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Every day we are inspired by stories of hope, courage and healing that occur all 
around us at Quinte Health Care. Staff members going out of their way to deliver 
compassionate care; a volunteer sitting quietly at a bedside, holding a patient’s 
hand; a patient determined to lead a healthy life; a donor determined to make a 
difference; a new baby bringing tremendous joy to a family; and a physician skillfully 
performing a life-saving procedure. Patients access QHC services 350,000 times 
every year, each with their own stories, each inspiring in their own way. It is our honour 
to serve these individuals by working to provide the best possible health care and an 
exceptional hospital experience. 

This strategic plan was developed to provide a solid foundation for every patient 
experience and each decision we need to make at Quinte Health Care over the next 
five years. It will ensure we are working towards a common vision and that we have 
the right strategies in place to accomplish it. 

While our mission explains why QHC exists, our new vision and values define what 
our communities and staff want QHC to be. The four strategic directions and eight 
priorities outlined in this plan will help us to achieve this vision over the next five 
years. They will be used to create tactical plans, focus our projects and help us make 
decisions on how to allocate our limited resources. The strategic directions will also 
ensure we are building on the strengths of each of our four hospitals and determining 
how QHC can best work with our partners to meet community needs. 

We can say with confidence that this strategic plan has been inspired by the people 
and communities we serve. We went to great lengths over a seven month period 
to listen to the people who work at and use our four hospitals in order to ensure 
that our limited resources would be focused in the right direction, according to the 
people we serve.

Thank you for contributing your voice to the future of Quinte Health Care through 
this process. Thank you for the continued passion we heard about this organization 
and health care more generally. 

We are excited about the future of QHC and invite you to join us on the journey to 
ensure we are consistently delivering “exceptional care, inspired by you.” Together, 
we will achieve this vision.

Brian Smith Mary Clare Egberts   Dr. Dick Zoutman
Board Chair  President & CEO  Chief of Staff

A Message from the 
Chair, CEO and Chief of Staff



Exceptional care, inspired by you

Who is Quinte Health Care?
Quinte Health Care is an integrated system of four hospitals working with our 
partners to provide exceptional care to the people of our communities. Our 1,700 
staff members and over 300 medical staff provide a wide range of specialized health 
care services to the residents of Prince Edward and Hastings Counties and the 
southeast corner of Northumberland County. Across the four QHC hospitals, care is 
provided through 265 inpatient beds; four emergency departments; operating rooms 
at three hospitals; a full range of diagnostic services; a rehabilitation day hospital; 
children’s treatment centre; ambulatory care clinics; and community mental health 
programs.

Each QHC hospital has an important and unique role to play in ensuring we are 
meeting the primary health care needs of each community, in addition to the more 
specialized needs of patients from right across the region. 

The diverse services provided across QHC are organized into five clinical programs: 
Emergency & Primary Care; Medicine & Critical Care; Maternal & Child Care; 
Surgery;  and Mental Health/Rehabilitation/Complex Continuing Care. 

These programs are supported by diagnostic services and various administrative and 
clinical support areas. Our team is comprised of a wide variety of professionals, in areas 
such as nursing, physicians, support services, pharmacy, clerical, diagnostic services, 
rehab therapies, personal support workers, social workers and administration.

QHC continues to work collaboratively with our funder, the South East Local Health 
Integration Network (LHIN), and our regional health care partners on a wide-range 
of initiatives designed to make the health care system in southeastern Ontario more 
effective and efficient. We will continue to play a leadership role as we look for 
long-term solutions to system-wide issues such as increased demand, diminishing 
financial and human resources; and ensuring our patients are receiving the right care 
from the most appropriate provider for their needs. 
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Take Ownership...
As soon as they approached her for 
directions to Dr. Leal’s urology clinic, 
Pam Pettigrew, President of the Trenton 
Memorial Hospital Auxiliary, could tell this 
young woman and her mother were both 
worried and lost. “It turns out they had 
driven six hours after being on a waiting 
list for two years. So I immediately said, 
‘You are going to love Dr. Leal! He is a 
real sweetheart and will talk to you and 
explain everything.’ Then I escorted them 
to the clinic and told them my name and 
where they could find me if there was 
anything else I could do. A little while 
later I felt arms fly around from behind me 
in a big bear hug. The young woman said, 
‘You were so right. Dr. Leal is just 
wonderful.’ I could tell both her and her 
mom were so happy and reassured. 
Dr. Leal knew they were coming a great 
distance, and he had scheduled the 
procedure for the next morning so they 
didn’t have to stay over another night.
This kind of thing happens all the time. 
There is always something small you can 
do for someone to take the stress away, 
to do your best to make them feel not so 
afraid and lost.”

QHC Belleville General Hospital provides the bulk of 
the specialized hospital services to the region, including 
critical care, inpatient surgery, obstetrics, oncology, mental 
health, complex continuing care and rehabilitation.

QHC north Hastings Hospital plays a critical role in the 
northern part of the region by making services available 
closer-to-home and, when needed, providing rapid access to 
specialist care in Belleville.

at QHC prince Edward County Memorial Hospital, 
the long-term vision is to create a fully-integrated hospital 
with our community health care partners, including the Prince 
Edward Family Health Team, that would be a new model for 
rural health care in Ontario.

QHC Trenton Memorial Hospital has become a 
regional centre for outpatient services, providing an 
expanding range of ambulatory surgeries and clinics for 
patients from right across the region. 
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As we undertook a strategic planning process for QHC, the Board of Directors was 
determined that the plan would be built based on input from the wide range of 
people who work at QHC or use our services. This includes: patients and families, 
community members, municipal leaders, health care partners, Foundations, Advisory 
Members, staff, physicians and volunteers. 
 
An extensive two-phase community engagement process was undertaken over 
seven months, which provided a variety of options for people to have their voice 
heard about the future of QHC. There were community meetings, online and paper 
surveys, social media tools, discussion papers, focus groups, one-on-one meetings 
and two strategic planning summits with key leaders. In the end, about 800 people 
provided their input into this strategic plan. We listened, compiled all of the feedback, 
and examined the key themes in order to ensure we are meeting the unique and 
diverse needs of our communities, now and into the future.

People in this region continue to be passionate about their local hospitals and as a 
result we received a wealth of input and feedback that was used to create the vision, 
values and strategic directions. The more specific feedback we received will be used 
to create the detailed tactical plans as a next step in our process.

Strategic Planning Process
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We all help 
provide care...
“After having orthopaedic surgery at 
QHC, a patient thanked the surgeon for 
the successful procedure and care he 
had received. The doctor responded by 
explaining to the patient that he was just 
one member of the team and took the 
time to recognize all the staff who were 
a part of the successful surgery, from the 
staff in reprocessing who sterilized the 
equipment, right through to the nurses 
in the recovery room.” 

What We learned

We heard that QHC primarily needs to focus on improvement 
in the following areas:

•	Creating more of a customer-service culture, including   
 care that is patient and family focused, rather than provider   
 focused. 
•	Reducing wait times, particularly in the emergency rooms. 
•	Providing enhanced support for people with chronic health   
 conditions and the elderly.
•	Making it easier for patients to transition from hospital   
 back to their home or between hospitals.  
•	Creating better information sharing and collaboration 
 between health care providers, both within QHC and 
 between QHC and other providers in the community.  
•	Considering the elderly population and lack of public   
 transportation between the hospitals whenever making 
 decisions about access to services. 
•	Looking for creative ways to reduce the need for patients   
 to travel, such as the increased use of telemedicine.
•	Making improvements to the physical space and amenities  
 for patients and for people working at QHC.
• Creating a healthy work environment, with a focus on:   
 professional development opportunities and 
 education; staff scheduling and staff recognition programs.
•	Clarifying the roles and lines of accountability among our   
 staff and physician leaders. 
•	Improving the roles for volunteers within the hospitals. 
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In addition to input from our staff and communities, this strategic plan is also 
informed through extensive research of our population demographics, current 
patient mix, referral patterns and general health care trends in Ontario and across 
Canada. In general: 

•  The average age in the QHC region is higher than the provincial average, 
 between five and 10 years ahead of the baby boom for the province.  
• The population over age 65 will increase significantly in the next 20 years,   
 with citizens over 85 almost doubling in that time. 
• Patients over 65 use a higher rate of hospital resources, with patients age   
 65 to 76 accounting for almost one quarter of all ambulatory surgery cases,  
 despite representing only about 2% of the population. Patients age 85 and  
 over account for almost 10% of all inpatient visits. 
• Health indicators reveal significant health issues in our communities 
 (e.g., high blood pressure, chronic pain, obesity).
• Behaviors also indicate potential for health issues (e.g., higher percentages of 
 daily smokers and heavier drinkers). However, more people in this area are   
 physically active and eat healthier than the provincial average. 
• Rates of chronic diseases are higher in this region than the provincial average  
 (e.g., arthritis, diabetes, asthma, mood disorder).

Respect everyone
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Strategic Directions
1. Enhance the Quality and Safety of Care
2. Create an Exceptional Patient Experience
3. Provide Effective Care Transitions
4. Be an Exceptional Workplace

Our MiSSiOn
We are an integrated system of four hospitals 
working with our partners to provide exceptional 
care to the people of our communities.

Our ViSiOn
QHc will provide exceptional and compassionate care. 
We will be valued by our communities and inspired by 
the people we serve.

Our ValuES
• Imagine it’s you (Compassion)

• Respect everyone (Respect)

• Take ownership (Accountability)

• We all help provide care (Teamwork)

• Always strive to improve (Learning)
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Understanding the mission, 
vision and values 

Our vision defines what our patients want us 
to be as an organization. It is a description of 
Quinte Health Care in 2017, when we have 
successfully implemented this strategic plan. 

We know our patients expect to receive 
high quality and safe care every time they 
come to Quinte Health Care, but they also 
deserve the care to be compassionately 
delivered with each interaction. 

Through continued feedback, we also know 
that the people in our communities are 
passionate about their local hospitals, perhaps even more so than in most communities in 
Ontario. Our vision is to ensure that community members also see the overall Quinte Health 
Care system as a valued part of the community. That they support our Foundations, seek 
volunteer opportunities and recommend QHC as the place to work and the place to receive care. 

Finally, we want to be patient-focused in all our decisions and inspired by the patients and 
family members we serve. This also means continuing to seek out input from our communities 
to ensure we are making the right decisions, according to the people we serve.

Our Vision
QHC will provide exceptional 

and compassionate care. 
We will be valued by our 

communities and inspired 
by the people we serve.

Imagine it’s you



Understanding the mission, 
vision and values 
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Our values are the beliefs we share. 
They influence how we make decisions 
and guide the way we work with each 
other, with our patients and our partners. 
With the help of our communities, QHC 
also developed a Patient Declaration of 
Values that remind us of what is most 
important to our patients and families 
(see pages 13). 

Compassion - Imagine it’s you 
We will show empathy and compassion 

with every interaction, always treating others as we would want to be treated if we were that 
patient, that family member or that co-worker. We will remember what drew us into careers in 
health care and take an extra moment to ensure the patient feels he or she has been treated 
as an individual person.  

Respect - Respect everyone
No matter who we are interacting with and for what purpose, we will treat each other with  
dignity and respect. We will try to see situations from the other person’s perspective and 
respectfully let others know if we feel we are not being treated appropriately. 

Accountability - Take ownership
When we see a problem, we will fix it. If we see that something is not working, we will bring 
forward possible solutions and then be part of the team that solves the issue. We will take 
ownership for our own actions and hold each other accountable to do the same. We will take 
pride in everything we do.

Teamwork - We all help provide care
Whether I am a physician or physiotherapist, a staff member in food services or in finance, I 
know that everyone at QHC helps provide patient care. The patients are why we exist as an 
organization and why we are enthusiastic to come to work each day. Every one of us has a role to 
play in the health care team and we will recognize and value every team member’s contribution. 

Learning - Always strive to improve
Like every highly successful organization, we will make continuous improvement a part of 
day-to-day operations. As individuals and as teams, we will constantly seek out opportunities 
to make the patient’s experience better, a procedure safer or a process more efficient. We will 
be comfortable talking about our mistakes because each one is viewed as a potential learning 
experience for all. We will embrace life-long education and support others in 
their professional development and learning. 

Our Values
Imagine it’s you

Respect everyone
Take ownership

We all help provide care
Always strive to improve
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The four strategic directions and eight priorities outlined on the following pages 
were developed based on all the input we received from the communities, staff, 
physicians and volunteers. They were designed to help us achieve our vision of 
“Exceptional Care, Inspired by You” and will be used to create more detailed 
plans, focus our projects and help us make decisions on how to allocate our 
limited resources.  

1. Enhance the quality and safety of care
When we are successful, QHC will be continually enhancing the quality and 
safety of care, in an environment that reduces risk for patients and staff. 

This will mean:		•	We	have	a	culture	where	staff,	physicians	and	volunteers	
     continuously strive to improve quality.
	 	 •	We	monitor	our	quality	and	safety	and	proactively	identify	
     improvements.
	 	 •	We	actively	identify	and	manage	the	risks	to	our	patients	and		
     our staff, physicians and volunteers.

Our first priorities to enhance the quality and safety of care are to:
a. Establish a comprehensive quality and safety program.
b. Institute a comprehensive approach to risk management.  

2. Create an exceptional patient experience
When we are successful, patients and families will feel we have anticipated their 
needs and created an exceptional hospital experience. 

This will mean:		•	Patients	and	families	recommend	QHC	to	anyone	needing	care.
	 	 •	Staff,	physicians	and	volunteers	consistently	deliver	
     compassionate care.
	 	 •	We	review	the	services	at	all	of	our	hospitals	and	look	for	
     innovative ways to meet patient and family needs.
	 	 •	We	are	recognized	as	an	organization	that	meets	the	needs		
     of seniors and those living with chronic illnesses. 

Our first priorities to achieve an exceptional patient experience are to:
a. Create a “patient and family first” culture.
b. Improve the admission and discharge process for patients and families.

Strategic Directions

Exceptional care, inspired by you
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3. Provide effective care transitions
When we are successful, patients and their families will find it easier to move 
through the healthcare system and get the care they need. 

This will mean:		•	We	work	with	our	local	healthcare	partners	to	meet	the	needs		
       of patients in an integrated manner.
	 	 		•	Our	staff	and	physicians	understand	the	role	of	all	providers		
       and can identify care options that meet patient needs in the  
       community.
	 	 	 •	Community	members	know	the	health	care	services	available		
       throughout the region and how to access them.

Our first priorities to provide effective care transitions are to:
a. Identify options for offering services closer to home.
b. Smooth the care transitions for patients both within QHC and with the 
 community, including the alignment of services between QHC and community  
 partners. 

4. Be an exceptional workplace
When we are successful, staff, physicians and volunteers will be proud to 
recommend QHC as the place to work.

This will mean: 	•	We	support	our	staff	and	physicians	in	managing	their	daily		
      work pressures.
	 	 	 •	Staff,	physicians	and	volunteers	are	provided	with	opportunities		
       to learn and grow at QHC.
	 	 	 •	Our	staff,	physicians	and	volunteers	live	our	values	daily.
. 
Our first priorities in order to achieve an exceptional workplace are to:
a. Create and implement an education and development plan for staff, 
     management, physicians and volunteers.
b. Design an inter-professional practice framework that addresses issues with    
     communications and teamwork.

Strategic Directions
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For each of the strategic directions and priorities, QHC will 
develop tactical plans to move us towards achieving the 
vision. There will also be supporting plans in the areas of 
clinical services, capital development, eHealth, human 
resources, communications and finance. The tactical plans 
will be three to five year rolling plans that will be reviewed and 
updated as part of the annual planning cycle. 

A balanced scorecard will be developed in order to measure 
the implementation of the strategy and the effectiveness of 
hospital operations. The Board will then review and update the 
strategic plan as needed. 

Although not a strategic direction or priority, ongoing fiscal 
prudence will continue to be an important driver for QHC. We 
recognize that in order to be successful over the next five years, 
we will need to find more efficient ways of operating and ensure 
we are maximizing every available resource. This will help to 
ensure the ongoing stability of our services and a healthy future 
of our four hospitals. 

Ongoing communications and engagement with our 
communities, staff, physicians, foundations, volunteers and other 
partners will also be key to achieving “exceptional care, inspired 
by you.” We want to ensure that everyone understands their 
role in reaching this vision and that we are providing ample 
opportunity for everyone to have their voices heard about the 
future of Quinte Health Care. 

Making the Plan Come Alive

Imagine It’s You
“For Lisa Mowbray, Patient Services 
Manager at QHC Prince Edward County 
Memorial Hospital, there is one story that 
“has stayed in my soul and will for some 
time. A few months ago one of our local 
physicians in Picton – Dr. Josh Colby – 
went to the bedside of a palliative 
patient to play his violin for him. 
The patient was a musician himself, so 
Dr. Colby did this not only as the patient’s 
physician, but as a tribute from one 
musician to another. The family members 
and staff were all in tears, but tears of joy 
and thanks for such a touching sentiment. 
The patient passed not long after.” 
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Based on community input, Quinte Health Care created a Patient Declaration of Values. 
We are committed to delivering care that is guided by these values because our patients 
and their families have told us they are most important to them. 

Compassion (Imagine It’s You)
•	My	family	and	I	will	be	shown	empathy,	patience	and	respect	in	every	interaction,	
 especially at our most vulnerable.
•	I	can	feel	confident	that	QHC	is	striving	to	consistently	meet	my	expectations	throughout		 	
 my entire hospital experience.
•	I	will	feel	protected	in	a	clean,	comfortable	and	safe	environment.
•	My	access	to	appropriate	care	and	services	will	be	as	easy	and	timely	as	possible	to	
 support me in maintaining my optimal health.

Respect (Respect Everyone)
•	 I	know	that	my	personal	dignity	and	privacy	will	be	respected.
•	Regardless	of	who	I	am,	and	what	my	abilities	may	be,	I	will	receive	fair	and	accessible		 	
 treatment that balances the competing needs of all patients.

Accountability (Take Ownership)
•	 I	will	have	the	opportunity	to	express	concerns	and	get	answers	to	my	questions.
•	 I	will	be	immediately	informed	if	an	error	is	made	and	the	process	to	correct	the		 	 	
error will be explained to me.

Teamwork (We all help provide care)
•	 I	will	be	given	complete	information	about	my	diagnosis	and	treatment	in	a	way		 	 	
that I can understand, so that my family and I can be active participants in my care    
and make informed decisions.
•	My	health	care	team	will	collaborate	with	each	other	and	with	others	outside	of	the		 	
organization to optimize my personal health and abilities while I am at the hospital    
and to plan my discharge home.

Learning (Always strive to improve)
•	 I	can	feel	confident	that	I	am	receiving	the	best	possible	care	the	hospital	can	
 deliver, using up-to-date knowledge and the intelligent use of available resources.
•	My	care	will	be	provided	in	the	safest	way	possible	to	reduce	the	likelihood	of	
 errors or harm. 
•	QHC	will	learn	from	my	patient	experience	to	improve	the	care	provided	to	others.

Patient Declaration of Values
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Earlier this year, there were so many call bells lighting up the nurses’ station on the Complex Continuing Care unit 
that it was nearly impossible for staff to answer them in a timely manner. The manager and staff knew a change was 
needed. Pam Melanson, Manager, explains “It was important to look at ways we could manage the care proactively 
to ensure basic needs are met, but without the need for frequent use of the call bells for non-urgent needs.” 
The solution was to begin “rounds” each hour, asking every patient if they need the washroom, if they can reach 
everything they need, if they need help moving into a more comfortable position. As a result, patient satisfaction has 
increased, call bell use has decreased and there are fewer patient falls on the unit. Staff report they have more time 
to be with their patients and fewer interruptions when administering medications. Most importantly, patients know 
there will be someone to check on them soon. One nurse recently asked a patient why she hadn’t used her call bell 
to request help sooner. The patient responded, “Oh I didn’t need to. I knew someone would be in soon.” Pam says 
this initiative has been a success because “I am fortunate to work with professionals that always put the care of the 
patient first. After 30 years of nursing I still view every patient as my mother or father in terms of the care they are 
entitled to receive.”

Always strive to improve...

What We Ask of Patients and Family Members

As our partners in care, we ask that patients and family members also respect the 
following values while at QHC. 

Compassion (Imagine It’s You)
•	Treat	staff,	volunteers,	other	patients	and	families	with	understanding	and	dignity.	
•	Try	to	be	flexible	and	understand	that	not	all	answers	can	be	provided	right	away.	

Respect (Respect Everyone)
•	Follow	hospital	rules	and	treat	hospital	property	with	care.	

Accountability (Take Ownership)
•	Ask	questions	when	you	do	not	understand.	Share	your	concerns	with	us.	
•	Strive	to	attend	your	appointments	and	inform	us	of	any	changes	to	your	schedule.	

Teamwork (We all help provide care)
•	Listen	openly	to	the	information	provided	by	your	health	care	team.	
•	As	family	members	at	QHC,	provide	comfort	and	support	in	the	special	ways	that		 	
only families can.

Learning (Always strive to improve)
•	Acknowledge	the	important	role	QHC	has	in	education	and	contribute	to	the	
 experiences of students and learners. 
•	Let	us	know	how	we	can	improve	the	quality	of	care	at	QHC.



Exceptional care, inspired by you

QHC Belleville General Hospital 
265 Dundas street east, Belleville, ON, K8N 5a9
(613) 969-7400

QHC north Hastings Hospital
1-H Manor Lane, P.O. Box 157, Bancroft, ON  K0L 1c0
(613) 332-2825

QHC prince Edward County Memorial Hospital
403 Main street east, Picton, ON, K0K 2t0
(613) 476-1008

QHC Trenton Memorial Hospital
242 King street, trenton, ON, K8V 5s6
(613) 392-2540

www.qhc.on.ca  • info@qhc.on.ca

Respect everyone
Logan was a well-known and loved volunteer at Quinte 
Health Care. A gentle yellow labrador with a sweet 
disposition, Logan was perfect for visiting patients as part 
of the therapy dog program run by the Belleville General 
Hospital Auxiliary. The patients all looked forward to his visits 
with his owner, Leona Gosson.
“Joan” was the type of patient in Complex Continuing Care 
who had very much retreated within herself. She could no 
longer communicate or even seem aware of her surroundings. 
Still, every time they were on the unit, Logan’s owner would 
make the point of placing Joan’s hand on the dog and helping 
her to pet him. Then one day while Joan was patting Logan, 
Leona remarked, “Isn’t he soft, Joan?” and much to everyone’s 
amazement, Joan replied, “Yes, he is soft.”


