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mission
Pinecrest-Queensway Community 
Health Centre is an innovative  
community based, multi-service  
centre. We strive to meet the needs  
of the diverse communities we serve.  
We work in partnership with individuals, 
families and communities to achieve 
their full potential, paying particular 
attention to those facing barriers  
to access, including those who are 
most vulnerable and at risk.

vision
Together we seek to build a safe,  
just, and healthy community for all.

“THe HelP Has been a really 
PosiTive exPerienCe for me. 
iT’s HelPed me ConneCT WiTH 
serviCes To suPPorT me and 
my mom’s HealTH.”  
Andrea
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over the past 40 years, we have proudly been 
able to grow the number of programs offered 
by the pinecrest-Queensway Community Health 
Centre (pQCHC) from two, in the 1970s, to more 
than 60 programs today. With each new program 
we are better able to serve clients in a way that 
cares for the whole person. this entails providing 
support for physical health, mental wellbeing, 
safety, housing, employment and connection with 
one another through community development. 
recognizing that each person and community is different, 
PQCHC works from 60 locations, prioritizing client needs 
and looking to provide solutions that make sense for the 
many neighbourhoods we serve.

ottawa’s six community health centres are currently working 
at the front lines of our city. each day, our thousands of 
employees and volunteers see and hear first hand moving 
and impactful stories about what residents are facing. 
equipped with this unique perspective, all six ottawa  
Community Health Centres came together in 2017-18 to 
shake up our approach to strategic planning. as a group,  
it was decided to stop the practice of working separately 
to create individual plans, and instead create one city-wide 
shared strategic plan. now, working as a team, we are able 
to better support seniors and their caregivers, people with 
mental health and addiction, newcomer health, crime 
prevention, school readiness, employment and more. The 
six community health centres are also enjoying the process 
of planning and measuring success together.

none of what the PQCHC accomplishes would be possible 
without our remarkable employees and volunteers. each 
of these individuals is dedicated and highly skilled, yet their 
professional credentials are only a piece of their success 
and what they bring to our table. offering their full selves to 
PQCHC on every level, our employees and volunteers work 
with their creative minds as well as their caring hearts to 
contribute to something bigger.

The PQCHC can now proudly say that we have become the 
largest community health centre in all of ontario. However, 
no matter how large we get, we exist and will only continue  
to exist based on the strength of our relationship with clients, 
employees and partners. The individual is only as good as 
the whole, and the whole is only as good as the people 
and partners that comprise it.

We thank our clients, volunteers, employees and partners 
for being a part of PQCHC during the past 40 years. We are 
incredibly proud of where we are together today and look 
forward to the years ahead.

emily Comor,  
president

Christopher McIntosh,  
Chief executive officer

message 
froM thE  
BoArD PrEsiDEnt AnD CEo
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pinecrest-Queensway Community Health Centre is a nonprofit  
organization and the largest community health centre in ontario.  
our team of more than 347 employees includes physicians, nurses,  
social workers, counsellors, dietitians, community developers, health  
promoters and outreach workers. We have approximately 50 student 
placements annually and nearly 400 active volunteers.

about PQ  
WHo We are

What we do
We provide more than 60 health and social services to 
people who live in our community. We serve around  
45,000 clients each year. our more than 80 partnerships  
extend our services to make sure we can connect residents 
to the supports they need.

Who we serve
Pinecrest-Queensway is deeply connected to the  
communities we serve. We pay particular attention to 
vulnerable groups including people living with low-income, 
seniors, those affected by mental illness and/or addictions, 
and newcomers to Canada.

Where we serve
our employees are in more than 60 locations, working 
directly with residents. most programs are focused on the 
Pinecrest-Queensway area as well as south nepean.  
additionally, a number of services also reach out to residents 
across the City of ottawa and the Champlain region. 

our approach
We value equity, diversity, caring and inclusion. We accept 
people without judgement and support them where they 
are at in their life. 

”our family Here in Canada, 
THeir HelP and suPPorT are 
ConTinuous. alWays smiling 
WiTH oPen arms and THere 
for us. We feel THaT We’re in 
good Hands. THank you is 
noT enougH and doesn’T  
exPress HoW We feel.”
Eman & Alaa

347 employees
and 400 active 
volunteers
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1979

4 PART-TIME STAFF

3 FULL-TIME STAFF

2 PROGRAMS

BUDGET: $50,000

5 SERVICES DELIVERY SITES

2019

347 EMPLOYEES

NEARLY 400 VOLUNTEERS

60+ PROGRAMS

BUDGET: $26M

60+ SERVICE DELIVERY SITES

United sisters in Pinecrest terrace

where we’ve been 
and where we are today...

“PaTHWays Has HelPed me beCause THe TuTors HelP me undersTand 
THings i don’T geT aT sCHool.”  
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1977

1979

1980s

1990s

2000s

2010s

Today

The West End Task Force. Community 
members and organizations developed a 
plan to address health and social services 
issues in our community.

The Centre became incorporated, received 
charitable status and launched our first programs. 
These included West End Legal Services, 
Headstart Nursery School, Community 
Development, West End Community Ventures, 
Health Promotion and Primary Health Care. 

The centre moved to 1365 Richmond Road.

The South Nepean Satellite Community Health 
Centre opened in Barrhaven. Program launches 
included the Assertive Community Treatment 
Team, GLBT Parenting Drop-In, Housing Support 
and Loss Prevention, Toy Lending Library, 
Multicultural Case Management, Blind Low 
Vision and Infant Hearing, Ontario Early Years, 
Pathways to Education and more. 

We changed our name to the 
Pinecrest-Queensway Community Health 
Centre in 2008 and launched a new logo.

347 employees. 60+ programs. 60+ service 
locations. We place strong emphasis on 
partnerships and proudly work with 80+ partner 
agencies, community associations and 
networks from all program areas.

Pinecrest-Queensway Community Services Centre 
was founded at 804 Grenon Ave, above the 
Bayview Groceteria. 

We had three full-time and four part-time 
employees.

The centre became a community health centre 
with the receipt of health funding and the 
subsequent introduction of the health clinic. 

We changed our name to PQ Health and 
Community Services. 

New logos were introduced in 1992 and again 
in 1994. Program launches included chiropody, 
United Sisters, Safe People, homework clubs, 
needle exchange, First Words, Community 
House Coordination and more.

We became the South-West Ottawa and North 
Grenville (SONG) Health Links lead. 

Families First was established. Employment 
Services opened at 2525 Carling Ave.

40 years of accomplishments
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Colin lochalamoi helps others. As a child, 
Colin wanted to be a doctor. then he discovered 
coding at age 11. He’s now set his career sights 
on computer science and information security 
to keep people safe.
Colin lives in britannia Woods, a social housing community 
in ottawa’s west end. many residents are children and 
youth, single parents and new immigrants. in low-income 
communities across Canada, the high school dropout rate 
can reach up to 50 per cent. 

Colin learned in grade 8 about free tutoring and mentorship 
in his neighbourhood that came with fi nancial support and 
a transit pass. Pathways to education is offered through 
Pinecrest-Queensway Community Health Centre. Pathways 
dramatically improves graduation rates across the country. 
its success is attributed in part to its unique approach. Joining 
Pathways meant not only studying hard at Woodroffe High 
school, but also Colin agreeing to give Pathways staff full 
access to his grades and school attendance. and, the 
ability to communicate with his school guidance counsellor 
and parents. While it sounds like a lot of sharing to ask 
of a teenager, Colin says he trusts the Pathways team 
completely. “They are really here to help you,” said Colin.

by grade 11, marks started counting towards future university 
admission. Colin set his sights on admission to a computer 
science program. as Colin’s high school courses got more 
advanced, so did the volunteer tutors. His math tutor, 
dr. isaac Tamblyn, is a physicist who has been volunteering 
with Pathways for three years.

on top of his schoolwork Colin was working and volun-
teering at the boys and girls Club of ottawa (bgCo). it’s 
there that he fi rst came in contact with shopify through 
link<ed>, a collaborative venture between Carleton 
university’s virtual ventures, shopify and bgCo. it’s an 
after-school program focused on digital skill development 

for bgCo youth—encouraging them to experiment and 
play with sTeam (science, technology, engineering, art, 
and math) concepts in a fun and inclusive environment. 

a tour of shopify in grade 11 sharpened Colin’s focus. 
“The thing that caught my attention was the dev degree 
program,” he said. The program blends a paid internship at 
shopify with a computer science degree at two ontario 
universities: Carleton university in ottawa, and york university 
in Toronto.. shopify also pays the tuition. “at fi rst i thought 
‘it’s impossible’… then after i looked into it and saw the 
requirements… i thought ‘why not apply and see what 
happens?’.”

during grade 12 he applied to the dev degree. Colin had 
support along the way from brent kaesler, Team supervisor 
with Pinecrest Queensway’s Pathways program and from 
brittney oberfeld, shopify’s senior outreach Producer. His 
application was strengthened by many years of volunteering. 
“i really love shopify and what they’re about. it’s not just 
all business to them. it’s also life and helping people out,” 
said Colin.

following a series of increasingly challenging interviews, he 
was accepted to dev degree in may. “it was the best day 
of my life,” Colin said. He was also admitted to the Carleton 
university Computer science program. Colin is working 
towards graduating in 2023 with his degree in computer 
science, 4,500+ hours of work experience, 4,000+ hours of 
academic experience, and $160,000 paid in salary, tuition, 
and vacation time.

“Without Pathways, i don’t think i would have had the 
opportunities i’ve had. Without Pathways, i wouldn’t be 
the person i am today. Pathways has offered me not only 
school support, but things outside of school too,” Colin said. 
“Pathways is, for any kid or student in my community, the 
one place you can go for anything. Whether it’s home, 
school or work. Pathways has helped me and a lot of 
students. it’s a life changing program.”

stories 
PaTHWays To eduCaTion… 
and a Job aT sHoPify
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stories 
firsT Words sTory —
Her silenT son

“From the very beginning, he was silent. 
He didn’t make any noises,” said Katie Clarke 
about her son, Cameron. “At six months he wasn’t 
babbling. At 12 months I brought it up to our 
family doctor.” 
The doctor was on the fence about whether there was 
an issue. katie felt sure. she spoke with a friend who is a 
speech-language pathologist. The friend validated katie’s 
concerns. katie then contacted first Words. 

a parent or caregiver completes the first Words screening 
on-line and does not need a medical professional’s referral. 
“There are no hoops,” said katie. “you can go on-line and 
self-refer.”

Within 2-3 months katie received a phone call confi rming 
their application had been received. six months later they 
started the first Words program.

it wasn’t quite what katie had expected. The fi rst intervention 
program was for parents and it was in the evening. she’d 
expected the program to be engaging with Cameron from 
the start. instead, katie learned strategies for teaching and 
speaking with Cameron herself. Part-way through, as she 
was using the techniques at home, Cameron’s language 
started improving. “They were teaching me the strategies 
to use in Cameron’s comfort zone,” said katie.

on playdates, Cameron’s friends were speaking in short 
sentences, but he was still using sign language and gestures 
because he wasn’t yet speaking. 

“It was really hard in the beginning,” said Katie. 
I spent a lot of time wondering, ‘What did I do? 
Did I cause this?’ I had a hard time for a 
long time.”

ongoing evaluations showed that Cameron understood 
what was being said, but wasn’t speaking. Toddler Talk 
was the next recommended therapy—a parent and child 
play-based program. a speech-language pathologist and 
communicative disorders assistant were on the fl oor, fully 
immersed in working with Cameron and katie, as they 
interacted in play and routine-based activities together. 
Cameron then progressed to individual sessions.

it worked. “When we started all this, there was nothing. He 
didn’t make babbles, let alone words. We learned he had a 
language delay. but now, two years later, he’s three years old 
and making full sentences. He no longer has a language 
delay.”

With his language now in place, developing his speech 
comes next. “Things are not always clear when he speaks,” 
said katie.

Cameron starts kindergarten in september and will turn 
four in november. “sylvie, our speech-language pathologist, 
has helped me feel that it’s going to be ok. Cameron has 
improved so much. With some support, he is going to be ok.”

katie is grateful to the staff who are “Wonderful, all of them. 
amazing, encouraging, supportive. and reassuring.” she 
appreciates how they interact with Cameron and also 
how supported she feels as a parent.

katie encourages parents to reach out to first Words if they 
have concerns about their child’s language development. 
instead of wondering if their child will or won’t just grow 
out of it, go ahead and apply to first Words. The earlier, 
the better, but it’s also never too late. 



PQ accomplishments
60+
service sites

60+
programs

80+ partners 53 student placements

390 

volunteers 
gave

10,196 hours

  In an employee survey, 
  our team said the best 
  parts about working at 
PQ are teammates, diversity, 
clients served, work-life 
balance, and flexibility

First Words speech language 
program referral-to-assessment 
average wait time has been 
reduced from 224 days to 130 days

—a 42% decrease
The Nursery School Renovation 
Project is underway, leading to 

30 new spaces 
by 2020

450+ students 
in Pathways to Education and 
Equity in Education

Employment Services helped

900+ people 
find jobs and

130+ people 
access education and training

81% of our clients 
have been supported to find 
employment or access training 
and education

150 employees 
trained in Motivational Interviewing 

to help clients through change.

80% of our 
employees rate working here 
as ‘very good’

6,000+ 

clients received primary care

Hired 3 systems navigators to 
help clients find the services 
they need

81% 

Launched Virtual Reality Career Exploration platform. 
Job seekers can feel what it’s like to work in various occupations

of Pathways to Education 
students graduated 
high school
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prior to Waffa’s move to Canada, with her 
husband and four young children, a friend 
warned her that ottawa would not be the 
same as back home, where an aunt or friend 
would help her get connected to her new 
neighbourhood. upon arrival, Waffa anticipated 
that she would have to fi nd her own way in 
ottawa, with nobody to look out for her family.
Thankfully that friend could not have been more wrong. 
Within a week of moving to ottawa in June 2002, across 
from morrison gardens Community house, Waffa met 
Pinecrest-Queensway Community Health Centre (PQCHC) 
parent support worker Jacky Parish. “i will never forget,” 
says Waffa. “Jacky took me out. she walked with me in 
the neighbourhood.” Jacky also introduced Waffa to the 
community house, toy lending library, book mobile, outdoor 
pool and more. “i was in love with their services from that day.”

Waffa’s fi rst visit to PQCHC was to get her children immunized 
for school. The health clinic was the gateway to learning 
more about PQCHC programs and enrolling her children 
in leaping lizards drop-in playgroup and school’s Cool 
school readiness program. Waffa also attended as many 
PQCHC workshops as she could. “anything that they were 
offering, we were the fi rst ones to register.”

after fi rst considering the possibility of resuming her education 
in the medical or computer science fi elds, Waffa’s focus 
shifted to the wellbeing of children. This new interest led 
to studies in Home Childcare followed by early Childhood 
education at algonquin College. Waffa became a registered 
early Childhood educator in 2011. 

From supported to supporter
after getting to know Waffa, PQCHC staff Jacky Parish, 
marg shugg and sandra Parent encouraged her to apply for 
positions at the health centre. in march 2007, Waffa was hired 
as a part-time child-minder and six months later promoted 
to Crescendo program assistant, leaping lizards’ program 
assistant and then team lead. Waffa held a range of 
positions within the Children and family services department, 
including parent support worker, child and youth worker, 
Toy lending library coordinator and school’s Cool program 
facilitator. after the birth of her sixth child in 2014, Waffa 
became the family resource facilitator, a position she holds 
today, where she is tasked with strengthening families by 
developing and leading workshops and visiting families 
at home.

one of her workshops, Parenting in a Canadian Context is 
an eight-session series developed by Waffa, for newcomers 
about keeping their values, culture and traditions while 
parenting in a western culture. Perfectly suited to her career 
choice, Waffa understands all too well what newcomer 
families are feeling and is now teaching them alongside 
some of the PQCHC staff who fi rst supported her.

next generation
Hanan, one of Waffa’s three daughters, grew up in PQCHC 
programs. she admires her hard working mother. “i want to 
be like my mom. i love working with kids. i love working with 
families. i love community development,” she says. at 13 years 
old, she pestered her mother until Waffa took her to work 
where Hanan cleaned, helped at the toy library and 
with events. 

stories 
pASSIon AnD CoMpASSIon:
tWo GeneRAtIonS oF CARe 
CoMe Full CIRCle
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Hanan’s eighth grade year was a “time of self discovery”. 
like many first generation Canadians, she was navigating 
her cultural values while living in Canada. Joining PQCHC’s 
united sister youth program, really made a difference in 
her life. “it taught me healthy lifestyle choices, relationship 
building… and helped me grow.” at 16 Hanan transitioned 
from being a united sisters participant to becoming  
a volunteer.

following in her mother’s footsteps, Hanan has risen up 
through the PQCHC ranks. during her first year of university, 
she became a part-time united sisters program assistant. 
a couple summers later she became a youth outreach 
assistant supporting michele Heights community house.  

in recent years, Hanan has successively held increasingly 
senior positions at PQCHC, culminating in becoming a 
community health worker in 2018. “it was a big deal to me. 
in my eyes i had come full circle.” now 23, she recently 
received her honours ba in linguistics and psychology from 
the university of ottawa and she started a fellowship in 
June 2019 at st. francis xavier university.

“dear Waffa, 

i Would like To sHare my  
aPPreCiaTion of your Home 
visiTs. you saW me WHile l Was 
Trying To PiCk Toys from THe 
Toy library. you sTarTed To 
CHaT WiTH me and Told me 
you Can visiT us aT our PlaCe.

THe firsT visiT Was diffiCulT  
beCause my son did noT  
WanT anyone To Play WiTH. 
buT over Time, you kePT visiTing 
and bringing Toys THaT He 
liked To Play WiTH. He sTarTed  
To ask you if you Would 
Come To Play WiTH Him.  
He sTarTed To like books and 
THank you for THe books you 
brougHT for Him. THey Were 
really good suggesTions.

THank you for everyTHing. 
noW i am noT afraid if  
someTHing HaPPens and  
i do noT knoW WHaT To do.  
i knoW you are THe rigHT  
Person To ask or ConsulT  
in any siTuaTion abouT kids.”
nesime 
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revenue

financials 
2018 – 2019

the sources of funding for the wide variety of 
programming that pQ offers is highlighted in 
the chart below.  Most of those dollars are used 
to pay for staffing and direct program costs in 
order to allow pQ the ability to maintain a high 
level of service delivery.

Salaries & Benefits – Direct Program $15,598,545

Operating – Direct Program $5,455,833

Salaries & Benefits – Administrative $1,882,152

Operating – Aministrative $891,847

Occupancy Costs $1,765,969

Other $342,322

35%

23% 60%8%

3%7%
2%2%

1%
7%

7%
3%

20%

21%

LHIN $9,154,491

City of Ottawa $5,960,004

Ministry of Training, Colleges & Universities $2,061,934

MCCSS $5,301,134

Pathways $1,864,657

Immigration Refugee & Citizenship Canada $558,235

United Way $417,290

Others $717,919

Salaries & Benefits – Direct Program $15,598,545

Operating – Direct Program $5,455,833

Salaries & Benefits – Administrative $1,882,152

Operating – Aministrative $891,847

Occupancy Costs $1,765,969

Other $342,322

35%

23% 60%8%

3%7%
2%2%

1%
7%

7%
3%

20%

21%

LHIN $9,154,491

City of Ottawa $5,960,004

Ministry of Training, Colleges & Universities $2,061,934

MCCSS $5,301,134

Pathways $1,864,657

Immigration Refugee & Citizenship Canada $558,235

United Way $417,290

Others $717,919
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