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Vision, Mission, and Values

Vision: To be a leader in building an inclusive, 
sustainable and healthy community. 

Mission: Committed to the social determinants 
of health, The Four Villages Community Health 
Centre provides accessible, interdisciplinary 
primary health care, improving individual and 
community health. As an accredited, community 
based, publicly funded organization, we lead, 
advocate and engage in innovative collaborative 
approaches and partnerships.

Values: Collaboration, Respect, Empowerment, 
Excellence, Diversity
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About
The Four Villages Community Health Centre actively 
improves population health in West Toronto. We provide 
inter-professional primary health care services and health 
promotion programs for over 6,000 clients. Together, our 
services and programs improve our clients’ physical and 
mental health and help keep them independent in the 
community. Our services respond to our clients’ primary 
medical care needs, help build self-care capacity and 
encourage healthy behaviours. We offer services to all 
residents in West Toronto with a focus on seniors, families 
with young children (in particular newcomers) and youth. 
With two sites and over 60 staff, we are fully accredited 
and have achieved the highest level of accreditation 
award from the Canadian Centre for Accreditation. Four 
Villages receives over $7 million in annual operating 
funding from the Ontario Ministry of Health via the 
Toronto Central Local Health Integration Network (TC 
LHIN) (Ontario Health Toronto Region).
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Message from  
the Board Chair  
Simon Hagens, Board President
2019-2020 was a year unlike any before, and we are proud that the team at Four 
Villages continued to improve access to care and effectively serve our clients and our 
communities through these challenging times.  These successes are evident from the 
performance metrics shared in the 2019-2020 Annual Report, from the feedback of 
our clients and staff, and from the growing partnerships within our community. 

The Board has also recognized that there are challenges we must continue address, 
and areas where we must do better.  Two topics in particular deserve to be raised in 
our assessment of 2019-2020: 

•  The public health emergency of the CoViD-19 Pandemic required Four Villages 
staff to swiftly re-engineer how we deliver services. Executing our Pandemic Plan, 
and with regular Provincial Guidance, Four Villages staff quickly established protocols 
for screening clients and for infection control, while pivoting to provide care for our 
clients virtually using email, phone calls and videoconferencing. This meant that we 
suspended offering our in-person health promotion programs. To ensure vulnerable 
clients remained supported and safe during the Pandemic, front line staff identified 
clients who might be at risk and directly reached out to every single one of these 
clients to provide care, support and ensure they were OK.  On behalf of the Board, 
a BIG THANK YOU to our great staff who rose to the occasion to care not only for 
clients but for each other.

•  The long-overdue reckoning that Anti-Black Racism and Anti-Indigenous Racism 
exists to the serious harm and detriment of many in our communities and can no 
longer be ignored.   At Four Villages we recognize that to fix something we need to 
understand manifestations of racism. This means active individual and organizational 
self-reflection and training about unconscious biases and working to remove these 
biases in how we provide care and programs. We also continue to collect health 
equity data to understand who we are serving and ascertain what issues exist for 
Four Villages clients. 

As Four Villages gets closer to completing approval processes for our third site , it 
is incumbent that as we build and grow our services, we also consider and plan for  
additional steps and actions, along with other agencies, to countervail 450 years of 
system discrimination.

I remain honoured to serve an organization that values collaboration, respect, 
empowerment, excellence and diversity and that these values are embraced by all 
staff and volunteers, the management and administrative team, and the Board at 
Four Villages.  Together we will build a better and more inclusive health care system 
in West Toronto offering integrated, coordinated and compassionate care to all 
residents, and to all our clients and their families. 

Sincerely, Simon Hagens
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Organizational Performance
Four Villages continually strives to improve the quality of care 
we deliver to help enhance and contribute to the betterment 
of our clients’ physical and mental health and well-being. 
By establishing a set of performance indicators each year 
to monitor progress toward our strategic objectives, we 
can measure and identify opportunities for improvement 
and demonstrate our commitment to providing high quality, 
coordinated health services to the diverse communities we 
serve.

The 2019/20 key performance indicators are outlined in 
the following charts. Some of the indicators are identified 
internally in line with our strategic priorities and some are set 
with the Toronto Central LHIN. For those indicators required 
as part of our Multi-Sector Service Accountability Agreement 
(MSAA), the performance corridor is included in brackets.

“I love Four Villages.                                           
Thank you for being in my 

community and for the years of 
support and help”
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Access to Primary Care
Ensuring we address our clients’ health concerns 
as they arise helps prevent more serious illness and 
repeat visits to the emergency department.  In an 
ongoing effort to provide quality access to primary 
care, we have initiated new measures to help our 
clients receive care in a timely manner.  This year 
we introduced a more efficient intake system for 
new clients to meet their providers for their first 
appointment.  This allowed for decreased wait 
times for first appointments and more space for 
existing clients to receive appointment times, greatly 

improving access to primary care.  We have also 
introduced virtual care by way of telephone or video 
appointments allowing for clients to access care if 
they are not able to come into the clinic. When clients 
do come to the clinic for in-person appointments, 
there are more examination rooms available due to 
recent renovations finding efficiencies in space at 
our Dundas location.  We continue to offer evening 
appointments and an after-hours on-call service 
where clients can consult with a doctor about urgent 
health concerns at night or on the weekend.

Indicator 2020 
Target

Results 
2020

Results 
2019

Total number of clients served * 6533 6104 5807

Number of clients seen by a doctor or nurse practitioner (i.e., 
“medical clients”) as a percentage of expected total clients 
served based on staff capacity (panel size)

85%
( >66% ) 86.1% 79.3%

% of medical clients who report they could get an 
appointment on the date they wanted 78.7% 75.6% 74%

“Doctors and nurses take time to listen to concerns                                                  
and give thoughtful response.”

*Clients are persons served by any provider at Four Villages or any person who 
participates in any group health promotion programs
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Inter-Professional Care
Coordinated care plans help clients with complex 
needs maximize their health outcomes by ensuring 
fluid transitions between care providers and 
organizations. This year, Four Villages and Toronto 
Region Home and Community Care worked together 
to further coordinate care between our services 

by engaging the client and all providers, family 
members or care-givers to develop a care plan 
together that meets the needs of the client, and is 
more manageable by clearly identifying the role 
of everyone involved. This resulted in smoother 
transitions and more streamlined communication 

Indicator 2020 
Target

Results 
2020

Results 
2019

Number of coordinated care plans completed 40 51 35

Average number of visits to a doctor or nurse practitioner 
(“medical clients”) for the 50 most frequent visitors 11 9.7 7.5

% of medical clients living with Type 2 diabetes who see 
two or more providers (other than a physician and nurse 
practitioner) 

9 8 % 
( >7 8 % ) 86.3% 87.8%

% of clients who see a provider one-on-one and also 
participate in a group activation program 14.6% 14.5% 13.5%

% of clients ages 50 and over who see a provider and also 
participate in a group activation program 9% 8.5% 5.3%

% of medical clients living with mental health and addictions 
issues who also see an allied provider or participate in a 
group program

76% 79.2% 71.9%

“It’s nice to have all the healthcare professionals in one space.”
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Client Experience
This year we continued to engage with our clients 
monthly via an electronic client survey which is 
sent by email to all clients who have had a recent 
appointment. Along with our annual client survey, 
this has enabled us to receive feedback about our 
services and programs on an ongoing basis and 
helps us find opportunities for improvement. 

Below are the results of a sample of survey questions 
that help us measure the quality of the healthcare 
experience we deliver. With the introduction of virtual 
care options, we look forward to having our clients’ 
experiences reflected in future survey and feedback 
options.

Indicator  2020 
Target

Results 
2020

Results 
2019

% of clients who report health centre staff spend enough time 
with them  95% 92.1% 95.4%

% of clients who report their health care provider explained 
things in a way that was easy to understand 93% 93% 93.4%

% of clients who report health centre staff involve them as 
much as they want to be in decisions about their care and 
treatment

94% 90.9% 95.1%

“[Four Villages staff] treat everyone with courtesy respect and 
compassion.”
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Preventative Care
While Four Villages continues working toward 
increasing cancer screening for our clients, having 
significantly improved cancer screening rates in past 

years we were disappointed to see that we could 
not sustain our gains this year. We will review and 
actively look to do better in 2020/2021.

Indicator  2020 
Target

Results 
2020

Results 
2019

Cervical Cancer Screening: % of eligible medical clients 
who have had a Pap test

85% 
( >68% ) 72.8% 78.1%

Colorectal Cancer Screening: % of eligible medical clients 
who have had an applicable colorectal cancer screening 
test

68% 
( >54% ) 63.4% 70.1%

Breast Cancer Screening: % of eligible medical clients sent 
for a mammogram

75% 
( >60% ) 66.3% 67.2%

Influenza Vaccinations: % of medical clients ages 65 and 
older who received a flu shot

70 % 
( >50 % ) 57.9% 58.9%

“Provides a range of service to support overall good health”
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2019/2020 Financial Highlights

Revenues 2020 2019

Toronto Central LHIN Program funding $7,179,061 $7,419,715

Grants $110,788 $129,130

Interest and Sundry Income $29,373 $22,424

Total $7,319,222 $7,571,269

Toronto Central LHIN 
Program funding
98% 

Grants
1.5% 

Interest and sundry
income
0.4% 

TOTAL REVENUE
$7,319,222
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Expenses 2020 2019

Salaries $4,569,907 $4,377,603

Benefits and relief $1,222,704 $1,086,461

General and operating $789,633 $1,357,229

Rent and maintenance $627,515 $651,261

Grant projects $110,788 $129,130

Total $7,320,547 $7,601,684

Complete audited financial statements are available upon request

Salaries 62% 

Grant projects
1.5% 

Rent and maintenance
8.5% 

General and operating
11% 

Bene�ts and relief
17% 

TOTAL EXPENSES
$7,320,547 



Bloor Location  
1700 Bloor Street West  
Toronto, Ontario  M6P 4C3 
T: 416 604-3361   F: 416 604-3367 

Dundas Location  
3446 Dundas Street West  
Toronto, Ontario  M6S 2S1  
T: 416 604-3362   F: 416 604-3365

www.4villageschc.ca

Donors  
and Volunteers

Thank you to all of our Donors and Volunteers.  

You truly make a difference. 

“There can be no greater gift than that of giving 
one’s time and energy to help others without 
expecting anything in return” – Nelson Mandela


