,180,848

1,230,769

TOTAL
LIABILITIES

Unrestricted
TOTAL

47,912

47,770

$ 1,999,035

$ 1,862,317

2021

2020

$ 4,737,158

$ 4,423,975

$ 3,864,385

$ 3,633,948

COUNTRY ROADS COMMUNITY HEALTH CENTRE
STATEMENT OF OPERATIONS
FOR THE YEAR ENDED MARCH 31, 2021
INCOME
EXPENSES
Salaries/employee benefits
Medical supplies

47,079

35,320

Utilities, Buildings and Ground Expenses

224,258

228,267

Supplies and Other Expenses

369,630

301,165

Non-Recurring - Oral Health

120,000

120,003

Amortization
TOTAL

111,664

107,172

$ 4,737,016

$ 4,425,875

EXCESS OF REVENUE OVER
Expenses

$ 142

$ (1,900)

Fund balances, beginning

$ 47,770

$ 49,670

FUND BALANCES, ENDING

$ 47,912

$ 47,770

This condensed financial information has been extracted from the audited financial statements
for the year ended March 31 ,2021 previously reported on by our auditors, Nephin Winter Bingley

14

COUNTRY ROADS COMMUNITY HEALTH CENTRE

Message from Kerri Choffe, our new Executive Director.
I will start my new role as the Executive Director at Country Roads
CHC on January 10, 2022. After 2 years working outside of the
community, I am very excited to return to the Community Health
Centre environment as the Model of Health and Wellbeing, teambased approach to care and partnerships within the community truly
resonates with me.
I have a strong link to this community – I grew up in Lanark County
and currently live in Perth with my husband Trevor, 2 boys (Xavier
and Easton) and our 2 dogs (Lupa and Feya). I have a vested interest
in improving the health and wellness in the community where I have
chosen to work and raise my family.

I worked at the North Lanark CHC for 6 years as the Director of Health
Services. I have worked in the hospital environment for the past 8 years
as the Manager of Diagnostic Imaging & Cardiopulmonary at Perth &
Smiths Falls District Hospital and my current role at Quinte Health Care
as the Director of Diagnostic Services & Infection Prevention & Control.
During the past two years there have been significant changes in
healthcare and I’m excited to build on all the innovative ideas already
in place at Country Roads as well as those that have been developed in
response to the pandemic. I wish Marty all the best as he moves on to new
adventures and I really look forward to working with my new team.
Kerri Choffe

I started my healthcare career in Diagnostic Imaging in Toronto and
Pembroke. While completing my Masters in Health Administration,
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Country Roads Community Health Centre
Portland Location:
4319 Cove Road at Hwy 15
Portland ON
K0G 1V0

Westport Location:
79 Bedford Street
Westport ON
K0G 1X0

crchc.on.ca

