
Test positive

Someone in my family 
tests positive (i.e. child) 

Becoming 
Aware

I have symptoms 

Someone near me has 
tested positive 

Someone at the shelter 
is being tested

Everyone at the shelter
is being tested

There is an outbreak

At Shelter  

 
  

Testing 
& Results

  
 

 
 

RECOVERY SITE (ETOBICOKE HOTEL) STAGES 

CLIENT 
JOURNEY  

CLIENT 
THOUGHTS 
& EMOTIONS

Recovery Site Client Journey 

Greeted by nurses 

Nurse takes vital 
signs

Receive welcome package

Taken to
room 

DISCHARGE 

Peer worker checks in 
to say hi and see if 

I need anything

Watch TV
or read

STRESS LEVEL 

Waiting for results online 
or in person

Testing at shelter 
or hospital 

Arrive at 
the Site

Eat meals 
& snacks

Talk to 
friends/family

Told I will be leaving

Taken to next destination

Nurse visits/
vitals taken  

Get fresh 
air 

“Shock hit me 
tenfold, no one 
explained to us 
what can happen. 
What is going to 
happen?”

“The driver told me I was going to Four 
Points. I had no idea where it was or what 
was going to happen.
I was thinking a lot of things. Didn’t know 
where I was going, in a big black van. 
Felt like being under arrest. Where they 
were taking me, where I was ending up - 
it was not clear in my head ” 

“Staff were waiting for us. They 
told me this would be my place. 
We got into the elevator, and staff 
took me to the room, told me it was 
my room, showed me everything, 
how to call, ask for what you want, 
someone to talk to.” 

“The way they treat me, I 
felt good. I’m in a safe 
place, thank god I’m 
with these people 
because I’m new in this 
country”

“When they told me 
Sheraton, I know how a 
Sheraton looks like. Knew 
it would be clean, safe.” 

“I need the ID, PR card. It’s 
the most important. Can I 
please get help?”

Personal & family 
responsibilities 

(ie. housing applications, PR 
card, school registration, online 

course, practicing religion)

Sleep & rest 

Day-to-day

“Peer support are very helpful. 
They’ll always call and ask if you 
need to talk, anything bothering 
you at all. Smiling. That’s very 
thoughtful, they didn’t have to say 
that. I appreciate that. Very nice”

“I was supposed to 
leave today at 6pm. I 
was never told until 
I asked.”

“I don’t know where 
I’m going at all.”

“I can’t eat it. 
I need ramen noodles.
I need broth. 
Peppermint tea.”

“Staff are pretty good. 
I want to apply for 
scholarships, they are 
supporting me” 

“I started freaking 
out. What is going to 
happen to me? 
Thought about going 
to grandma’s but I 
didn’t want to expose 
her. I got myself into 
this. This is all my 
fault.”

REFERRAL 

“At the shelter, some people 
started coughing. Some were 
taken for testing, because they 
suspected COVID. Three of my 
neighbours.”

Referral & Transport
to Hotel

  
Lack of medical 

  consultation & information

 SSHA organizes next 
  steps for housing  

Community plans 
  discharge with client 

!
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“It was too crazy, stressful, 
people were crying. Some 
people couldn’t sleep, were 
always about looking for their 
results. They were constantly 
going online”

  Lack of info about where    
they are going

Heightened anxiety 

?

Wondering/worrying about 
where I am going 

?
!

Client with 
a lot of symptoms/
sickness

Client with 
few symptoms 


