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This document is intended to provide health care organizations in Ontario with guidance as to how they can develop a Quality Improvement
Plan. While much effort and care has gone into preparing this document, this document should not be relied on as legal advice and
organizations should consult with their legal, governance and other relevant advisors as appropriate in preparing their quality improvement
plans. Furthermore, organizations are free to design their own public quality improvement plans using alternative formats and contents,
provided that they submit a version of their quality improvement plan to Health Quality Ontario (if required) in the format described herein.
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Overview

Seaway Valley Community Health Centre (SVCHC) is committed to providing the highest
quality care possible for clients and the community we serve. We employ 37 full
time equivalent positions and have 60 to 70 active volunteers at any given time.

Opened in 2010, SVCHC is a charitable, not-for-profit, community-led and community-
governed organization. We provide primary health care, health promotion and
community development services to residents of Cornwall (a small urban centre) and
the rural area of Stormont, Dundas and Glengarry (SDG) counties. The population of
our catchment area is just over 111, 000.

SVCHC's mission is to support the health and wellbeing of local people and our
community, working through a team and partnership approach. The target populations
SVCHC serves includes older adults, individuals and families with low incomes,
newcomers to Canada and those with issues accessing primary care providers. OQOur
vision is "Working with you for a healthier community"” and our values are as
follows:

-Anti-oppressive and culturally safe

-Based on the social determinants of health
-Accessible

-Population and needs-based

-Grounded in a community development approach
-Inter-professional, integrated and coordinated
-Accountable and efficient

-Community Governed

This year's QIP is aligned with our refreshed 2016-2021 Strategic Plan and other
regional and provincial reporting requirements, including multi-sectoral
accountability agreements with the Champlain LHIN and accreditation standards. We
successfully attained our inaugural accreditation through the Canadian Centre for
Accreditation in August 2018. Within SVCHC's Strategic Plan and our QIP, we remain
committed to providing quality and appropriate accessible care, services and
support to individuals and the communities we serve.

With provincial health system transformation underway, SVCHC will continue to be
active within our sector highlighting how Community Health Centres play a key role
in reducing hallway medicine while providing evidence-informed, quality primary
health care.

Describe your organization's greatest Ql achievement from the past year

SVCHC is very pleased to report that we achieved our first Accreditation in August
2018 through the Canadian Centre for Accreditation (CCA) . Our Board, Staff and
Volunteers demonstrated excellent teamwork over the past few years to ensure
policies, procedures and practices were developed and aligned with CCA standards.

Accredited by e Agréé par
Canadian Centre {4 Centre canadien
for Accreditation de 'agrément

SVCHC was the recipient of enhanced funding for Interprofessional Primary Care
(IPC) Team-based funding and we welcomed new staff including a full-time
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physiotherapy, medical secretary, social worker, registered nurse, registered
dietitian, pharmacist and nurse practitioner. This enhanced funding will enable
increased collaboration with external providers offering integrated Team-based care
and services across Cornwall, Stormont, Dundas & Glengarry.

With ongoing Ministry focus on digital health services, CHCs are considered leaders
in the province as it pertains to electronic medical records. At SVCHC, we have
always worked with a full Electronic Health Record (EMR) and are transitioning from
Nightingale on Demand EMR to Telus P.S. Suites in March 2019. With Telus P.S.
Suites, SVCHC will be working within an EMR common to the majority of CHCs in the
province and common to many solo practitioners. The CHC sector’s EMR data is
centrally hosted which allows for rich provincial, regional and individual CHC data
analysis and comparison capability. The EMR also allows opportunity for eConsult
and eReferral solutions which can avoid unnecessary referrals.

SVCHC was one of four initial sites in the Northern and Eastern Ontario Regions to
begin using the ConnectingOntario Clinical Viewer to view the provincial electronic
health record.

SVCHC is also funded as an Ontario Telemedicine Network (OTN) provider with two
fully-funded nurses dedicated to this program linking external providers and
specialists to our clients and patients of solo practitioners in our broader
community. We have established relationships with dozens of specialists within our
region and with regional tertiary organizations including the Children’s Hospital
of Eastern Ontario, the Royal Ottawa Health Centre and the Ottawa Hospital. The
list of specialists now available in our rural community as a result of OTN service
capacity include, (but not limited to), Cardiology, Cardiovascular surgery,
Dermatology, Endocrinology, General Surgery pre and post op, Hematology, Infectious
diseases, Mental Health and Addictions, Neurology, Nephrology, Oncology, Pain
Management clinic, Physical Medicine and Rehabilitation, Respirology, Transplant
Surgery, etc.

Further, we continue to enhance and expand our partnerships as we explore
initiatives in bringing specialists in virtually into the home of clients unable to
leave their dwellings.

As Co-Chair on the Sub-Regional Health Links Steering Committee, we are committed
to meeting the most complex client needs using a coordinated and systemic
partnership approach. Thus, our digital health activities expand into the
utilization of a shared electronic tool, the Coordinated Care Plan. This enables
involved agencies to update information on one platform about these shared clients
with multiple complexities.

We were also delighted that our Cardiac Rehab program was highlighted in the
evening news on regional television (CTV Ottawa). To view the 4-minute clip, see
https://ottawa.ctvnews.ca/video?clipId=1469953.

SVCHC has been pleased to ensure all staff of SVCHC continue to receive Indigenous
anti-oppressive training as part of our commitment to reconciliation and allyship
with our Indigenous governed member centres and clients. SVCHC will continue to
ensure Board and staff receive certification via the online Indigenous Cultural
Competency Course(s)as a comprehensive, foundational education initiative to
improve our own understanding of the impact of colonization on Indigenous health
care issues, the significance of heath disparities and how our own assumptions and
Stereotypes can affect health care provision. Additionally, SVCHC maintains a
Memorandum of Understanding with our sister CHC, Centre de santé communautaire de
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Equity is key to serving our clients well. The SVCHC Board of Directors
participated in equity training called Inclusive Leadership in Governance. This
training involved four e-leaning modules specific for governance training
developed by the Alliance for Healthier Communities. This course, comprised of
four modules, focused on strengthening the capacity of community-centred primary
health care organization boards in equity, diversity, and inclusion. Also, in terms
of equity. the Board of Directors co-hosted, in partnership with Cornwall Community
Hospital, a 3-part Anti-Oppression Workshop series to explore the dynamics of
homophobia and transphobia in order to deconstruct oppressive attitudes and the
subsequent repression of lgbtg2 citizens.

Equity, in terms of oral health, remains a key focus point for our agency and we
piloted a two-month project, collaborating with a local, private dental office to
serve older adults living on low income. The dental team works in collaboration
with our existing interdisciplinary team for referrals and follow-up care. For
example, within this initiative, staff screened all eligible older adults living on
low income using an evidence-based community screening tool "SCREENIIAB"™ that
ensured those older adults meeting the criteria for malnutrition were offered an
assessment with a SVCHC Registered Dietitian. All older adults, regardless of
screening criteria, were offered access to no-cost nutrition groups as well as
educational information, "A Guide to Healthy Eating for Older Adults". SVCHC will
ensure our pilot project is highlighted as an opportunity for potential future
expansion based on identified need and future funding.

Provincial funding was secured under the “Recruitment and Retention” provincial
campaign for a three-year period (from 2018/19 to 2020/2021). This funding was
earmarked to ensure all CHCS have a pension plan, that salaries were aligned with
industry standard for nurse practitioners, dietitians and health promoters and
finally to ensure all staff received some level of compensation increase (after 8
years of 0% increase/funding freeze).

Patient/client/resident partnering and relations

Community Initiatives Resource Tool (CIRT): The CIRT tool will provide improved
capacity to capture our work related to social prescribing - the work done in
Health Promotion (HP) and Community Development (CD) within our CHC and provide the
big picture of sector activity in this area.

Community Initiatives allows for a shift in thinking from individual treatment and
Personal Development Groups allow us to focus on collective health - both shifting
to system thinking. The CIRT information will provide data that influences
environmental change and behaviour change for upstream thinking in prevention. It
will also allow for enhanced discussion with funders about the more fulsome impact
of Community Health Centre sector’s work. Of significance, CIRT sheds light on work
related to the Social Determinants of Health and provides the ability to measure
impact of specific initiatives on overall community health. CIRT highlights work
which extends beyond Primary Care, supports social prescribing and allows for
planning and implementation of collaborative initiatives using best practices.

Alongside a small number of other CHCs, SVCHC is part of a pilot project with the
Alliance for Healthier Communities and Western University to evaluate the outcomes
of community initiative work. The CIRT reports generated can be used to describe,
monitor and improve a centre's community initiative programming efforts. To date,

SVCHC reports on 14 Community Initiatives.
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Client Satisfaction Survey: Every Fall, SVCHC administers an annual Client
Satisfaction Survey as part of our commitment to our values of service excellence
and accountability to our client base. This year, we were pleased to receive 438
surveys from our clients over a three-week period, representing a 50.5% response
rate of all client primary care encounters over this same time period.

When asked if their provider involves them in decisions about their care, 92.3%
(compared to 91% in the 2017 survey) strongly agreed and 98% indicated that SVCHC
staff treat them with dignity and respect (compared to 96% reported in the 2017
survey). We will continue to evaluate and monitor results from common, core
questions used throughout the CHC sector but also include indicators from the
"Vital 8". The Vital 8 indicators have been identified as a mechanism to tell our
CHC sector's story and demonstrate the impact of the Model of Health and Wellbeing.

Workplace violence prevention
SVCHC is committed to a safe workplace for our clients and staff. The following are
some of our activities used to monitor, reduce and prevent workplace violence:

We have achieved 100% compliance related to SVCHC Staff training. SVCHC staff
complete the Workplace Violence Prevention Training as well as the following
legislated training:

®* Accessibility for Ontarians with Disabilities Act (AODA)

®* WHMIS including Globally Harmonized System of Classification (GHS)
¢ Workplace Violence Prevention Training

¢ PHIPA - privacy legislation Training

* Diversity and Cultural Sensitivity Training.

-All staff continue to receive Crisis Prevention Intervention Non-Violent Crisis
Intervention (CPI-NVCI) training and all staff receives CPI training and/or
refresher training as required on an annual basis. Two SVCHC staff are trained as
CPI Certified Instructors and continue to recertify as pre the requirements. NCVI
Training is a program developed by the Crisis Prevention Institute (CPI) and is
recognized by the Ministry of Labour as appropriate training.

-SVCHC's Occupational Health and Safety (OH&S) Committee tours and inspects the
Centre and communicates with staff minimally on monthly basis to identify safety
concerns, potential risks or repairs needed. The OH&S Committee conducts routine
fire drills and ensures training for all staff on new and revised safety policies
and procedures. The OH&S committee members (Supervisors and Staff) are trained as
per the requirements of the Ontario Ministry of Labour -Occupational Health and
Safety Act, 1990.

-All incidents are reported using a standardized form including a risk assessment
within 24 hours of the occurrence. The manager, Executive Director and Health and
Safety Committee review these incident reports. A summary of the Reports is
prepared regularly and submitted to the Board of Directors by the Executive
Director. All incidents allow our team to regularly review our policies and
procedures to ensure that best practices are in place and allow for enhanced
training as required to ensure a safe workplace.

As per the annual reporting requirements of the Information and Privacy
Commissioner’s Office of Ontario, SVCHC is proud to report there were no privacy
breaches in 2018-2019.
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-The MDS Manual is reviewed and updated regularly and as required.

Contact Information
Debbie St John-de Wit
Executive Director
613-930-4892 x 101

Other

In summary, SVCHC successfully completed Accreditation with the Canadian Centre for
Accreditation in 2018/19.

SVCHC is one of the few CHCs funded in 2018-2019 for an expended interprofessional
team of Allied Health staff to deliver Team-Based Care working collaboratively with
external providers.

SVCHC is also actively involved in social prescribing and has several examples to
share, including offering a Social Drop in Program for former workshop clients,
organized movie nights for LGBTQ clients, nutrition classes, exercise classes, etc.

fitsg rgc:c?mffmended that the following individuals review and sign-off on your organization's Quality Improvement Plan (where
applicable):

| have reviewed and approved our organization’s Quality Improvement Plan

Board Chair ' .:: 12 Al (signature)
Quality Committee Chair or delegate 9{ (}ZJ‘“’%&\ (signature)
Executive Director/Administrative Lead - ,e% = ?7/;;2‘ (signature)

Other leadership as appropriate : 4.7 (signature)
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