
CMHA Toronto 

Toronto 
Community 
Crisis Service



Revolutionizing Crisis Response for a Safer 
Community

▪ The police reform initiative of the City of Toronto

▪ Developed a crisis response model led by the community (non-
police response to people experiencing crisis)

▪ Urging for a new approach to crisis response that reduces the harm 
faced by Black, Indigenous, Racialized, 2SLGBTQ+ individuals and 
those dealing with mental health and substance use challenges.



Principles of Care

Multiple pathways 
for service-users to 
access crisis and 
support services

Establish clear 
pathways for 
complaints, issues 
and data 
transparency

Ground the service 
in the needs of the 
person by providing 
adaptive and 
culturally relevant 
supports

harm-reduction 
principles and a 
trauma-informed 
approach



Toronto Community Crisis Service



Responding to Community Needs: 
Types of Calls for Service

• Wellbeing checks

• Thoughts of suicide / self-harm

• Person in crisis

• Follow up from Police

• Follow up from Community Crisis Team

• Distressing/disorderedly behaviour

• Disputes



TCCS: Behind the Scene

• Crisis worker working from our 
offices monitoring the operations 
and calls

• Calls service users in crisis to 
assess and to safety plan with 
the caller until the team arrives.

• Provide behind the scene support 
for the crew on-scene to 
navigate shelter beds, supports, 
referrals etc.



TCCS: On Scene 



Confidentiality

• TCCS crews abide by the Personal Health Information 
Protection Act (PHIPA) 

• Personal health information disclosed by service users 
to TCCS crews remains confidential except in certain 
situations.

• TCCS may require a private space to engage the service 
user.



The Anatomy of Crisis Workers' Skillset

Large team of  lived experience of  mental health, addiction, 

trauma, immigration, etc. 



Program Data
March 31 – September 20, 2022



Case Management: Follow Up Services

• Short term Case Management 

• Addiction Supports

• Youth Supports

• Rapid Addiction Medicine 

• Mental Health Therapy

• Homeless Supports

• Many more services & supports



Lessons Learned

• Sufficient technology

• Secured referral pathways

• Resources within the crisis work (vehicle, engagement tools, 
supplies)

• Vehicle (usable for all seasons, lease vs own)



Thank You!

Archana Lingendran (she/her)
alingendran@cmhato.org
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