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Message from the Patient 
and Family Advisory 
Council Co-Chairs
As we reflect on all the work of patient and family advisors at North York General 
Hospital (NYGH) in only two short years, it is incredible to see how much we, as an 
advisory group, have grown and become integrated into more hospital developments 
and initiatives. 

This year, our collaborative efforts expanded beyond the walls of NYGH. Our patient 
and family advisors worked with leaders across the Greater Toronto Area and NYGH 
to improve the care experience at the local health care system level. These 
partnerships demonstrate a commitment to incorporate patient- and family-centred 
care concepts from the boardroom to the bedside, and help provide the patient and 
family perspective at different levels of the health care system.  

In support of the continuous work with NYGH staff, physicians and volunteers to 
improve the patient and family experience, we have also been involved in hospital 
education on patient- and family-centred care. In November 2014, we celebrated the 
first annual Patient- and Family-Centred Care Education Day. It was an opportunity 
to hear successes, challenges and tools from another hospital, participate in a 
storytelling workshop, and learn about how advisors can effectively contribute to 
quality improvement initiatives. 

New milestones have been reached in our patient- and family-centred care journey 
this year. We are thrilled to share some of our key achievements with you in the 
Patient and Family Advisors’ Year in Review report. Our goal is to continue this 
momentum in 2015–2016, enhancing the health care experience and adding to the 
already exceptional care that NYGH provides to the community. 

On behalf of the Patient and Family Advisory Council, we would like to thank all our 
patient and family advisors for their contributions and dedication to NYGH and to 
all the staff, physicians and volunteers for putting patients first in everything you do.

Regards, 

Pam Goldsilver, Co-Chair, Patient and Family Advisory Council    
Margo Twohig, Co-Chair, Patient and Family Advisory Council



Background:

In the fall of 2014, a number of Toronto hospitals adopted an 
approach to reduce in-hospital transmission of influenza, 
which included a vaccinate-or-mask policy developed with 
the Toronto Academic Health Science Network (TAHSN — a 
network of 13 hospitals affiliated with the University of 
Toronto, including North York General Hospital [NYGH]). 
The vaccinate-or-mask policy means that all health care 
workers have the choice of being vaccinated annually against 
influenza or wearing a mask during influenza season, in areas 
where patient care is provided.

Patient and Family Advisor Engagement:

A patient and family advisor from NYGH participated as a 
member of the TAHSN vaccinate-or-mask policy steering 
committee. Their role ensured the patient and family’s 
perspectives were considered in the development and 
implementation of the vaccinate-or-mask policy. In addition, 
the Patient and Family Advisory Council wrote a letter of 
support for the vaccinate-or-mask policy, which was shared 
with the committee and reaffirmed influenza is an important 
safety concern of patients and families. 

Vaccinate-or-mask policy across a number of Toronto hospitals

Improving the Home First Program across 6 hospitals

LOCAL HEALTH SYSTEM IMPACT 

Background:

In July 2014, six hospitals, including NYGH, worked 
collaboratively with the Central Community Care Access 
Centre (CCAC) and the Central Local Health Integration 
Network (LHIN) to develop new methods to improve the 
Home First Program. Home First supports elderly patients as 
they are discharged home after being admitted to hospital for 
acute care. A discharge home with community supports and 
resources gives families more time to consider their options 
for care, either at home or a long-term care facility.

Patient and Family Advisor Engagement:

Patient and family advisors from NYGH participated as 
members of the Home First working group, which aimed to 
improve wait-times and overall effectiveness.  They helped 
ensure the patient and family perspective was included in the 
design and planning process to improve the Home First 
Program.

Patient and family advisors 
collaborate with hospital 
leaders to ensure the patient 
and family perspective is 
included at all levels of 
decision making from 
organization design to 
operational leadership.

PATIENT CARE
IMPACT

Patient and family advisors 
partner with staff, 
physicians and volunteers 
to enhance the patient 
experience at point of care 
and evolve daily care 
practices to align with 
patient- and family-centred 
care models. 

LOCAL HEALTH 
SYSTEM IMPACT 

Patient and family advisors 
participate in the planning, 
delivery and evaluation of 
care across the local health 
system. They inform policy 
makers, contribute to quality 
improvement initiatives and 
help create better outcomes 
for the community.  
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Background: 

As part of NYGH’s strategy to evolve our culture, all levels of 
management participated in formal patient- and family-
centred care education. These education sessions aimed to 
provide hospital leaders with a better understanding of 
patient- and family-centred care, and the tools and techniques 
to guide their teams to put these principles in action. 

Background:

In 2010, the Ministry of Health and Long-Term Care 
introduced a new funding model to encourage a system 
focused on patient-centred care, improved outcomes and 
smarter use of resources based on quality. Hospitals across 
the province were asked to implement standardized, 
evidence-based, best-practice process for specific conditions 
or treatments called Quality-Based Procedures (QBPs). 

Patient and Family Advisor Engagement:

Patient and family advisors participated in the interactive 
education sessions by sharing their personal hospital 
experiences. By understanding how care is perceived and 
experienced by patients and families, hospital leaders gained 
a new perspective on how certain hospital processes, 
procedures and even policies can act as barriers to creating a 
more positive care environment.   

Patient and Family Advisor Engagement:

In 2014, NYGH implemented several QBP initiatives which 
included treatments for stroke and procedures such as 
endoscopy. Patient and family advisors participated in a 
number of hospital QBP implementation committees, 
ensuring the patient and family perspectives and needs 
were reflected in the revised clinical pathways. Patient and 
family advisors also contributed to the development of 
educational materials. 

Patient- and Family-Centred Care education for hospital leaders

Supporting the Choosing Wisely Campaign at NYGH

Baruch/Weisz Outpatient Care Clinic

HOSPITAL IMPACT 

PATIENT CARE IMPACT 

Background:

As part of utilization management, NYGH joined the Choosing 
Wisely Canada campaign in June 2014. The campaign helps 
physicians and patients engage in healthy conversations 
about unnecessary tests, treatments and procedures. It 
focuses on areas where evidence overwhelmingly shows that a 
test, treatment or procedure provides little to no benefit to a 
patient.

Background:

In June 2014, NYGH opened the renovated Baruch/Weisz 
Outpatient Care Clinic. The clinic was designed to improve 
access to services, increase quality of care, reduce strain in the 
Charlotte & Lewis Steinberg Emergency and minimize 
inpatient overnight hospital stays. 

Patient and Family Advisor Engagement:

A patient and family advisor is a member of the Utilization 
Management Steering Committee that oversees the hospital’s 
Choosing Wisely campaign. They offered great insight on how 
patients and family members would respond to the campaign 
and made recommendations on how to effectively communicate 
this information. Discussions with the Patient and Family 
Advisory Council continue as the campaign committee works 
towards engaging and empowering patients to make informed 
choices about their health care.  

Patient and Family Advisor Engagement:

The Baruch/Weisz Outpatient Care Clinic is one of the first 
areas of the hospital to include patient and family advisors in 
the design and construction process. Patient and family 
advisors provided their feedback and perspectives to shape 
the clinic space. Their contributions include paint colours, 
location of the waiting area, and flow of the space to promote 
optimal patient comfort and the best patient experience 
possible.  
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Improving models of care
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Message from the 
President and CEO
Over the past two years, we have made some incredible strides in growing our culture 
of patient- and family-centred care because of the commitment of our staff, 
physicians, volunteers and patient and family advisors to put our patients first in 
everything we do. 

We have collaborated with our patient and family advisors on many key initiatives to 
ensure we are evolving quality care that truly meets our patients’ and their families’ 
needs. Working with our patient and family advisors, we can transform and enhance 
the care our patients receive and create an even better patient experience for the 
future. 

I am incredibly honoured that our advisory group is so engaged and has generously 
given their time and energy to our hospital. On behalf of North York General 
Hospital, I would like to thank each patient and family advisor for their 
contributions. Together, we are truly making a world of difference.

Regards, 

Tim Rutledge          
President and CEO           
North York General Hospital  



By the Numbers
PATIENT AND FAMILY ADVISORS  

•	 35 patient and family advisors are at North York General Hospital 

•	 Patient and family advisors collectively contributed over 1,000 hours between 
January to December 2014

•	 Five areas of care and one department have developed patient and family 
advisory groups that are integrated in program planning and operations: 

 o     Palliative Care
 o     Neonatal Intensive Care Unit
 o     Emergency Department
 o     Human Resources
 o     Critical Care Unit
 o     Peri-Operative Services

•	 Patient and Family Advisory Council visited 10 areas/departments for Gemba 
Walks (visiting areas where work is being done to gain a better understanding of  
processes, ask questions and learn).  Locations visited: 

 o     Baruch/Weisz Outpatient Care Clinic
 o     Chemotherapy pharmacy satellite
 o     Core laboratory
 o     Genetics laboratory
 o     Inpatient pharmacy
 o     Materials management 
 o     Outpatient pharmacy
 o     Patient accounts
 o     Security offices
 o     Telecommunications

•	 Patient and family advisors presented at four external conferences 

•	 Patient and family advisors attended four external conferences 

•	 23 patient and family advisors participated in the first annual Patient- and 
Family-Centred Care Education Day

•	 93% of hospital leaders have participated in patient- and family-centred care 
education supported by patient and family advisors 

•	 275 new staff that have been welcomed by patient and family advisors during 
orientation since April 2014 
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GENERAL SITE
4001 Leslie Street 

Toronto ON M2K 1E1 
T: 416.756.6000

BRANSON AMBULATORY  
CARE CENTRE 

555 Finch Avenue West 
Toronto ON M2R 1N5 

T: 416.633.9420

SENIORS’ HEALTH CENTRE 
2 Buchan Court 

Toronto ON M2J 5A3

Long-Term Care 
T: 416.756.0006

Specialized Geriatric Services 
T: 416.756.6050 ext. 8060

www.nygh.on.ca


