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As we come to the end of this fiscal year, I reflect with great pride on the impact our

Patient and Family Advisors (PFAs) have had on Scarborough Health Network (SHN).

Throughout the COVID-19 pandemic, our Accreditation survey, and several

redevelopment plans, our PFAs have continued to be motivated, involved, and

passionate about transforming the patient experience. Their dedication and

collaboration help the hospital and our staff maintain a patient-focused lens,

prioritizing Patient and Family Centred Care (PFCC). 

As Executive Sponsor of the PFA Program, it has been my pleasure to watch it grow

and evolve as the organization has over the past seven years. The PFAs have seen

the hospital through our merger into a health network, the development and

implementation of our inaugural strategic plan, the pandemic, and our current

advancements with the creation of the SHN Research Institute (SHNRI) and our

partnership with University of Toronto Scarborough (UTSC) to usher in the creation of

the Scarborough Academy of Medicine and Integrated Health (SAMIH). 

With all of these exciting changes happening for the organization, we are thrilled to

continue partnering with PFAs to ensure we are providing exceptional care with a

patient and family centred foundation. As a member of the senior team, I am looking

forward to another successful and dynamic year for our PFA program.

Our PFAs continue to be motivated,

involved, and passionate about transforming

the patient experience.

Executive Vice-President, People & Transformation

A MESSAGE FROM MICHELE JAMES
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MESSAGES FROM PFAC CO-CHAIRS

I came to SHN almost two years ago and have

been co-chairing SHN’s Patient and Family

Advisory Council (PFAC) since joining the hospital.

This wonderful group of dedicated individuals that

make up the PFAC have had another incredible

year of working with SHN staff to improve the

overall patient experience. 

One of my favourite parts of this job is co-chairing

the PFAC with Jan.  Partnering with Jan to lead

PFAC has been very rewarding and has allowed

us to develop a strong working relationship to

help drive the group towards continuous

improvement. Being a co-chair also allows me to

foster relationships with the PFAs, providing them

with support while also learning from their

experiences and perspectives. PFA engagements

this year have shown a real benefit to SHN and

how we continue to build our programs and

services. The redevelopment of the Centenary site

Emergency Department (ED) saw these benefits

first-hand when their PFA urged them to include

more design elements that improved patient

experience. 

SHN has an amazing group of dedicated,

passionate PFAs and I feel quite privileged to be

able to work with them on a daily basis. Looking

forward, I’m very excited for what the new year

will bring for us. As the hospital and program

continue to grow, we will see more unique and

exciting opportunities for our PFAs to make a

difference. 

Being a PFA for the past seven years, I have had

the pleasure to participate in a lot of great

initiatives that have led to improvement and

growth for the hospital and Scarborough

community, including co-chairing the SHN

Corporate PFAC for five of those years. 

As a Scarborough resident, I understand how

important PFCC is to improving patient care and

experience for all. Working with Sangeetha is

very satisfying, as it helps to have a strong

relationship to ensure our council has everything

they need to succeed. This past year has been

very exciting with all of the advancements

happening for SHN, which can only lead to

further great opportunities to include PFA input.

One of those opportunities was in partnership

with the Facilities team, discussing the

Birchmount site redevelopment and what their

plans looked like. This engagement was not only

beneficial for our PFAs to understand what’s

changing at the hospital, but also for the staff as

some of the PFAs suggested to include designs

for the parking garage that would be more

inclusive and beneficial to  patients.

My peers and I on the PFAC care very deeply

about Scarborough, and the hospital, and I look

forward to engaging with them further on

projects in the future to continue to make a

difference. 

 

Sangeetha Navaratnam 

Manager, Health Equity, Patient &

Community Engagement 

Jan Haskings-Winner

Patient and Family Advisor
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Patient and Family Centred Care (PFCC) is a philosophy that embraces health-care

professionals working together with patients and their families to plan, deliver, evaluate

and improve health care. SHN is committed to PFCC and building its principles into

everything we do. PFCC defines what a quality health care experience should feel like at

our hospital. SHN approaches patient and family engagement in a variety of ways. 

The International Association of Public Participation (IAP2) Canada framework (see

Appendix A) has been useful in planning and in setting expectations for patients, family

members, caregivers and staff about how engagement works.

What it looks like:

Active involvement in their care and planning

for their transition from the hospital

A feeling that their care has been

individualized for them, and considers their

backgrounds and lifestyles

The opportunity to play an important role as a

Patient and Family Advisor and provide input

into hospital planning

The desired outcome of a quality patient

experience

PATIENT AND FAMILY CENTRED CARE 

PFCC at SHN
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This seal will appear on all

documents that have been

developed in partnership with

patients and families



One of the key aspects of our PFCC philosophy is the involvement of Patient and Family

Advisors (PFAs) at SHN. These volunteer advisors provide advice from the perspective of

the patient, family, caregiver, or chosen support person. They use their lived experiences at

our hospital to help us to develop and promote hospital policies, programs and practices

that directly impact patient care and services. They partner with SHN’s interprofessional

team to advise and support the strategic directions of SHN in matters that relate to the

patient and transform the patient experience. 

Our PFAs are advisors not advocates. An advisor is a person who partners with staff by

bringing their experience of what it is like to be a patient or family member to a decision-

making table or to a group working on a project with a common cause. An advisor looks at

the big picture along with the inclusion of all perspectives, especially vulnerable

populations, to bring forward recommendations, which provide important context and

perspective to decision-makers at SHN (see Appendix B for Role Description).

The Patient and Family Advisory Program is the overall program encompassing all

PFAs (see Appendix C for List of PFAs) and Patient and Family Advisory Councils

(PFACs). 

Corporate PFAC: The Corporate PFAC is responsible for the health and well-being of the

PFACs and the PFA program as a whole. The council fosters partnerships with SHN’s

interprofessional team, PFAs, and community partners, to ensure SHN supports the needs of

our diverse community to transform the patient experience (see Appendix D for Guidelines

for Presenters and Request PFA Form).

Program/Department PFACs: Council PFAs partner with SHN program staff to form a

departmental level PFAC. They transform the patient experience at the program level and

may also contribute to corporate changes and support the strategic directions of SHN in

matters that relate to the patient experience.

PATIENT AND FAMILY ADVISORS
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This year has been an exciting one for SHN’s PFA program, from continuing to navigate

COVID-19 at the hospital, being a key part of SHN’s Accreditation survey and being

awarded Exemplary Status from Accreditation Canada, continuing our Epic and MyChart

implementation across the hospital, and seeing the benefits of SHN Foundation’s Love,

Scarborough campaign. COVID-19 has been a challenge for our program, as many of our

PFAs enjoy engaging and collaborating with their peers and staff in person. But this has

also shown benefits, as it has allowed us to stay in contact over the pandemic, helping

our PFAs feel more comfortable about engaging without having to be on site. As we look

ahead to the next year, we aim to return to some in-person engagements, while also

continuing to allow choice for those who wish to participate virtually. The PFA program

continues to provide patient input and perspective into the majority of projects and

initiatives that impact patient care and experience. SHN's continued commitment to

Equity, Diversity, and Inclusion (EDI) allows our PFAs to participate in incredibly valuable

education and training to better inform their roles within the hospital. Education and

training like our Health Equity Certificate Program and Anti-Black Racism modules have

been utilized by 13 of our PFAs. Our PFAs have been involved in a variety of different

projects and initiatives across the organization including redevelopment plans at our

three sites and the continued assistance with leadership recruitment, including

participating in the focus group to select our new Chief Executive Officer (CEO). 

Patient and Family Advisor

One of my most memorable initiatives

from this year was participating in the

5-year Strategic Plan for the

Stroke/Cardiac Program.

THIS PAST YEAR

What's been happening
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In early August 2022,  the Health Equity, Patient and Community Engagement Department

launched a roadshow across programs and departments, to share and showcase

information about PFAs and what their role is at the hospital. Information about the PFA

program and PFCC was shared with more than 700 staff members across our three sites

and eight satellite sites (see Appendix E for Summary of Presentation). This roadshow also

allowed us an opportunity to discuss how to recognize if a patient or family member would

be suitable for the role of PFA to assist with future recruitment. The roadshow was geared

to all staff, in particular front-line staff, as they work so closely with patients and families

and are poised to identify these qualities in their conversations as part of daily care. During

this roadshow, programs and departments were also reminded of key resources related to

the PFA program such as the PFA program brochure and the PFA Placemat (see Appendix

F) to support recruitment efforts and as a reminder about the importance of partnering with

patients to advance PFCC at SHN.

PFA program roadshow
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Being part of a PFAC provides peer support: they share

their experiences, reach out to each other, and get

information from each other. It’s an empowering journey.

Ethel Macatangay

Director, Chronic Disease Mgmt

& Nephrology



92% of PFAs felt their voice was heard when

participating in engagements

35 800+60+

Patient and Family Advisors Engagements
Q1: 182    Q2: 185

Q3: 182    Q4: 261

Hours

OUR PFAS AT WORK
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Types of

Engagements
(see Appendix G for detailed

breakdown)



In January of 2022, the SHN Foundation launched a historic and revolutionary campaign

that highlighted the inequities we face as a hospital in regards to funding and support.

The goal for this campaign was to raise $100 million dollars so that our hospitals could

get much-needed updates and improvements. Within one year the SHN Foundation

reached their fundraising goal and they continue to raise the bar on their goal to ensure

Scarborough gets the support it so deserves.

The marketing and advertising for this campaign was also uniquely Scarborough, with

inclusion of many representatives from SHN including staff, patients, and community

members. A font was created called “Scarborough Sans” where each letter of the

alphabet represented a person, their experiences and the impact that SHN has had on

their life. One of our longstanding PFAs, Craig Lindsay, is the letter ‘K’, representing

“Kidney Patient”. In the campaign he discusses his care journey at SHN and his eventual

role as a PFA, both in the Nephrology department and on the Corporate PFAC. Another

of our PFAs, Janie Leopold, was also selected to participate in a social media post for

Love, Scarborough, sharing her involvement with the Mental Health program and the

Corporate PFAC. This past year, similar to previous years, our PFAs have been fierce

advocates for the Scarborough community and the impact that good care can have on a

patient’s life. 

PFA ACHIEVEMENTS

PFAs Love, Scarborough!
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Our PFAs have been busy this year, helping out with many new and exciting projects at SHN

and within the community. As mentioned previously, SHN has seen a lot of growth and

development over this past year. Initiatives such as the redevelopments of the Centenary and

Birchmount Emergency Departments, Women's Health Program and Digital Health Plan

projects, and the Thyroid Rapid Diagnostics Unit all have PFA representation to ensure our

plans put the patient journey first. PFA contribution was also utilized when developing the

plans for the Community Mental Health Centre and the Bridletowne Hub. Other initiatives that

our PFAs have been a part of include promoting National Organ and Tissue Donation

Awareness Week and participating in the community forums for the new Birchmount campus

re-design. 

The Platinum Jubilee Award is given to those who

have made a positive impact on society in

commemoration of the Queen’s 70th anniversary

of her ascension to the throne. We have had the

honour and privilege of seeing two of our PFAs be

recognized for their continuous and unwavering

work within their community. Pam Spencer and

Ally Ladak are active members of our PFAC and

the PFA program, where their expertise has

assisted many programs and departments such as

Cardiovascular & Stroke. Congratulations to both

of them for their incredible hard work!

PFAs Supporting Growth and Development

Queen Elizabeth II’s Platinum Jubilee Medals 
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In 2019, SHN and 30+ other Scarborough community organizations came together to create

the Scarborough Ontario Health Team (SOHT), officially forming at the end of 2020. Ontario

Health Teams were created so that healthcare providers can work as one coordinated

team, delivering care that is more connected. Four of SHN's PFAs actively participate on the

SOHT Collaboration Council and provided support in the development of the Client and

Family Advisory Council (CFAC). Not only are the voices of our PFAs important within the

hospital, they are essential in community initiatives as well.

Scarborough Ontario Health Team



ACCREDITATION CANADA OVERVIEW

SHN’s accreditation process was a unique experience for us all this past year. This process,

helped us to better understand our opportunities for improvement and highlight some of our

successes and strengths.

The PFA Program was very involved in the accreditation process, with PFAs participating as

committee members (both in preparation for and during Accreditation) and focus group

attendees, always actively communicating the amazing work being done at SHN. PFAs

participated in discussions with the Patient Surveyor from Accreditation Canada and had

opportunities to meet and greet the Accreditation team while on site. The PFA Program and

various PFACs at SHN, as well as the multiple levels of engagement of our PFAs at the

hospital were recognized in the final report as strengths for the organization. 

Overall, SHN achieved exemplary standing, meeting 99.6% of the standards that we were

assessed on. We were "commended for the work that has been completed in engaging

PFAC on matters pertaining to planning new programs". This immense success would not

have been possible without the dedication and commitment that our PFAs have shown our

hospital and community on a regular basis. We are extremely proud of their impact on the

hospital and we are excited to continue to find more ways to leverage their expertise.

SHN's Roadtrip to Success 
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It’s an honour to be included in the growth and

development of a hospital and all its diversity.

It’s great to be recognized like that. I’m blessed

to be a Scarborough person and I grew up in

this hospital so it’s wonderful to be contributing

as much as I can.

Janie Leopold

Patient and Family Advisor



This Year

Attended various departments’ rounds and

huddles to speak about PFCC

Recruitment of Champions for BPGs

Involved with the design of software and

virtual platforms

Engaged in reviewing procedures and

policies during accreditation

Involved in MyChart implementation

Champion recruitment, through

departments, events, and initiatives

Develop a working group of current

Champions

Looking Ahead 

BEST PRACTICE GUIDELINES HIGHLIGHT 

PFAs can become Best Practice Champions to ensure Best Practice Guidelines (BPG) are

followed, communicated, and celebrated throughout the organization. Champions, who can

also be health providers and other staff, are people who are passionate about using and

sharing research evidence to improve healthcare in their workplaces. BPGs are developed

by the Registered Nurses’ Association of Ontario (RNAO) to capture domains of practice,

including clinical, administration and education. SHN has implemented 14 evidence-based

BPGs, (including PFCC and Cultural Competency), that positively impact the health and

well-being of our patients and is officially recognized as a Best Practice Spotlight

Organization (BPSO). 

SHN PFA Janie Leopold (see PFAs Love, Scarborough

section) has been instrumental in the recruitment and

engagement of Champions, working with staff at

roadshows and beyond. PFAs are an integral part of

this initiative through their partnership with SHN and

their main role to be the patient voice as we work to

implement various BPGs.

Who are Champions?
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Continue recruitment for new members

Continue involvement in implementation of

the program’s future initiatives and projects

Continue exploring partnerships to improve

dialysis care for all

Looking Ahead 

Utilized the PFA voice in the design of

program expansions and further

development of the program 

(Strategic Planning Day)

Designed and built Epic and MyChart to

capture best practice guidelines and

standards for care delivery

Ensured patient and family centeredness

during COVID-19 safety protocols

Engaged in reviewing procedures and

policies during accreditation

NEPHROLOGY PFAC HIGHLIGHT 

The Nephrology PFAC partners with patients and families from across specialties

and uses their insights and lived experience to improve PFCC. The council focuses

on supporting improvement projects and initiatives that help create a culture that

supports patient engagement with the goal of improving service delivery.

This Year

At every PFAC meeting and during

interactions with the Nephrology program, I

learn so much and I really want to continue to

expand my knowledge in order to best

represent the voice of patients and families.

Who are we?
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Lori Berger-Hegyi

Patient and Family Advisor

Nephrology PFAC Co-Chair



Continue to provide education and training to SHN staff on how to best engage our

patient population and PFAs in program design and improvement initiatives. 

Delivered through additional roadshow presentations, facilitating departmental

level engagements and councils, and through celebrations, such as Patient

Experience Week. 

Exploring new and improved ways to recruit more PFAs to ensure we are meeting the

hospital’s current needs and aligning with our patient demographics (see Appendix H

for PFA Onboarding Process and Interview Guide). 

SHN will be launching a Volunteer Engagement Survey which will include PFA

feedback.

Feedback will be used by the Health Equity, Patient and Community Engagement

Department to create action plans based on the results.

Launch of Patient Partnership Principles which was created in partnership between

staff and PFAs to highlight the importance of partnership in the patient care

experience. The Patient Declaration of Values (see Appendix I) serves as the

foundation for the Principles, which reaffirms SHN’s commitment to PFCC and the

PFAs. This document is a pledge for all regarding quality, safety, and fair treatment

between patients and the healthcare team (see Appendix J).  

Increase the number of departmental PFACs at SHN. 

PFA involvement, specifically at the program level, is incredibly beneficial for not

only staff but the PFAs as well.

Our newly established research institute at SHN, (SHNRI), and the partnership with

UTSC, (SAMIH), will open up new doors for PFA participation in research and

education for medical students and other learners in the coming years.

As we reflect on this past year for the PFA program, we are so proud and thrilled with the

role our PFAs continue to play in the programs and services at SHN. They have assisted

us in improving our quality of care to better meet the needs of our growing and

everchanging Scarborough community.  

Now we look towards next year, where there are many exciting opportunities to come. 

As these and many other changes happen at SHN next year, we will continue to expand

and measure the effectiveness of our PFA program, to ensure we are leading with a

person-centred lens. 

LOOKING AHEAD
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Nephrology PFAC 

Ganesh Shanmugan

Lorna Evans

Everett Evans

Joe Munroe

Joseph Leung

Ariel Gomez

Craig Lindsay

Lori Berger-Hegyi

Bob Sanders

Robert Rynyk

Staff

Sangeetha Navaratnam

Michele James

Ally Ladak

Anjala Kulasegaram

Arlene Walker

Carolyn Tyson 

Catherine Chan

Craig Lindsay

Danny Cassidy

Dave Mortimer

David Martin

Diane Akai

Doreen Ablack

Jagdamba Joshi

Jan Haskings-Winner

Janie Leopold

John Rajendra

Judy Gorman 

Lea Belegris

Lori Berger-Hegyi

Maureen McMaster

Micahi Warner 

Michelle Francis 

Pam Spence

Parshotam (Paul) Bashisht 

Shahnaz Azarbehi

Sudha Datta

Yasmin (Sheron) Dinally

 

Patient and Family Advisory Council (PFAC) 

Patient and Family Advisors

Staff

Flannery Sadler

Susan Lorimer

Ettsa Papalazarou

Patient and Family Advisors

Ethel Macatangay (Doyle)

Mary Yoshida

Program Manager (Rotating)

Social Worker (Rotating)
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Current Patient and Family Advisor Engagement
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