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Welcome

Thank you for your interest in working together with us on our Family Advisory Working
Group. This group was started in the fall of 2018 with an initial focus to help Lions Prairie
Manor make improvements in care and communication. We anticipate the focus will
expand as we move on to other projects and look forward to collaboration in a number of
areas.

Who are Healthcare Advisors?

Healthcare Advisors are patients, family members or members of the public who volunteer
as active advisory partners with the health system. They are people who want to make
things better, whether they have had recent experiences as a patient or they care about the
“big picture” of health services. Healthcare Advisors can add many points of view. By
bringing their own experience to share, they enrich conversations with real time input in
meetings with health system staff.

Congratulations on joining our team as a volunteer healthcare advisor. You are joining a
group of committed patients, family members and members of the public who have been
chosen to share valuable personal experience to make health services, programs and
policies better.

We value your opinion. We hope that you will participate freely and respectfully in the
discussions that you are a part of. Your role is to bring your own unique perspective, so
you do not need to speak on behalf of anyone but yourself. Hearing from you will help us to
keep patients* and families first and in the centre of all that we do.

*Who are ‘Patients’?

The word ‘Patient’ refers to someone
who receives care from a health care
professional or a health organization.
Some people do not identify
themselves as patients, but as persons
with lived experience, consumers of
care or clients of health organizations.
In this document, the term patient
includes all of these preferences.
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Defining Patient- and
Family-Centred Care

Dignity and Respect: Health care
practitioners listen to and honour
patient and family perspectives and
choices. Patient and family knowledge,
values, beliefs and cultural
backgrounds are incorporated into the
planning and delivery of care.

Information Sharing: Health care
practitioners communicate and share
complete and unbiased information
with patients and families in ways that
are affirming and useful. Patients and
families receive timely, complete, and
accurate information to effectively
participate in care and decision-
making.

Participation: Patients and families are
encouraged and supported in
participating in care and decision-
making at the level they choose.

Collaboration: Patients, families,
health care practitioners and leaders
collaborate in policy and program
development, implementation and
evaluation; in health care facility
design; and, in professional education
as well as in the delivery of care.

Institute for Patient-and Family-Centered
Care, Bethesda Maryland

Why does engagement
matter?

We believe that hearing the voice of patients, families and
the public is an important way to improve the health
system.

Patient and public engagement leads to:

e Improved quality and safety of patient care and
service delivery

e Increased trust between patients, advisors and staff
through improved communication

e Better public understanding of the health system

e Tailored programs with input from users that could
avoid costly mistakes.

e Improved patient-and family-centred culture in the
health system

Collaborating with patients, families and members of the
public helps to make sure that our services are patient-
and family-centred.

How can you make a
difference?

There are many ways that you can collaborate to
improve the health system. What is the best fit for you?

e Work on a committee alongside health system staff
and other stakeholders

e Join a council or a local health involvement group
with other volunteers

e Volunteer to review material from home

e Participate in surveys or focus groups

e Share a personal story of your health care experience
so that staff can learn from your experience (ask for more
information and for the story-telling tips)

e Provide feedback by reviewing specific policies,
processes, or patient education materials

e Participate on quality improvement projects like a
LEAN project team to improve different aspects of the
health system



Healthcare Advisors in Action
4 BB iy Persons with lived experience of mental
| illness and family members worked with
provincial and health authority
representatives to design protocols for
the release of mental health patients
from emergency departments.
Two sets of protocols were designed —
e one for follow-up of patients in the
days/weeks following release, and
e one for notification and
engagement of family members
should a patient be admitted to an
emergency department
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What can Healthcare Advisors expect from us?

We will:

e Aim to match the engagement opportunity to your interests and skills.
Provide the orientation that you need to be able to participate fully.
Assign a staff person that can answer your questions or address your concerns.
Respect your privacy and ask that you share only what is comfortable for you.
Try to address any barriers to participation that you experience.

What do we expect from advisors?

You Will:

e (Call ahead if you will be unable to attend a meeting. We will give you information
about whom to contact.

e Read any materials that you receive in advance so that you are prepared to join the
discussion.

e Respect the collaborative process and understand that final decisions about care
delivery and process improvements are the responsibility of the health care
administrators.

e Respect confidentiality. You must always keep private any personal information
shared by others. In addition, you will be asked to keep confidential topics
discussed at committee meetings or documents shared.

If you are unsure of how any of these expectations apply to you, please contact:

Jocelyn Coltart-Lyons, Social Worker at 204-239-5512




Tips for successful partnerships

e Bring an open mind. All parties are working towards a system that is the best it can
be.

e Listen to learn and understand. One person speaks at a time without interruption.

e Avoid using the advisor’s role to try to resolve complaints or concerns about yours
or your loved one’s care experience. Every health organization has a complaints
process, with staff ready to help you.

e Ask questions! Questions will help staff to think about the situation from another
point of view.

e Respect meeting start and end times.

o Let staff know if they are using language, acronyms or words you don’t know. Ask
for clarification.

o Take care of yourself. Do what you need to stay focused and involved: stand and
stretch or take breaks when you need them.
e Humour is welcome. Remember to enjoy yourself!

Healthcare Advisors in Action
“Healthcare Advisors walked through
the existing processes for receiving,
managing and reporting health care
complaints. We gained valuable
insights that improved both policy and
practice. We are more confident that
managing complaints is done in a way
that ensures good communication, is
timely and fair.”

- RHA Client Relations Manager
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provide the voice of
patients, families and
the public as an ﬂ
important way to
improve the health
system
speak from their
own experience and
bring many
perspectives

help create a system
that is patient-and
family-centred

/ "
are active participants
at all levels of the
health care system,
working alongside
practitioners, leaders,
researchers and policy
makers towards a
better health care
system.

are provided with
supports to enhance
participation. A staff
member is assigned to
provide an orientation to
the role

—

\

may have some out
of pocket expenses
i (child care, parking,
respect and their .
opinions valued ﬁ transportation)

. . off-set to help

them participate

are treated with

make contributions
that will influence the
decisions that improve

the health system




