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Objectives

Background
In 2012, North York General Hospital (NYGH) launched its corporate
strategy. One of the central initiatives was patient- and family-centred care
(PFCC) which focussed on a culture of putting our patients first in
everything we do. Over five years, this initiative has successfully resulted in
an improved PFCC approach, a highly engaged Patient and Family
Advisory Council (PFAC) and a Patient and Family Advisor (PFA) Program
that is integrated in over 80 hospital committees, projects, and recruitment
initiatives. To further our ability to deliver engaged care, NYGH developed a
three-year PFCC strategy through strong engagement with the hospital
community.

The objective was to develop a comprehensive three-year PFCC strategy
through a multi-stage process of research, engagement, and consultation.
Central to developing the strategy was meaningful and thoughtful
engagement with staff, physicians, volunteers, external partners,
patients, families, caregivers, PFAs, and the PFAC.
A key goal was to support and foster a culture of care focusing on delivering
engaged care in which patients, families, and health care providers actively
collaborate on care delivery.

Strategy Development Process
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The work commenced in May 2017 with an environmental scan and extensive literature review of provincial, national, and international
approaches in PFCC.
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Following the scan, an extensive stakeholder engagement and consultation process was conducted.

275 online survey responses from staff,

15 in-depth focus groups with internal staff,

physicians and volunteers

management, physicians, PFAs, and volunteers

66 experience-based interviews with
in-patients and their families and
caregivers about their care journeys

5 external stakeholders interviewed, including Ministry
of Health and Long-Term Care, Central Local Health
Integration Network, Cancer Care Ontario, Health
Quality Ontario, and University of Toronto
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Stakeholder feedback was synthesized into six key themes and multiple sub-themes, which were validated at an interactive
workshop in August 2017, attended by over 25 staff, physicians, and PFAs across the organization.
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Initiatives were then further prioritized by the PFAC. From this emerged a three-year PFCC strategy that
was truly representative of the staff, patient, family, and caregiver voice, and aligned with the corporate strategy.
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The final draft of the PFCC strategy was reviewed and approved by the PFAC, Senior Leadership Team, and Board of Governors.

North York General Hospital’s 2017-2020 Patient- and Family-Centred Care Strategy
Since the launch of the PFCC strategy in October 2017, it has driven transformational change
across the organization through a key focus on cross-departmental collaboration on PFCC
strategy initiatives. With over forty staff and physicians partnering on initiatives as project leads,
the PFCC strategy brings together patient- and family-centred expertise to foster a culture of
engaged care.

The PFCC strategy has six major themes.
Central to the strategy is the theme of “Deliver[ing]
Engaged Care”, which focuses on improving care
partnerships between patients, families, and health care
providers through staff engagement, patient health
information access, and patient education. An initiative
that has emerged from patient, family, and caregiver
interviews is the need to align bedside communications
with patient needs through focused communication skills
training.
Supporting this theme is “Advanc[ing] Knowledge” of
best practices in PFCC through consistent hospital-wide
education; continually “Embed[ing] the Patient
Perspective” in hospital committees, projects, and quality
improvement so PFAs can be co-designers; and
“Strengthen[ing] and Support[ing] Accountability” through
linking PFCC to staff recognition, performance planning,
and accreditation.
An important strategic component identified by staff and
the PFAC was the need to “Assess [the] Impact” of
PFCC initiatives through developing and implementing
real-time patient experience surveys and facilitating
department-level access to patient satisfaction survey
information to support continuous improvement.
Finally, NYGH aims to “Lead System Change” through
sharing learnings from its innovative PFCC approach
and supporting the spread of PFCC throughout the
healthcare system.

