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implementing the strategic plan

For each of the four strategic priorities, QHc leaders and staff are developing annual plans that will 
move us towards exceptional care, inspired by you. these detailed action plans are based on what 
we heard from staff and physicians during the strategic plan engagement process and research 
into best practices. Each priority has an executive sponsor and steering committee that will monitor 
progress against specific goals to determine if the identified initiatives are having the desired impact, 
and make adjustments as needed. 

QHc leadership and the Board of Directors will monitor the implementation of this strategic plan 
through a scorecard with goals and targets for each of the priorities. 

although not a strategic direction or priority, we also need to continue to ensure QHc’s ongoing 
financial health. the entire health care system faces the challenge of caring for an aging and 
growing population with increasingly complex chronic illnesses, within limited financial resources. 
We must maximize every available resource at QHc to ensure the ongoing stability of our services 
and a healthy future for our four hospitals. 

the essential ingredient to successfully implementing this strategic plan is ensuring all our staff and 
physicians understand how, on a daily basis, they can contribute to its success. annual QHc goals 
are translated into unit and department-level goals so that staff and physicians are making regular 
improvements that feed into one or more of the strategic priorities. this approach builds on the 
“grassroots transformation” philosophy that was first implemented in specific departments at QHc 
in 2016 and is being spread throughout the organization. this is creating a culture of continuous 
improvement, where every staff member and physician has the skills, tools and permission to 
identify and implement improvements that enhance patient care and improve the work experience. 
By harnessing the collective expertise, ingenuity and dedication of the team of 2,000 QHc staff and 
physicians, we will deliver on “exceptional care, inspired by you.” 

Our Values

imagine it’s you
We show empathy and compassion with every interaction, always treating others as we would want 
to be treated. We remember what drew us into careers in health care and take an extra moment to 
ensure we are treating each patient and coworker as an individual person. 

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

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

We all help provide care
Whether it’s a physician or physiotherapist, a staff member in food services or finance, 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 recognize and value every team member’s contribution. 

always strive to improve
as individuals and as teams, we constantly seek out opportunities to make the patient’s experience 
better, a procedure safer or a process more efficient. We are comfortable talking about our mistakes 
because each one is viewed as a potential learning experience for all. We embrace life-long learning 
and support others in their professional development. 

www.qhc.on.ca
info@qhc.on.ca



Message from the cEO and chair

For 20 years, Quinte Health care’s team of staff, physicians and volunteers have 
been on a journey to deliver exceptional patient care through our system of four 
hospitals. throughout this time, health care has continued to evolve around the 
world, resulting in more accurate diagnostic tools, less invasive procedures and 
shorter stays in hospital. Most importantly, there is an increased focus on delivering 
high-quality care that is better coordinated with other health care partners in order 
to improve the overall experience and outcomes for patients. 

Within this environment of continued transformation, our 2012 – 2017 QHc 
strategic plan was the solid foundation that guided each decision we made over 
the past five years. the mission, values and strategic directions ensured the entire 
QHc team was working towards a common vision of “exceptional care, inspired 
by you.” 

We are proud of what has been accomplished since 2012 and decided that our 
strategic plan needed a refresh – rather than a complete overhaul – to keep QHc 
on the right path for the next three years. to inform this refreshed plan, we first 
listened to the people who work at and use our four hospitals. We then reviewed 
population demographics, current patient needs, general health care trends and 
took into account the directions of the Ministry of Health and long-term care and 
the south East local Health integration network.

this plan will be our guidepost for the next leg of the QHc journey. 
like a lighthouse, it provides a visible navigation tool during 
smoother times and a beacon to guide us through choppier waters. 
strategic planning is about making decisions on how to allocate 
limited resources within an environment of uncertainty and 
ongoing transformation. as a result, we made this refresh 
even more specific, with four clear strategic priorities and measurable goals.  

throughout our 20 year history as Quinte Health care, we have been inspired by 
each patient, family, staff member, physician and volunteer and by the passion 
that our community members have for their local hospitals. You are the reason 
why QHc remains focused on achieving one clear direction: 
“Exceptional care, inspired by You.” 

Mary clare Egberts   stuart Wright
president & cEO   Board chair
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QHc strategic plan Overview

QHc 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
the QHc team will provide exceptional and 
compassionate care inspired by the people we serve.

strategic 
Direction

strategic 
priorities

Our Values

Our mission explains why QHc exists: We are an 
integrated system of four hospitals working with our 
partners to provide exceptional care to the people of 
our communities.” 

Our vision defines what our communities and staff 
want QHc to be. Based on input during the strategic 
plan refresh, our vision has become even more clear 
and succinct: “the QHc team will provide exceptional 
and compassionate care, inspired by the people we serve.” 

Providing “exceptional care, inspired by you” 
becomes our single strategic direction 
– the beacon for the entire QHC team. 

the four strategic priorities will be turned into annual 
tactical plans that will focus our efforts and help us 
make decisions on how to allocate our resources. 
these priorities build off each other to move us 
towards our vision:
 
 •	 Having access to the right technology is 
  imperative to our teams being able to deliver 
  and support high quality care. 
 •	 a culture of continuous improvement helps our   
  teams focus on improving how we work and 
  deliver care. 

 •	 providing a healthy workplace where staff and 
  physicians feel physically and psychologically   
  safe allows them to focus on delivering 
  exceptional patient care.  
	 •	 these three priorities – technology, a culture of 
  improvement, and workplace safety – are the 
  building blocks that will help us deliver on our 
  top priority: supporting seamless health care for 
  patients and families. 

Our values are the beliefs we share as QHc team 
members and remind us of what is most important to 
our patients and families. We heard clearly from our 
staff that they are proud of the QHc values and wanted 
them to remain as the foundation for how we make 
decisions and guide the way we work with each other, 
our patients and our partners.

Our strategic priorities

supporting seamless care
What this means to us
We will create an integrated health care system with our 
partners that has smooth transitions for patients. transitions 
between our hospitals and between providers will support 
safe and effective continuity of care. timely sharing of 
patient information will be a key enabler to success.

Why this is a priority
Our patients tell us that while we deliver good care, their 
experience can degrade during the transition to a different 
clinician, a new unit or hospital, and when they are 
discharged home. this can lead to extended hospital stays, 
delayed access to care and information gaps with the 
patient, family and care partners. these transitions in care 
are also a source of frustration for our staff and physicians, 
who deal with system inefficiencies and gaps that challenge 
their ability to ensure a smooth patient handover to another 
health care provider.

areas of increased focus
1. Discharge from hospital
2. transition between QHc units and hospitals
3. coordination with health care partners in the community

How we will measure our improvement
•	 survey results measuring the patient/family experience  
 during transitions
•	 survey results measuring the staff experience with 
 patient transitions

always improving How We Work
What this means to us
We will transform into an organization where staff and 
physicians can improve their work every day. We will be 
adaptive to the changing needs of our patients, our 
partners and our staff. Managers will be supported with 
tools and standard work so they can coach and lead daily 
improvements.

Why this is a priority
Our staff survey results indicate that not all staff and 
physicians feel they can change how they work. We have 
had some success in improving how we work through the 
grassroots transformation approach that was started in 
2016, but we now need to spread this philosophy across 
QHc and ensure sustainability of improvement efforts. 
We need to support teams to be able to implement changes 
to better meet patients’, partners’ and team needs. We need 
to provide our managers with tools and standards to help 
them coach staff to lead daily improvement.

areas of increased focus
1. Daily improvement system (huddle boards, 
improvement suggestion system, performance goals)
2. leadership standard work
3. standard education about improvement methods

How we will measure our improvement
•	 number of units with standard improvement processes 
 in place

Being a Healthy Workplace
What this means to us
We will have a resilient organization that supports our staff 
and physicians. We will create a culture where our staff and 
physicians feel physically and psychologically safe. We will 
work to reduce the number and impact of incidents that do 
or can cause harm.

Why this is a priority
recent surveys show that staff have increasing concerns 
about their own safety and we are seeing an increasing 
number of reported workplace safety events related to 
violence. staff do not always access the tools they need to 
keep themselves physically safe, leading to a workplace 
injury that can have a profound impact on a staff member’s 
well-being. We need to provide the tools, training and 
processes that will allow all QHc team members to better 
support each other and receive satisfaction from their 
challenging work. 

areas of increased focus
1. Workplace violence action plan
2. psychological safety
3. Workplace injuries specific to strains and sprains 

How we will measure our improvement
•	 number of incidents causing harm
•	 survey results showing staff perceptions of safety

Using technology to Enable High Quality care
What this means to us
We will support our staff, physicians, patients and partners 
with technology that meets our needs. information will be 
easily accessible and shared in a timely and secure manner. 
technology and information will enable improved, 
seamless processes.

Why this is a priority
Our current health information systems are not meeting 
patient, staff or physician needs. staff identify the need for 
education and training on how to best utilize our systems. 
We need to set the stage for a future regional health 
information system with our partners by ensuring we have 
standard use of systems between individuals and hospitals, 
and that we are ensuring the effective use of current 
systems through increased support and training. 

areas of increased focus
1. identify, standardize and maximize use of technology 
 in key processes
2. More fully utilize systems we already have
3. create and deliver standard education and user 
 onboarding

How we will measure our improvement
•	 number of processes supported by standard 
 technology use 
•	 percentage of proficient system users


