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“I am so glad I found your agency.”  

Message from the Executive Director 

Catholic Family Services (CFS) is a multi service agency 
that consistently strives to provide unique services to the 
community. Through our core services of counseling, case 
management, advocacy, education and community 
development we provide services that are innovative and 
meet the needs of the clients in our community. In order to 
maintain excellence we realize the importance of “measuring 
up”. We listen to the community, especially our clients. We 
strive to provide services which drive our values and service 
delivery principles into action. Using the four perspectives of 
the balanced score card, financial, learning and growth, 
stakeholders and internal and business process we measure 
our strengths and challenges to plan for strategic change. 
This year the annual report is designed to share with you 
some of the highlights of the work we do at Catholic Family 
Services. It is a snapshot of how we “measure up” to the 
expectations of our clients and the community. It is a 
reflection of our vision, values and service principles in 
Helping Make Life Better.  

  

 
 

 

 

               Utilization 
 

In 2011-12 CFS’s eight service 
teams offered 31 programs, 
providing service to 6757 
clients.  
 
The Intake Office fielded 9925 
calls and emails from the 
public, leading to 4391 new 
enrolments.  
 
This is a 3.9% increase in new 
enrolments over the previous 
year.  
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Measuring Up 

 

“This is the most help I have 
gotten/received from anyone”. 
Walk In Counselling Clinic Client 

“I am so glad I found your 
agency”. Seniors Program Client 
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Client Satisfaction 
 

In every program we take care to ask our 
clients if we are meeting their needs. We 
are proud of the strong vote of confidence 
we have received from our clients on 
confidential surveys, and we are touched 
by the kind words clients leave us every 
day from personal letters to client 
satisfaction forms.   
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Outcomes 
 

Outcomes tools provide us with objective ways to assess the 
quality of our programs. They help to ensure we provide the 
best service to our clients and they provide the information 
needed for continuous improvement. One such tool is the 
Outcome Questionnaire (OQ45), a standardized assessment 
used widely in clinical environments to measure the efficacy 
of counselling. After just four sessions of counselling the 
OQ45 scores show CFS clients have had significant 
improvement, especially for the clients experiencing the 
highest level of distress. Our outcomes equal the results 
obtained by the high-fee counselling services offered in 
private American counselling centres.  
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Clients’ Comments 
 
“I wish more people knew about this service. It 
saved my emotional, intellectual and financial 
well-being.” – client in the Credit Counselling 
progam. 
 
“I would like to thank you for having this group 
because there have been times when I did not 
know if I belonged and you guys made me feel a 
lot better.” – client in the Women’s Weekly 
group, part of the  Anti-Violence Intervention 
and Prevention program.  
 
“I feel you are the only person who gives solid 
and concrete answers. Friendly and 
compassionate, you don’t look at a person as 
client, but as a brother, uncle, or son.” – client 
from our Developmental Services program. 

 
 

 

Helping Clients 
 

CFS is a multi-service agency, we are a witness to and address a 
wide range of issues among our clients. The most frequent 

presenting issues in 2011-12 in order of frequency were: 

1. Domestic Violence 
2. Financial Problems 
3. Stress/Anxiety 
4. Personal Relationship Issues & Couple Conflict 
5. Living Conditions/Squalor 
6. Family Relationships 
7. Future Planning 
8. Depression 
9. Hoarding 
10. Physical Health 
11. Social Isolation 
12. Housing 
13. Emotional Abuse 
14. Grief 

15. Cognitive Impairments 
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