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Welcome
Welcome to North of Superior Counselling Programs (NOSP); we are honoured to work
with you. Our commitment to you is to connect you with the most appropriate service(s)
that will help support and enhance your overall well-being and living a good life.
The purpose of this handbook is to provide you with some important information about
NOSP, and explain what you can expect and how our services work. If after reviewing
this information, you still have questions or concerns, we invite and encourage you to let
us know and we will be sure to review them with you.

What to Expect
NOSP is available to anyone who may be experiencing mental health or addiction
challenges.
Participation in NOSP services is voluntary.
NOSP services can be accessed by self-referral (phone, walk-in, website, 211,
ConnexOntario or access network) or by third-party partners (physicians, teachers,
nurses, emergency departments, Dilico, Children’s Aid Society, or Family Health
Teams).
NOSP services are FREE – The Agency receives funding from the Provincial
Government to support our services.
Once a referral is received, you will be asked to sign a “Consent to Service” form that is
your agreement to work with NOSP. The NOSP worker you speak with will review this
process, as well as other important information such as the risks and benefits of
counselling, your goals and any concerns/questions you may have.
Once you have consented to service, NOSP will create a clinical record. The clinical
record is a collection of information about you and your family. It includes demographic
information such as name, telephone number, address, etc., as well as information
about service activities with you and on your behalf. This information is stored in a
secure, confidential client file.
The record contains specific information about the purpose, plan, process and progress
of your involvement with NOSP.
Records are monitored by supervisors to assess the quality and quantity of work, and to
evaluate and improve the services of the Agency.
During the initial sessions with your counsellor, you will create a care/treatment plan
that is based on your strengths and goals while you work together. Sessions will
usually be weekly or bi-weekly and up to an hour in length.

NOSP strives to provide culturally sensitive and appropriate services to meet the unique
needs of children, youth, families, adults and seniors.
Services will be provided in a manner that respects cultural, religious and regional
differences.
Where appropriate or requested, services will be made available in the French
language.
Although NOSP strives to connect clients with a counsellor as soon as possible,
sometimes it is necessary to have a waitlist due to high caseloads. Cases are
prioritized based on level of risk and urgency. Waitlists are monitored by supervisors
and reviewed with teams at regular intake meetings. You will be contacted and updated
with your status on a regular basis.
If your situation worsens while on the waitlist you are encouraged to:
1. Call your local/nearest NOSP office and speak with a Counsellor
2. Attend a Walk-in Counselling Clinic
3. Go to the Emergency Department
4. Reach out to a Crisis Support Line (numbers listed at the back of the document)

What’s Important for you to Know
Privacy and Confidentiality
You have a right to confidential service. Information about you or your child cannot be
given to others outside the Agency unless you have given your permission. In
exceptional situations, the Agency is required to release information by federal or
provincial law. These circumstances include the reporting of abuse or the identification
of a individual who may be at risk of harming themselves or others.
For complete details, please refer to the Privacy statement available from an NOSP
Counsellor or as posted in each office.
How Do We Protect Your Information?
Your child and family’s information is kept confidential. Only the people who need to see
your clinical record are allowed to see it. All agents of NOSP including staff, directors,
volunteers and accreditors are bound by a statement of confidentiality. Your personal
information, whether stored in paper or electronic format, is protected by physical and
electronic measures. We keep personal information only as long as needed to meet the
purpose for which it was collected, as required by law or in accordance with a specific
Agency policy.

Rights & Responsibilities
RIGHTS
All Clients have the right to:

 Receive high quality service
 Be treated with dignity and respect
 Confidentiality (with exceptions noted above)
 Ask questions
 Be involved on a regular basis in the planning and review of service and





participate fully in decisions about your service
Carry out the role of “lead case manager” in your plan of care/treatment plan
You have the right to make a complaint about the Agency or the services you
received
Be informed about treatment/service options and the likely benefits and risks of
these options
To end services when you want

RESPONSIBILITIES
KEEP or CALL: Your counsellor and you both have a responsibility to KEEP and
attend your scheduled appointments. If you are not able to attend a scheduled
appointment, you are expected to CALL at the earliest possible time to cancel and
arrange a new appointment date.
You have a shared responsibility for your wellness and thereby responsible to carry out
the agreed-upon goals as outlined in your care/treatment plan.

You have a role in promoting safety:

 We provide hand sanitizer and ask that you use it when entering and exiting our






facilities
Cancel your appointment if you are experiencing symptoms of a cold, flu, etc. to
minimize/prevent the spread of infection
Tell us about any potential safety risks that you see in our facilities (for example,
if you become aware of a rug that could cause a fall, a slippery floor, a hanging
cord)
Tell us about any medications you are taking and any side affects you have
experienced
Tell us if you are susceptible to falling
Tell us if you are not eating or sleeping well

Benefits & Risks to Services
It is very important for you, the client, to understand that there are both risks and
benefits associated with participating in services that NOSP offers. These benefits and
risks can include, but are not limited to:
Some of the Benefits may include:

 You should feel heard, respected, understood and supported in your














struggles/treatment
Your physical, emotional and mental health may improve
You may experience less stress and worry
You may be more motivated to change and maintain changes
You may develop more self-control over your behaviour
You may learn about yourself and your strengths
You may see your struggles and problems in a new way
You may develop new skills and learn healthier ways to cope
You may feel less alone and isolated
You may experience more hope, optimism and joy in life
You may develop skills to function more effectively at home, school, work and
with friends
Relationships with your family and friends may improve
There may be less tension or stress in your family
Parents may learn more effective ways of parenting

Some of the risks may include:

 Change may be uncomfortable or may be frightening
 Things may actually get worse before they improve
 Change may be gradual and take time
 You may learn things about yourself that are hard to hear and/or deal with
 Past issues may be brought up and discussed
 If you are in a group setting, you may be impacted by the issues of other







individuals that are participating
Some family members may not participate in treatment
Some family members may not support you in the changes that you are making
Others such as teachers, social workers or family members may not see the
changes you are making
There may be a waitlist, and delay, in receiving access to specialized services
that is beyond the control of NOSP
We (NOSP Staff) may have to involve Child Welfare Services, if child protection
concerns arise
We (NOSP Staff) may be ordered to testify in court

What if You Have Concerns or Complaints?
If you have concerns or complaints, we want to hear from you. For example:

 You may feel you are not being treated respectfully by our staff
 You are not comfortable with what is happening in meetings or treatment
 You feel your rights have been violated
Questions, Concerns, or Ideas that will help make accessing services easier and most
supportive…

Here are the steps to take if you have a problem:
1. Talk to your Worker(s)
First try to talk to your Worker(s) to resolve the problem.
If you talk to your Worker(s) and you cannot resolve the problem, then ask to talk
to a Regional Manager.
Tell the Regional Manager:
 What the problem is
 What you have done about it
 What you want
 You may have to put this in writing; we can assist you with this if
needed.
The Regional Manager will immediately look into any concerns and will get back
to you within 10 working days to inform you of the outcome.
2. Talk to the Executive Director
If you are still not satisfied with the result, you can call or write to the Executive
Director. The Executive Director will write to you within 10 working days to inform
you of the outcome.
Remember, at any time you can contact the Office of the Provincial Advocate for
Children and Youth. Call 1-800-263-2841 at any time or email
advocacy@provincialadvocate.on.ca

Excellent Service Experience Strategy
With one of NOSP’s core strategic directions being linked to Service Excellence, we are
committed to ensuring you have an excellent service experience. The guiding priorities
that instruct this strategy include:

 Whenever possible, services will be flexible to best meet your needs.
 We will take the time to answer questions, address concerns and explain









anything you do not understand.
Your views will be actively sought and will be central throughout your service
experience.
Service will be individualized to best meet your needs.
You will wait no longer than absolutely necessary from the time of first contact to
the intake appointment with a Counsellor.
You will wait no longer than absolutely necessary from the time of referral to the
time of case assignment.
Services will be provided as close to home as possible.
You will be treated with dignity and respect.
Service will be confidential.
Your cultural needs, diverse traditions, heritages and experiences will be
respected.

What if I am put on a Waitlist?
We strive to have a Worker/Counsellor working with you as soon as we can. Should you
be placed on our wait list, it is reviewed on a weekly basis, and every one to three
months you will be updated by letter on your status. Once we have a Worker/Counsellor
for you, we will contact you to set up a first appointment. At this meeting you will be:

 Oriented to services (rights, responsibilities, risks and benefits)
 Provided with a Client Orientation Handbook
 Asked to sign a Consent for Service prior to starting services
 Provided with an opportunity to review your situation with your new


Worker/Counsellor so he/she can better understand your needs
Provided with an opportunity to begin setting goals and planning treatment with
your new Worker/Counsellor

What if the problem gets worse?
If you are waiting for services and the problem is getting worse, we encourage you to:
1. Attend a Walk-in Counselling Clinic.
2. Call the Agency to speak with a Worker/Counsellor to let us know. Cases are
prioritized based on the level of urgency and severity.
3. Call other community services that are available to individuals who are
experiencing a crisis, such 911, your local hospital, or 24 hour help numbers.
24 HOUR HELP NUMBERS
NOSP recognizes that people may need to access support beyond regular office
hours, however, NOSP is NOT available beyond 9-5.
Crisis Services
Crisis Response Services communities in the District
Kids’ Help Phone
Kids’ Help Phone Website
First Nations & Inuit Hope for Wellness Help Line
First Nations & Inuit Hope for Wellness website
Fem’aide*
Fem’aide website
Ontario Online & Text Crisis Services
Talk 4 Healing – Aboriginal Women Help Line

1-888-269-3100
1-800-668-6868
www.kidshelpphone.ca
1-855-242-3310
http://cultureforlife.ca/
1-877-336-2433
www.femaide.ca
741741 2 pm to 2 am daily
1-855-554-HEAL (4325)

Emergency
911 is the emergency number for most residents in the 807 area. Check local listings to
confirm.
Poison Control/Information
1-800-268-9017
Problem Gambling Hotline
1-888-230-3505
Telehealth Ontario Nurse on call – 24 hours 1-866-797-0000
If someone is at risk of hurting themselves, you should call 911 for immediate
assistance or take the person to the hospital emergency department.
If you are worried about a child or have concerns that a child is being abused or
neglected, you can call the Children’s Aid Society at 1-800-465-6100 or
Dilico at 1-800-465-3985.
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