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QHC has been accredited with the highest 
designation of “Exemplary Standing” after 
meeting 99.9% of the national criteria for the 
organization’s quality and safety of care. 
   In May 2015, Accreditation Canada 
surveyors visited all four QHC hospitals 
and delved deep into all patient care 
areas, clinical standards and most hospital 
departments to determine how well they 
measure up against national standards for 
quality of care.  Out of 2,400 criteria, just 
three were unmet, for an overall compliance 
of 99.9%. 
   The surveyors were extremely impressed 
with what they saw during the week-long 
accreditation survey. Lead Surveyor Jim 
Hornell pointed out that staff, physicians and 
volunteers were “knowledgeable, engaged 
and extremely patient focused”.  

Exceptional care, 

Over the past four years, all Ontario hospitals 
have been transforming the way they deliver 
care, led by the Ontario government’s Action 
Plan for Health Care. The plan puts more focus 
on wellness and chronic disease management, 
with more care delivered at home and in the 
community, rather than in a hospital. 
   This shift will help address three important 
realities in health care delivery:  
1. Specialized services continue to be 
consolidated at larger hospitals to enhance the 
quality of care and make better use of limited 
resources; 
2. Hospitals need to adjust to better care for 
an increasingly elderly population, with more 
chronic diseases; 
3. If we want a sustainable health care system 
for future generations, we need to reduce 
spending in the hospital system and invest in 
health care services that keep people healthy 
and at home. 
   As QHC continues to look for ways to 
meet these challenges, we want to ensure 

we are making the best possible decisions 
based on what the local communities have 
identified as their health care priorities. We 
have undertaken an extensive community 
engagement process and are working closely 
with our health care partners in order to 
determine how we can best meet local health 
care needs, within the funding we have 
available. 
   Throughout this transformation, the QHC 
Board and Senior Leadership Team remain 
committed to all four QHC hospitals. Each 
hospital has a unique, but evolving role in 
meeting the changing needs of our patients 
and all four hospitals are tremendously 
important to the regional health care system.
   It is very important for our patients, families 
and community members to understand that 
although QHC continues to undergo significant 
change – just like most other hospitals in 
Ontario and Canada – we also continue to 
provide high quality and safe care. 
   Our 99.9% score on our recent Accreditation 
demonstrates that the entire QHC team is 
meeting national best practices when it comes 
to the quality of care we deliver. This is a 
remarkable achievement for everyone who 
works and volunteers at QHC and we couldn’t 
be prouder.  
   Our sincere thank you to all our staff and 
physicians who remain committed to delivering 
the highest quality care and best patient 
experience possible, in the midst of significant 
change and other challenges. We are also 
indebted to our Auxiliaries, Foundations and 
health care partners for their tireless support 
in helping us to deliver on our vision of 
“exceptional care, inspired by you.”

Steve Blakely  Mary Clare Egberts
Board Chair  President & CEO

Letter from the Chair and CEO QHC 2014/15 highlights
• QHC and its PECMH 
redevelopment 
planning partners 
passed the first 
milestone in December 
2014 when the LHIN 
approved  
the pre-capital 
submission – the first 
major milestone in building a new hospital 
in Ontario. 
• QHC NHH has benefited from a $500,000 
investment over two years from the 
Ministry of Health and Long-Term Care. 
The funding enhanced diagnostic imaging 
services and shared access to health 
records between the hospital and family 
health teams and provided ongoing 
education for hospital staff. 
• Following the relocation of the 
Cystoscopy Clinic to TMH, thousands 
of patients from across the region with 
urological disorders are now being 
diagnosed and treated in one patient-
friendly location.
• A specialized Acute Stroke Unit opened 
as the final piece to the comprehensive 
stroke program at BGH. This allows 
patients in the region to have the 
specialized care and resources proven to 
lead to the best possible stroke recovery.  
• QHC worked with the Community Care 
Access Centre and Local Health Integration 
Network to implement the Integrated 
Community Assessment and Referral Team 
(iCART) to better assess, support and 
coordinate care for frail elderly people in 
their homes.
• Medication reconciliation software 
rolled out across QHC to enable physicians 
and staff to easily capture an accurate 
medication history for patients – a key 
enhancement to patient safety. 
• Thanks to the generosity of local 
residents and businesses, the Foundations 
that support QHC provided $5.5 million in 
funding in 2014/15 for urgently needed 
medical equipment and redevelopment.
• In 2014, over 1200 dedicated volunteers 
gave 110,000 hours of time in support of 
QHC hospitals, patients and families.
• QHC finished the year in a balanced 
budget position for the sixth year in a row. 

He mentioned a number of areas that 
stood out for their exemplary work and 
improvements from the previous survey. 
   QHC Board Chair Steve Blakely said, “This 
award sends a strong message that QHC 
provides excellent care in keeping with 
national best practice standards and that staff 
and physicians are focused on continually 
improving the work they do.”
   President & CEO Mary Clare Egberts was 
thrilled to share the results. “We have 
achieved an Exemplary Standing with 99.9% 
because everyone at QHC is committed to 
delivering quality patient care and are always 
striving to improve. I am so proud to be part 
of this organization because I know we strive 
to deliver exceptional care every day.”  
   The full Accreditation Canada report is 
available at www.qhc.on.ca

Quinte Health Care recognized for providing exemplary care

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
     Respect everyone
     Take ownership
     We all help provide care
     Always strive to improve

inspired by you 
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Web site:  www.qhc.on.ca
Email:   info@qhc.on.ca
Phone:  613-969-7400
North Hastings: 613-332-2825

About Quinte Health Care
QHC is an integrated system of four 
hospitals working with our partners 
to provide exceptional care to the 
people of our communities.
QHC Belleville General Hospital 
QHC North Hastings Hospital
QHC Prince Edward County  
         Memorial Hospital
QHC Trenton Memorial Hospital 

With a core value of “We Always Strive 
to Improve”, QHC staff and physicians are 
continually seeking opportunities to improve 
in small and big ways. Patient care and support 
areas at all QHC hospitals hold daily or weekly 
“improvement huddles” to gather staff ideas 
and implement changes to improve care, 
patient experience and staff work life. 
   One improvement example was the Oncology 
team working together to change their 
processes so that Oncology patients are waiting 
significantly less time before they see a nurse 
or physician. 
   As a result of the team efforts, in one year, 
the average time spent in the waiting room 
went from 60 minutes to 15 minutes. “Walking 
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QHC staff and physicians focus on quality improvement 

QHC receives workplace award
 
QHC was honoured in 2014 with a Gold Level 
Quality Healthcare Workplace Award from 
the Ontario Hospital Association and Ministry 
of Health and Long-Term Care. This award 
annually recognizes Ontario health care 
organizations for their efforts to improve the 
quality of work life. Awards are judged by a 
panel of workplace experts who examined the 
actions taken by QHC and the results.
   “While we know it is an ongoing journey 
to become an exceptional workplace, this 
gold level award is recognition that we have 
implemented quality workplace best practices 
among Ontario hospitals,” said QHC President 
& CEO, Mary Clare Egberts.

Working with our partners to improve 
health care for tomorrow

A new project was introduced in late 2014 
that will develop a more integrated system 
of health care between the South East 
Ontario hospitals and Community Care 
Access Centre (CCAC).  
   The goal of “Health Care Tomorrow: 
Hospital Services” is to identify options for 
how hospitals can best meet patient needs, 
now and into the future. It is recognized that 
hospitals are challenged to keep up with the 
changes in patient needs, primarily driven 
by an aging population and an increase in 
chronic conditions. When the hospitals work 
even more collaboratively together, there 
is opportunity to provide better care for 
patients within available financial resources. 
For example, this could mean more shared 
services and shared leadership positions 
between hospitals.   
   “Working groups are considering where 
we can possibly share services and where 
we can make other changes in order to 
improve the patient experience, while 
reducing cost and maximizing efficiency in 
our health care system,” said QHC President 
& CEO Mary Clare Egberts. 
   High level opportunities identified by 
the working groups will be presented to 
the hospital Boards and the South East 
Local Health Integration Network Board in 
summer 2015 for approval to proceed with 
more detailed planning.    
   More information is available at  
www.healthcaretomorrow.ca

2014/15 QHC Balanced Scorecard Results
Direction Enhance the 

Quality and 
Safety of Care

Create an 
Exceptional 

Patient 
Experience

Provide 
Effective Care 

Transitions

Be an 
Exceptional 
Workplace

Improve 
Strategic 
Enablers

Goal Medication 
reconciliation

ER lengths of 
stay

Clinical 
pathways

Employee 
engagement

Financial health

Target Medication 
reconciliation 

for patients on 
admission  

≥ 62%

 Length of 
stay in ER 

for admitted 
patients 

≤ 17.5 hours

Patients using 
pathways (COPD, 

CHF, stroke and 
pneumonia)

≥ 75% 

Positive 
employee 

engagement 
score
≥ 64%

Total margin 
≥ 0

2014/15 
Performance

67.8%• 24.1 hours 


79.0%• 51.4%


0.08%•

One sign of success: an  
almost empty waiting room

through the doors 
of the Dr. Douglas 
A. MacIntosh 
Oncology Clinic 
you now see only 
one or two people 
waiting, where 
before there was 
standing room 
only,” said the clinic manager.
   Previously, a patient would spent three hours 
in the clinic for a 45-60 minute appointment. 
That time was brought down to two hours and 
the team set a new target of 100 minutes. 
   Just one example of a QHC team striving to 
improve for the benefit of their patients.

Behavioural Supports  
Transition Unit opens at QHC

QHC and its  
partners opened  
a new inpatient  
unit in March,  
specifically  
designed for  
adults living with dementia or cognitive 
impairments who need help managing the 
challenging behaviours that are often a part of 
these conditions. 
   The Behavioural Supports Transition Unit  
(BSTU) provides a calm, therapeutic and 
sensitive environment where a team of health 
care professionals can work with the patient 
and family on a treatment plan.  Patients stay in 
the unit between 90 and 120 days with the goal 
of stabilizing their behavior so that they can 
return home, to a retirement home or long-
term care home. 
    Early testimonials from family members are 
extremely positive: “My husband’s behavior 
and happiness has, despite his debilitating 
and progressive disease, increased immensely 
at the BSTU. Now, he smiles often, is eating 
regularly and participates in activities.”
   Although the BSTU is housed within Belleville 
General Hospital and QHC manages the 
program, it is a regional service available to 
seniors in South Eastern Ontario hospitals, 
long-term care homes, retirement homes 
and community settings. It was developed in 
partnership with the South East LHIN, CCAC, 
Providence Care, Long Term Care Homes, 
Hospitals, Lived Experience Network and the 
Alzheimer’s Society. 


