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We’ve embarked on a planning process called Our 
Healthy Future, which will define and prioritize our 

organization’s clinical services for years to come. 

The challenges we face include increasing needs 

for service, an aging population with multiple, 

chronic health conditions, and a health system 

that doesn’t always make it easy for patients and 

their families to be active partners in their own 

care, even as new technologies create greater 

opportunities for them to do so. 

The planning process began with listening to 

what’s important to community members.

On behalf of the team at Hamilton Health Sciences, 

I’m proud to present this Progress Report on our 

findings from the Community Conversations that 

took place in spring 2015 both in person and 

online. I would like to thank all the people we’ve 

met up to this point, for telling us what you value 

most in your healthcare experiences. 

The information you shared with us has been 

analyzed and categorized, with five key themes 

emerging: Quality Experience, Inclusion of Family 

& Caregivers, Patient Advocates, Navigating the 

System and Feeling Respected. These themes are 

now helping to guide the work of planning groups 

made up of hospital staff and our system partners.

There is still a lot more work to do as we move 

towards the promise of a healthy future. You have 

my commitment that these vital conversations will 

continue.

Rob MacIsaac

President & CEO

Hamilton Health Sciences

LETTER FROM ROB MACISAAC

Hamilton Health Sciences is wrestling with a 

big question: Over the next 20 years how can 

we and our healthcare system partners create 

a healthy future for our communities?

Important trends driving change

u  Aging populations have  

more complex needs

u  Data/information advances create 

new perspectives and possibilities

u  Diagnostic and treatment technology 

is changing rapidly, but at a cost

u  Patients are taking charge  

of their care

What’s happening in Ontario healthcare

u  Provincial spending on  

hospitals will not grow

u  New funding will flow to  

innovative strategies and to care  

provided in the community

u  Government funding rewards  

quality and efficiency

u  Hospitals must be resourceful and 

collaborate with community services

Why long-range  
planning is needed



Six hospitals Six specialized facilities

Hamilton General Hospital Juravinski Cancer Centre

Juravinski Hospital Regional Rehabilitation Centre

McMaster University Medical Centre David Braley Research Institute

McMaster Children’s Hospital Ron Joyce Children’s Health Centre

St. Peter’s Hospital Main Street West Urgent Care Centre

West Lincoln Memorial Hospital Chedoke Campus

ABOUT HAMILTON HEALTH SCIENCES 

Hamilton Health Sciences is the only hospital 

system in Ontario providing specialty care 

to people at all stages of life’s spectrum 

– from pre-birth to old age. We serve the 

densely populated south central Ontario 

region and are also a referral centre for 

patients from other parts of the province.

With six hospital sites and six specialized facilities, Hamilton Health Sciences (HHS) has the largest 

hospital workforce in Ontario, with a combined 12,280 staff and physicians, supported by 1,300 

volunteers. We are both a teaching hospital and an international leader in hospital-based research 

and innovation. More than 1,000 investigators conduct research funded at $200-million annually, 

making HHS one of the top two research hospitals in Canada.

What we’re doing
Developing a plan for our clinical services  

over the next five, 10 and 20 years

Why we’re doing it
To improve the patient experience, build our capacity to meet 

future health needs and achieve our vision of Best Care for All

What information are we using?
u  Research into demographic, social and economic trends 

(local and provincial)

u  Analyzing the current and evolving needs  

and priorities in health care

u Listening to what community members value most

Who is involved?
u  HHS staff and physicians (almost 200 are  

serving on planning groups and subgroups)

u  Healthcare system partners and other  

stakeholders, including community members

u Hospital executives and board members

What is the timeline? 

u  Planning groups will develop  

recommendations by fall 2015

u  More community/stakeholder engagement 

will take place in fall 2015

u  In early 2016, we’ll have a high-level plan for future 

clinical services and the facilities we’ll need

Overview of  
Our Healthy Future  
planning process



How community input is guiding the Our Healthy Future planning process

200  
respondents
filled out surveys

240  
people
registered to date 
on ourhealthyfuture.ca

400  
participants
attended listening 
sessions

themes  
became

challenge 
questions

5
5

Participants made 254  
recommendations

1
 Quality Experience

 
 Inclusion of Family  
and Caregivers

Patient Advocates

Navigating the System

Feeling Respected
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Challenge 
questions 
guiding staff-
led planning 
groups

31  
topics
identified

themes:5
Summarized 

down to

themes:



Community 
Conversations
The Our Healthy Future planning process was launched 

in spring 2015 with a widely-advertised Community 

Conversations engagement initiative. 

We invited people to share their stories, tell us what they 

value most in their healthcare experiences, and make 

recommendations in one or more of three ways:

Where we went

LAKE ONTARIO

8

8

20

816

6

5
8

403

LINC

QEW

Burlington

Dundas

Ancaster

Grimsby

Stoney Creek

Hamilton

Community listening sessions Community outreach

  Ancaster Senior  
Achievement Centre

   
Sherwood Branch,  
Hamilton Public Library

  Beasley Community Fair

   Bennetto Elementary School
  Stoney Creek  

Council Chambers
  

Bump, Baby and  
Toddler Expo

  Dundas Museum
  The Hamilton Spectator  

Community Auditorium
 Hamilton Farmers’ Market

  Flamborough Family YMCA
  Mountainview Christian  

Reformed Church

  Grimsby Seniors Centre  Westmount Secondary School

Online discussions Community listening sessions Community outreach

OurHealthyFuture.ca,  
240 people registered to 
date

400 people attended evening 
workshops, resulting in 254 
recommendations

200 people completed 
surveys at Hamilton 
Farmers’ Market and 
community events

Members of the HHS executive team and board, health 

partners, patient advisors and staff members attended 

every listening session to gain a greater understanding 

of what’s most important to people. 

The individual recommendations from community 

members are all available for viewing in the attach-

ment posted along with this Progress Report on the 

OurHealthyFuture.ca website.



What we heard

“ The elderly  
are invisible.”

“ We want technology 
that allows patients 
access to their records, 
education about their 
illness and care path.”

“ The patient  
is the whole 
family.”

“ My story is  
important.”important.

“ Make sure patients 
understand their care  
and what comes next.”

“ Care in the 
hospital is great. 
Getting in is  
the challenge.”

“ If you have grey 
hair, you get treated 
differently, especially 
if you’re a woman.”

“ My information is the 
same as when I wrote it 
down in the office around 
the corner. Can’t we  
share this better?”

“ The healthcare 
system forgets 
the caregiver.”



To make sense of all the data from the 

Community Conversations, we looked for 

patterns and similarities, resulting in 31 topics. 

What happened next

To further distill the categories and put them in context, we hosted a half-

day workshop with community partners. 

Workshop participants confirmed that the community input resonated with 

their own experiences and noted that better collaboration among everyone 

involved in healthcare could help improve the issues raised.

They summarized the 31 topics into five high-level themes: Quality Experience, 

Inclusion of Family & Caregivers, Patient Advocates, Navigating the System 

and Feeling Respected. 



Five high-level 
themes emerged

Out of the many stories shared 

by community members, and 

expressions of what they valued 

most, the following five high-

level themes capture the input. 

Under each one are samples of the 

suggestions and comments received:

Quality Experience

u  Make transition points easier 

(between healthcare services,  

and from hospital to home)

u Provide more emotional support

u Improve the wait-time experience

u  HHS should collaborate/coordinate 

more with other service providers

u  Ease of access and good system 

navigation are important  

quality factors

Patient Advocates

u  All patients need someone  

to act on their behalf

u  Patient advocates could possibly 

be designated hospital staff

u  Advocates need to be present  

for entire healthcare journey

u  Advocates would aid in 

navigating various services

Feeling Respected

u  Wait times would be less 

stressful if staff were more 

empathetic

u  Treat patients as a whole person, 

not just a condition

u  Older adults often feel  

invisible and unimportant

1 Inclusion of  
Family & Caregivers

u  Healthcare workers should  

respect family input

u  Family/caregiver involvement helps 

patients feel more confident

u  Communication/information 

breakdowns create fear  

and anxiety

u  Primary, complex and  

end-of-life care particularly  

need better communication

2

Navigating the System

u  People struggle with knowing how  

to access supports and services

u  Navigation is especially hard in times 

of crisis and at transition points

u  HHS should recognize that patients’ 

journeys go beyond hospital walls

u  Way-finding in large  

facilities is a challenge

4
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How we used 
your input

The five main themes from 

Community Conversations were  

re-stated as challenge questions.

Each question begins with “how might we”, inviting people 

to imagine new and innovative ways to address important 

community needs and issues.

We gave the following five questions to each of the staff-led 

planning groups to use as a touchstone, keeping the community 

voice present in discussions. The planning groups met through-

out the summer and are working on recommendations for 

cancer care, regional programs, pediatrics, women’s health, 

surgery and community-based care. Draft recommendations 

are expected in fall 2015.

1  Quality Experience

How might we...   ensure that patients enjoy a quality experience throughout their journey and 
at every transition point, from preventive care to hospitals, to follow up in 
the community?

2  Inclusion of Families & Caregivers

How might we...  reimagine the role of the healthcare team to include the patients and their 
family, caregiver and others in the circle of care?

3  Patient Advocates

How might we...   ensure that every patient has someone knowledgeable and supported to 
understand and advocate for the patient’s well-being?

4  Navigating the System

How might we...   ensure our HHS system is easy to navigate even in times of crisis and transition?

5  Feeling Respected

How might we...   create a service model where no person feels invisible, inadequate, 
unheard or undeserving of our care and respect? 



Our Community Conversations initiative marks the 

beginning of an intensive visioning and planning 

process at Hamilton Health Sciences.

PLANNING OUR HEALTHY FUTURE TOGETHER

The hundreds of stories we heard, the people we met 

and their recommendations helped our planning teams 

throughout the summer of 2015 to develop a draft vision 

for the future of care at HHS.

In fall 2015, as we get a clearer picture of that draft vision, 

we will start a new conversation with the patients, families 

and communities we serve – seeking your input on the 

ideas being generated. We will also work with our health 

system partners and other community organizations to 

gain their input.

In the meantime, I encourage everyone to join the online 

discussion at OurHealthyFuture.ca, where you can:

Or, if you’d like to submit your comments, 

questions or concerns directly, you have 

several options:

u Email ourhealthyfuture@hhsc.ca

u Phone us at 905-521-2100, 

extension 73869

u Write us:

Attention:  

Our Healthy Future

Hamilton Health Sciences

McMaster University Medical Centre, 

Room 1K-102

1200 Main St West 

Hamilton ON L8N 3Z5

Thank you once again for 

helping us plan a healthy future.

Aaron Levo

Vice President, 

Communications & Public Affairs

u Provide your input on key questions 

facing our planning teams

u Share your ideas about the kinds of 

improvements you’d like to see in the 

organization and delivery of healthcare services

u Vote and comment on the ideas 

other people have posted



Join the discussion at OurHealthyFuture.ca


