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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 with over
45 Patient and Family Advisors who are integrated in over 80 hospital
committees, projects, and recruitment initiatives.

The Role of Patient and Family Advisors
Patient and Family Advisors serve in an advisory capacity, working in partnership with NYGH to ensure that the needs and priorities for PFCC are considered
and incorporated into matters that impact patients and their families. Leveraging their personal, family, and caregiver experiences, PFAs:
Enhance communication and collaboration with NYGH
staff, physicians and other volunteers in the development
and delivery of policies and procedures related to patient
care.

Participate in the review of clinical quality improvement
initiatives at the point of care.
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Provide input and feedback into the creation of education and communication materials for patients, visitors and staff members.

Patricia Mackey,
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Patient and Family Advisors
have been instrumental in
bringing the voice of the
patient to the forefront in
everything we do.

Support the education of staff in the PFCC principles
and other patient related initiatives such the
‘Communicate with Heart’ service excellence and
recovery program.

~ Karyn Popovich,
President & CEO
Margo Twohig receives inaugural
Minister’s Medal for a patient, family and caregiver
at Health Quality Transformation 2017

Participate as partners in the design of new programs
and facilities such as the renovation on the Intensive
Care Unit and Chemotherapy units as well as clinical
programs such as Colorectal and Prostate surgical
practices.

Participate in interview teams for management-level
positions such as directors, physician chiefs, vicepresidents, and clinical team managers.

Patient and Family Advisors
provide unique wisdom and a
different perspective that is so
valuable. It provides our staff
with additional insight to keep
the needs of our patients first in
everything we do.
~ Dr. Donna McRitchie,
Vice-President Medical and
Academic Affairs

Patient and Family Advisors visit the
laboratory for a Gemba walk

Participate on the Research Ethics Board (REB) to
provide patient perspectives on all research projects
at the hospital.

The Role of Patient and Family Advisors
Many of our PFAs are engaged in the review and implementation of new policies and procedures as they
relate to patient care. As the hospital undergoes continued facility enhancements, PFAs are also involved in
the planning and design of renovations and the hospital expansion program.
A PFA who received chemotherapy as a former patient was able to bring that lived experience to the work of
the committee that planned the renovation to the Chemotherapy Clinic. The PFA voice was welcomed and
included in all of the decisions. All those involved were focused on creating an environment that would ease
the anxiety of those receiving chemotherapy. Living with a cancer diagnosis is highly stressful and the work of
the planning committee was to achieve a feeling of peace during a difficulty period for the patient.
PFAs have been members of NYGH’s Research Ethics Board (REB) for the past five years. In this time the
REB has had an enhanced focus on patient privacy as well as improved patient-to-researcher
communications. The key lesson learned is the value of proactive engagement by the REB Chair and
co-ordinator to encourage PFAs to be active and consulted during REB meetings. The REB relies on the
PFA’s perspective when it comes to the informed consent process, from initial patient engagement through to
the signing consent letter. The REB’s willingness to leverage the PFA’s professional experience as it pertains
to privacy issues has been a positive impact on the effectiveness of the PFAs.

Conclusion
The significant increase in the number of
requests from the hospital for PFA
involvement over the past five years is
reflective of the cultural change underway
at NYGH as the hospital staff embraces
the principles of PFCC. The expertise and
experience of the NYGH advisors is now
recognized beyond the boundaries of the
hospital. Many of our PFAs are engaged in
initiatives with organizations such Health
Quality Ontario, Cancer Care Ontario,
Central Local Health Integrated Network
and Council of Academic Hospitals of
Ontario.

