SAH Patient & Family Advisory Program

Quarterly Report
July 1st – September 30th, 2019
Q2, 2019

This report highlights the Patient and Family Partnership Program at Sault Area Hospital which includes the
Corporate (SAH) PFAC, Algoma District Cancer Program (ADCP) PFAC, Renal PFAC, Mental Health & Addictions
(MH&A) PFAC, and Emergency Department (ED) PFAC. Also highlighted is the work of the resource pool.
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Q2 - Summary and Highlights
The Patient and Family Advisory Program stayed busy over the summer
months participating in numerous engagements across the organization. Some
of these engagement opportunities were in preparation for ONE go-live
scheduled for October 29, 2019. Advisors also participated in leadership
recruitment, a focus group to bring traditional food options to the in-patient
menu, and we saw an increase in membership on SAH committees.

Sharing SAH’s success with Patient Centred Care
SAH is a leader in patient engagement
and recently had the opportunity to
present the great work our Advisors do
at a National Health Engagement
Network (NHEN) conference.
In May of 2018, Sault Area Hospital
began working towards the goal of using
Patient and Family Advisors in the
capacity of Patient Rounding. Advisors
believed that this model of rounding
would lead to increased opportunities
for real-time service recovery (and more
positive patient experiences) as patients
would be more comfortable providing
feedback to peers rather than hospital
leaders.

of 3 training shadow shifts with the
patient care manager of ambulatory
care, Donelda Chartrand. From there,
they were paired together to complete
rounding shifts as a duo. With eight
months of training and rounding under
their belts, our two inaugural advisors
have moved to 3A in-patient unit to
continue rounding in a new setting while
two newly trained advisors have now
started in ambulatory care.

In January of 2019, 2 advisors were
trained in this role and began rounding
within an ambulatory care hospital
setting. Advisors completed a minimum
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Patient Rounding in Ambulatory Care:
Examples of Questions & Feedback from Patient Rounding in Ambulatory
Care: The top two themes that have emerged from patient rounding in ambulatory
care are communication and health & safety. Below is an example of the type of
questions advisors ask patients and their families around these two themes, and an
example of the feedback they have received.

HOW ARE RESULTS USED? Patient feedback is discussed during staff huddles,
leaders watch for trends in their department to improve/highlight the patient
experience, the department can provide
real-time service recovery to patients and
recognition to staff, and results are shared
with advisors to close the loop on their
efforts.

Thank you,

Marion and Ingrid, for leading

the way in Patient Rounding!
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Q2 - Summary of Advisor Activity
SAH PFAC
Corporate advisors had the opportunity
to engage with numerous guest speakers
over Q2.




Sue Roger was welcomed back to the
table to share the new Intensive Care
Unit (ICU) Family Satisfaction Survey
with the council. Advisors were asked
for their input on the process for
identifying the most appropriate
family member to complete the
survey as well as how to approach
families of deceased or palliative
patients.
Tracy Galizia looped back with
advisors regarding feedback they had
previously provided on new outpatient clinic wait time signage that is
set to roll out Q3/Q4. Tracy also
provided an update on the various
projects across the organization.



Andy Webb, Rhonda Hurley &
Amanda Caputo presented Priority
Initiative Best Skill - Research and
Knowledge Translation Plan. The
presentation
highlighted
the
importance of SAH conducting
research and the change in health
care libraries.



Liz Ferguson & Heather Hickey
presented Priority Initiative Best Skill Collaborative Practice. Highlighted
were the key initiatives:


Clinical Skills Fair



Transfer of Accountability



Common Documentation
Methodology



Bedside Medication Verification



Electronic Medical Record
Implementation



Enhanced Collaboration and,



Standards of Care

Thank You to guest speakers:
Sue Roger, Tracy Galizia,
Rhonda Hurley, Amanda Caputo
& Heather Hickey
Priority Initiative presentation being delivered to
Advisors at Septembers meeting
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ADCP PFAC

Renal PFAC

The Algoma District Cancer Program
(ADCP) advisors spent time during their
August meeting reviewing patient
comments from the most recent patient
experience surveys. Reviewing and
discussing these comments help to drive
priority items advisors focus on moving
forward to improve the overall patient
experience in ADCP.

Advisors have put a strong focus this
quarter on discussing how to improve
the patient experience by empowering
patients and their family members to
take a more active role in their health
care and the decision-making process.
This discussion is ongoing and will
continue to generate future work.

WELCOME! The ADCP PFAC
would like to welcome Pina Paluzzi
to the council and congratulate her
in her new role as Patient Care
Manger, ADCP & Telemedicine

The inaugural renal PFAs came to the
end of their 3-year term on council in
March 2019. We have been busy
recruiting new advisors to the table and
are happy to be sitting with 6 advisors as
of September.

WELCOME! The Renal PFAC would like
to welcome Paula Thompson to the
table. We look forward to you sharing
your experiences as a renal patient and
contributing at our meetings!
The council has recently received some
departmental education to set a
foundation for work moving forward.
Kim Fisher provided an overview of the
renal department, and Karen Brunetta
presented on peritoneal dialysis. Shirley
Pulkkinen will be welcomed in October
to discuss transportation.

The Renal PFAC
bulletin board
received an update
over the summer.
Advisors would like to
use it going forward
to communicate the
work of PFAC with
renal patients and
their families.
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MHA PFAC
The MH&A advisors welcomed several
guest speakers this quarter to provide
information and updates on different
areas of the mental health department,
including Crisis Services and Withdrawal
Management. The council also welcomed
guest speaker Charles Shamess to give a
presentation on Drug Strategy that was
very well received.

Advisors & Crisis Worker running the Suicide
Prevention Day Event

Big White Wall Unveiling

Advisors spent time creating a MH&A
PFAC bulletin board outside of 1C to keep
patients and families updated on PFACs
work.
The council continues to advocate for
patients easy access to phones on the
unit and, as a first step, quarters have
been made accessible to patients at
ventures for the payphones. Work
continues on the unit for the installation
of landlines for patient use.

During Mental Health Week in May, MH&A PFA’s had patients, volunteers, community
members, & SAH staff design bricks to create a Big White Wall. The bricks were made
using inspirational quotes, kind words, poems, etc. to help people who are dealing
with everyday stressors or major life events. The wall is temporarily outside 1C for all
to enjoy. PFAC will be looking for a permanent home for the Big White Wall.
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ED PFAC
The Emergency Department advisors identified 5 priorities they wanted to focus on as
a council. As priorities are discussed and completed new priorities will be added.

Top 5 Priorities

1. Improving/increasing communication between staff and patients
2. Developing education to better patients understanding of the ED
3. Improving/maintaining the physical environment of the ED
4. Number of ED volunteers and volunteer training/communication
5. Relooking at the ED wait clock webpage to ensure it is displaying the
information

that patients need

Social Media Communication Plan

Education
Advisors are creating communication for
the screenscape monitors to help
educate the public on the Emergency
Department. The first video that was
recently developed focused on, ED
Statistics including: Average number of
patients the ED receives daily/yearly,
Patient demographics, Top 10 reasons for
visits, etc. Advisors next piece of
communication will help educate the
public on the wait clock and what to
expect upon arrival to the ED.

Two advisors have taken the lead
working with the communications
department on ongoing social media
communication regarding the ED. From
September to November, there will be an
ED communication blitz on Facebook
providing the community with various
information on the ED.
Advisors continue to explore other social
media outlets to use to communicate
information on the ED to the public.

SAH PFAC QUARTERLY REPORT - Q2 - PAGE 7

Patient Portal
7 advisors

participated in a meeting

with HealthTech in August to discuss
what they, as patients and family
members, would like to see on the
patient portal. The patient portal is set
to roll out in phase 2 of the ONE
initiative. Further consultation on the
patient portal will take place at a later
date. Thank you to those that

participated in this consult!

New CEO Attends PFA
Council Meetings
Shortly after Wendy’s arrival at SAH, the
PFAC program received a request that
Wendy was interested in attending a
meeting for each PFAC. Wendy wanted
to meet the advisors that volunteer their
time to improve the patient experience
and lend SAH the patient and family
voice and perspective. Over August and
September, Wendy has been able to
attend the MH&A, ED, ADCP, &
Corporate council meetings. She plans to
attend the October Renal meeting.
Wendy is also meeting resource advisors
through ad hoc engagements.

It was a privilege to listen
and learn from our
knowledgeable advisors
and to experience their
open sharing of ideas on
how we can continue to
make improvements for
our patients and
community.
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-Wendy Hansson, CEO

Suggestion Boxes
Each PFA council has or is in the process of
implementing suggestion boxes. Leaders of the
respective departments respond to the suggestions
which are then reviewed by advisors at the following
meeting. If a suggestion, or response, highlights an
opportunity for improvement, the council determines
appropriate action.
The picture of blue roses in the radiation therapy
waiting room are “blue”, there needs to be more
colour to cheer patients up!
-ADCP patient suggestion

Suggestion Box Locations:
ADCP: radiation therapy waiting room and 2nd
floor waiting room
Renal: waiting room
SAH: Lobby at information desk
ED: Triage Waiting Room & See and Treat
Waiting Room
MH&A: *coming soon*

ADCP advisors agreed with this
comment and advocated for new
photography in the waiting room.
Advisors reached out to St. Mary’s
College asking for donations from
their art department, as well a
fellow advisor has donated his
photography to be displayed.

WELCOME - New Patient and Family Advisors
The Patient and Family Advisory Program would like to welcome two newly appointed
advisors to the program. We look forward to working with you on partnership
activities in the future!

Ann Ficociello—SAH PFAC

2

Rebecca Keown– Resource Pool

New Advisors joined the program this quarter!
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Resource Pool & Ad Hoc Requests
Over the last year, the Patient & Family Advisory Program has been thrilled to
watch our resource pool grow. We have welcomed new community members and
were pleased to retain advisors that had come to the end of their term on a
council to our resource pool. We are currently sitting at 38 resource advisors who
provide their patient or family voice and perspective in a variety of ways.

38

Resource Pool
Advisors

Advisors were engaged in 21 ad hoc requests during Q2. The Patient & Family
Advisory Program was able to fill 100% of the requests that came forward
throughout the organization.
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PFAC Contributions & Evaluations - Q2

DID YOU KNOW?
The total number of
Advisor Hours
Contributed during Q2
2019 was 564.5
This represents an
increase of 49.8%
from Q2 2018!

PFAC Report Out Update
With the launch of ONE go-live on October 29th, the
Patient & Family Advisory Program has decided not
to hold a Fall PFAC Report Out as the hospital leaders
will be focused on ensuring a seamless transition to
the new system. The next Report Out is scheduled
for Monday, January 27th. An invitation with further
details will be sent out closer to the date.
Report Outs allow advisors to share their work with
the organization and provides an opportunity to
work directly with SAH leaders.
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