Patient and
Family Centered Care
Newsletter
Patient and Family Centered Care is an approach that fosters respectful, compassionate, culturally
appropriate, and competent care that is responsive to the needs, values, beliefs, and preferences
of clients and their family members. It supports mutually beneficial partnerships between patients,
families, and health care service providers (Accreditation Canada, 2016). This is achieved by engaging
with patient and family advisors, staff, physicians, managers, directors and members of the executive
leadership team of Health PEI.

Core
Concepts
How do your
beliefs align
with the core
concepts of
patient and
family centered
care?
We all want to
provide the best
health care possible
for the patients and
clients we serve. As
we perform our daily
tasks, how do your
beliefs align with
the core concepts of
patient and family
centered care?

Dignity &
Respect

Participation

Patient and
Family Centered
Care
Information
Sharing

Collaboration

Do you believe in dignity and respect for patients and families?
• Honor and respect patient choices. Patient knowledge, values,
beliefs, culture are part of care planning.
Do you believe in information sharing?
• Patients receive timely, complete and accurate information for
shared decision-making. Transparency is valued.
Do you believe in participation?
• Patients and families are encouraged to participate in decisionmaking and care planning.
Do you believe in collaboration?
• Patient and family feedback is actively sought to improve care and
operational performance.
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This new Health PEI provincial committee
has been meeting over the past year and a
half. The mandate of the committee is to
develop and support the implementation of a
consistent, system wide strategy designed to
strengthen the patient experience. This includes
identification of current initiatives; education
and training related to patient and family
centered care (PFCC); increased engagement of
patients and families with front line staff in care
delivery; and strengthening patient and family
engagement in overall service planning, care
delivery processes, quality improvement, and
evaluation of programs and services.

Partnering with patients and
families; we do better together.

Help Brand Patient and
Family Centered Care for
Health PEI !
The Patient and Family Centered Care steering
committee is looking for your ideas to brand
or easily identify PFCC initiatives underway at
Health PEI. We ask for your ideas on a logo or
wordmark that will help identify this broadbased care approach. The winner will be
announced in the next newsletter and receive a
pizza party for their work unit. Submit entries
to Rod Stanley, Planning and Evaluation Unit,
rjstanley@gov.pe.ca

Measurement of Dignity and Respect,
Information Sharing, Participation, and Collaboration
at Health PEI worksites
Accreditation Canada has provided new standards pertaining to the work of organizations to improve patient
and family centered care. To measure initiatives and work being done the Canadian Institute for Health
Information (CIHI) has developed the Canadian Patient Experiences Reporting System (CPERS). This is the first
pan-Canadian reporting system for patient experience data.
Additionally the following Patient and Family Centered Care Indicators will be used in surveys across
Health PEI to measure data in a consistent manner. Health PEI will initially report on the Acute Care Patient
Experience through this system.

PFCC Indicator

Indicator Measure

Dignity and
Respect

% of patients who feel staff and physicians always treated them with dignity and respect

Information
Sharing

% of patients who are always explained things in a way they could understand

Participation

% of patients who were involved to the degree they wanted in decisions about their care
and treatment

Collaboration

% of Health PEI committees with a complete complement of Patient and Family
Advisors. These are committees which support key Health PEI strategic initiatives and
Accreditation Canada requirements.
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Ensuring our
patient advisors
are valued
partners
in health system
development
•

Advisory roles provide
meaningful activities
to influence policy,
operations, quality,
safety and strategic
initiatives

•

Patient advisors help
to review and/or create
materials like health
information handouts,
forms, discharge
instructions and website
pages. Advisors help us
to make these materials
meaningful and easy to
understand.

Summer workshops support PFCC learning
The PFCC Steering Committee hosted two summer educational workshops
that supported the development of PFCC activities across all Health PEI
service sites in the province. The workshops provided valuable learning
opportunities for all those who attended.
Michelina Mancuso, Executive Director
of Performance Measurement with the
New Brunswick Health Council, presented
“What Citizen Centered Health Services
Look Like – Perspective Matters”, and
valuable lessons on measurement of
the care experience which were learned
from the New Brunswick experience.
She noted that research has revealed
there are several aspects of care which
matter to patients and should be
measured: 1) timely access; 2) integrated
and coordinated care: 3) supported self
management; 4) communication and
support for patients; 5) appropriate
intensity and follow up. She noted these
aspects apply to each and every program
and service citizens experience as part of
their journey through the health system.
Ms. Mancuso also noted, “To succeed, a
person centered approach should also
address the staff experience, because
the staff’s ability and inclination to care
effectively for patients is compromised if
they do not feel cared for themselves.”
Martie Carnie led a session with the
Patient and Family Advisors to discuss
their experience to date with Health PEI,
and this information was shared with the
steering committee. Ms. Carnie is a Patient
Advocate, Senior Patient Engagement

Advisor, and Co-Chair of Brigham and
Women’s Hospital Patient and Family
Advisory Council Steering Committee in
Boston, Massachusetts.
She spoke about the use of patient
advisors to review “patient facing
materials”. If handouts, etc. are being
developed, service areas can request
that Advisors review the material from
a patient perspective. She talked about
patient outcomes and how we can work
to improve the care experience every step
along the way.
The Health PEI Patient and Family Advisory
Council is under development and will
support Health PEI initiatives with Patient
and Family Advisor input.

THREE HEALTH PEI POLICIES UPDATED TO FOCUS ON ASPECTS OF THE PATIENT EXPERIENCE
PFCC Steering Committee performs policy reviews as requested
When Health PEI policies are related to
patient care, the PFCC Steering committee
welcomes new or updated policies for
review with a PFCC focus.
Contact Daphne MacDougall
(djmacdougall@gov.pe.ca) who will ensure
the policy gets tabled for review and input
at the Steering Committee

For example, recently revised policies
include:

•
•
•

Client Mistreatment
Equity and Diversity
Volunteers

To view the new policies go to Policy
Document Management System (PDMS)
via http://healthpeipolicy.medworxx.com/
default.aspx?login=true
Use your health network login detail to access.
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Working Groups support mandate
of the PFCC steering Committee
The working groups of the PFCC steering committee continued to meet over
the summer and fall of 2017 to advance their work plans. The Training and
Education working group is currently researching best PFCC training practices
in other jurisdictions to support development of local training and education
programs for physicians, staff, patients and clients. The Communications
Working Group is developing a short and long term PFCC communication plan.
The Patient Family Advisory Council and working group has met several times
to date and are developing the terms of reference and mandate for the Health
PEI Patient Family Advisory Council.

Mary Laura Coady
Training and Education
mlcoady@gov.pe.ca
Rod Stanley
Communications
rjstanley@gov.pe.ca
Karen McCaffrey
Patient Family Advisory Council
kjmccaffrey@gov.pe.ca

If you have ideas that you would like to contribute to these working groups,
please contact:

Patient Family Advisory Council in
development at Health PEI
A foundation to move forward with patient and family centered care within Health PEI.
The Patient and Family Centered Care
Steering Committee identified the
development of a Health PEI Patient
and Family Advisory Council as a
foundation to move forward with
patient and family centered care
within Health PEI.

The council will bring together
individuals with a variety of
experiences within Health PEI
The Patient and Family Advisory
Council will provide advice and
guidance across Health PEI in order to
improve patient and family centered
care and experiences. The council will
serve in an advisory capacity, making
recommendations on matters that
impact the experience of patients
and families. Any recommendations
will be communicated via the Chief
of Nursing, Allied Health and Patient

Experience to the appropriate
authority. The council will bring
together individuals with a variety of
experiences within Health PEI to:
• provide feedback,
recommendations and/or ideas
for new initiatives and programs
that enhance, ensure and
embrace the model of patient
and family centered care;
• be a collaborative, positive
and rational force for the
enhancement of high-quality
patient and family centered care;
• advance patient engagement
and patient and family centered
care principles and practices and;
• facilitate and provide a venue
for the exchange of information
about the health system.

Advisors will also provide feedback
on items referred to the council such
as Health PEI policies, procedures,
communication strategies; patient
satisfaction results; patient trends;
and educational initiatives.
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We want
your ideas.

PFCC Advisor
Handbook
Coming Soon
The PFCC Steering
Committee is supporting
the Patient and Family
Advisors across the
province by developing a
handbook which provides
information on becoming a
patient and family advisor
with Health PEI. The
handbook was recently
reviewed by the Patient
and Family Advisors.
Also this past summer,
the Health PEI Patient
Rights and Responsibilities
brochure was reviewed
and updated.

PFCC Steering committee members welcome your ideas to support improved patient Centered care
across all Health PEI services. Please feel free to contact any of the members if you have ideas to
support further development of patient and family Centered care across the province.
Marion Dowling
Douglas Boylan
Tim Christensen
Betty Fraser
Elizabeth Pederson
Dr. Mireille Lecours
Dr. Lana Barkhouse
Dr. April MacPhee
Vanda DesRoches
Wendy Holmes
Marilyn Barrett
Karen Schurman
Kelley Rayner
Andrew MacDougall
Gail Chaisson
Jill Anne McDowall
Mary Laura Coady
Karen McCaffrey
Rod Stanley
Pat Lush
Daphne MacDougall

Chair, Chief of Nursing, Allied Health and Patient Experience
Patient & Family Advisor
Patient & Family Advisor
Patient & Family Advisor
Patient & Family Advisor
Palliative Care Physician
Family Practitioner, Queens
Pediatrician, Summerside
Clinical Development Nurse, Prince County Hospital
Cancer Patient Navigator
Director, Primary Care Networks & Chronic Disease
Occupational Therapist, Hillsborough Hospital
Director of Hospital Services, Queen Elizabeth Hospital
Director, Long Term Care
Director of Nursing, Souris Hospital
Director, Public Health Programs, Women’s Wellness & Children with Complex Needs
Patient Navigator
Lead Resource – Quality & Risk Manager
Committee Resource – Project Manager
Committee Resource – Health Information Specialist
Committee Resource – Administrative Assistant

