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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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Vision 

 

Outstanding care for life. 

 
Mission 

 

Advancing community health 
through compassionate, 

innovative and collaborative care. 
 

Values 
 

Inclusive 
 

Caring 

Accountable 

Respectful 

Excellence 
 

Adaptable 

Teamwork 

Overview 
The Collingwood General and Marine Hospital (CGMH) is committed to providing ‘Exemplary Care’. 
 
Our vision is to be a high performing, patient-focused hospital serving our community by providing quality and 
excellence in patient care.  We strive to be a leader in the provision of essential services founded on best 
practices, resourced with appropriate technology and delivered by a qualified, motivated and caring team.  
 
The hospital is a 68-bed facility serving more than 60,000 permanent residents and 3.5 million annual visitors 
with a fundamental objective of providing essential acute care services to the population we serve.  The core 
programs offered at the CGMH include Emergency Services, General Medicine, General and Orthopaedic 
Surgery, Obstetrics and Gynaecology, Community Mental Health and a number of outpatient programs. These 
programs are supported by the services of 24/7 Diagnostic Imaging, Cardio-Respiratory and Laboratory 
Services.   We focus on the provision of timely and seamless care for our patients in collaboration with our 
community and healthcare partners within and beyond the hospital. 
 
To accomplish this goal, and build on our commitment to the very best 
care, CGMH embarked on a strategic planning process in spring 2017.  
The Board of Trustees engaged in planning with a broad spectrum of 
stakeholders to formally evaluate our current state and develop a new 
Strategic Plan entitled ‘CGMH 2020’ to provide direction for the 
coming years. This strategic plan, featuring our new vision and 
mission statements and our four updated strategic directions is 
grounded in the advice and input of the board, leadership team, staff, 
physicians, volunteers, patients, community and regional partners and 
neighbouring hospitals.   
 
The Collingwood General and Marine Hospital  will continue to provide 
the best possible patient experience by focusing on our patients and 
their caregivers as the center of all we do.  The organizational culture 
will continue to thrive through living our values each and every day.  
The new ‘CGMH 2020’ Strategic Plan includes the addition of 
‘Inclusive’ at the beginning of our list of our pre-existing values. This 
addition highlights our pledge to embrace diversity both in service to 
our communities and in the workplace. To this end, this year’s QIP 
18/19 will include a plan to ensure successful integration of inclusivity 
to our “I CARE AT CGMH” values. When patients, their families and 
visitors arrive at the hospital, they will be greeted with a friendly smile, 
provided an empathic ear and be treated with respect for the duration 
of their care or visit.  
 
The safety of our patients is always at the forefront of caring for our patients and their families. Managing 
medication reconciliation processes, supporting patient care transitions and enhanced workplace violence 
practices will drive quality improvement design and ensure safe high quality care. Patients and families will 
guide the team in planning for patient care and service responsiveness as the hospital engages in quality 
initiatives regarding Concerns, Complaints and Compliments processes. 
 

The Collingwood Hospital remains committed to continuous improvement in the care we provide to our patients 
and our communities. The Quality Plan 18/19 outlines initiatives to achieve improvements in the dimensions of 
patient centeredness and safety, as well as, effective and equitable care. These QIP 18/19 initiatives align with 
our new organizational strategic directions and accomplishment of the targets identified will enhance the overall 
quality of care provided to our community. In some cases, the improvements are a continuation of 
achievements gained in the 2017/18 Quality Plan as we strive for excellence.  Measures have been identified 
and linked to Executive Compensation. Once achieved, these targeted changes will have significant 
improvement impact for patient care. (A full listing of all CGMH targets can be seen on the QIP work plan 
spreadsheet.) 
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Describe your organization's greatest QI achievements from the past year 
 

The Collingwood General and Marine Hospital realized a significant success in 2017 achieving a rating of 
‘Accredited with Exemplary Standing’.  During the assessment, every program, process and department was 
scrutinized by Accreditation Canada to ensure the hospital is consistently incorporating high-quality care 
measures. The Accreditation surveyors spent four days evaluating the hospital in which they deemed the 
hospital met 98.9% of over 2,000 standards.   The Accreditation Canada program evaluates hospitals by 
comparing their performance against national standards of excellence, examining all aspects of healthcare 
delivery and the award of ‘Accredited with Exemplary Standing’ is the highest level of award.   
 
The17/18 Quality Improvement Plan focused on improving care through dedication to initiatives to enhance the 
patient experience. The key to a successful ‘Patient’s First’ approach is improved collaboration in order to 
deliver the health services people need, where and when they need them. We believe that together, we can 
make this simple yet powerful vision come true.  
 
Best evidence clearly shows that patient care improves when health services are focused and well aligned. The 
health system is poised to move to ‘sub-region’ planning to enable a design which better considers local 
community nuances. Over the last few years CGMH and our local partners have collaborated to commence 
design of a South Georgian Bay subRegion Alliance. This ground-breaking work draws on the formidable spirit 
of collaboration amongst our local health and wellness partners. CGMH believes that the best design for an 
integrated system is one in which each of the component parts maintains their autonomy through their existing 
governance, yet work together to create synergy at higher levels, to address gaps in services and create 
enhanced accountability at all levels. Currently, the thirteen member organizations each represented by a dyad 
Board member and corresponding CEO/ED, meet to identify opportunities to strengthen the local system to 
improve the wellness of our community. The South Georgian Bay subRegion Alliance had launched two task 
groups working to establish a Community Advisory Council and improve processes regarding system access 
and navigation based on the social determinants of health. 
 
CGMH’s patients have clearly articulated that they want a "seamless patient experience" across the continuum-
of-care, as they move from hospital to their next care setting. A partnership program with our local Hospice, 
designed to improve care coordination for patients who would benefit from a palliative approach to care, entitled 
‘Shared Care’, was launched in January. This work is moving toward providing the best care in the most 
appropriate setting. Partnership initiatives have improved care across patient transitions, decreased the need 
for some hospital admissions while continuing to build on and strengthen supports for both patients and their 
loved ones. 
 
As a true learning organization, CGMH continues to nurture innovation to advance new approaches to care that 
are responsive and grounded in best practice. The hospital is dedicated to provide the highest quality care and 
look for ways to improve the safety and outcomes of our patients.  In early 2015, CGMH joined the American 
College of Surgeons National Surgical Quality Improvement Program (ACS NSQIP) through Health Quality 
Ontario. Through using clinical data to guide change, CGMH was recognized for our success in improving 
patient outcomes and reduce healthcare costs related to the reduction of surgical site infections.  
 
The strategic directions address the Hospital’s current challenges which include increased Emergency 
Department visits, frequent overcapacity on the inpatient units, a severe shortage of space, an aging facility, 
and the need to sustain financial stability. Redevelopment was identified as a high priority to address the 
physical space restrictions to accommodate the increasing volumes from our growing and aging communities 
and visiting tourists. CGMH successfully completed a self–funded redevelopment in the Emergency Department 
to ease constraints in the short term. Approval for funding for a major hospital expansion is well underway 
including engagement sessions with our community to inform our planning. With the robust support of our 
community, in partnership with the CGMH Foundation, the hospital is actively planning for a new hospital.  
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Resident, Patient, Client Engagement and relations 
 
Patient Feedback is a core element of our Strategic Plan Patient Experience pillar and informs the Quality 
Improvement Plan development. The Patient and Family Advisory Council (PFAC) input was sought and 
provided excellent direction regarding initiatives identified on the 18/19 Quality Improvement Plan. Our PFAC 
ensures that the voice of the patient is heard and influences planning and decision making on issues that affect 
patient care, ensuring the needs and expectation of patients and families are addressed.  
 
The hospital collects patient and family input through a variety of mechanisms including feedback received from 
Clinical Care Team Patient Advisors, Patient Experience Surveys, Complaints and Compliments processes, 
and direct patient and family interviews providing direction to organizational and departmental quality 
improvement opportunities.  
 
Community Events, such as ‘Let’s Talk About Your Hospital and Your Future’ hosted by the CEO, and other  
Community Engagement Committee initiatives also provides our communities an opportunity for dialogue on 
topics such as the hospital’s current services and to engage in the redevelopment planning currently underway. 
These discussions provide valuable guidance to inform the Quality Plan regarding our communities’ perspective 
in their health service needs and expectations. The hospital will continue to work closely with the Community 
Engagement Committee to enable strategies to involve the communities we serve in the design of their 
healthcare. 
 

Collaboration and Integration 
 

Many of the hospital programs and services are supported through partnerships with other local and regional 
healthcare providers.  The 18/19 QIP identifies a number of new or next phase initiatives which will continue to 
engage community and regional partnerships to support care beyond the hospital walls.  
 
CGMH believes that relationships with primary and community care are key to achieving optimal health for our 
communities. The work undertaken with our North Simcoe Muskoka Local Health Integration Network Home 
and Community partners continue to build on the ‘Home First’ philosophy for patient care planning from hospital 
to the community following the acute portion of their hospital care. Calls made to patients within 48-72h of 
hospital discharge will further ensure effective transitions. 
 
Projects with our community physicians and pharmacy partners for Medication Reconciliation, with the Hospice 
Georgian Triangle regarding palliative care and with our local OPP for patients with Mental Health Crisis 
challenges, will be a focus of the new fiscal year. 
 
Collaborative relationships enhance care for many of our patients including those who require cancer care, 
invasive cardiac treatment, intensive pediatric care, high risk obstetrical care and inpatient mental health 
assessment. The hospital will continue our commitment to the South Georgian Bay subRegion Alliance, the 
South Georgian Bay HealthLink and additional partners to implement projects to ensure linkages, improve 
services and smooth transitions for our patients.   
 
In addition, CGMH will continue to work with the North Simcoe Muskoka Local Health Integration Network (NSM 
LHIN) and the Ministry of Health and Long Term Care (MOH-LTC) to manage a series of small deficits over the 
past decade due to chronic under funding.  Overall, the HSFR funding formula has begun to correct some of the 
inequities that existed under the previous funding model. This collaboration will also be pivotal as the hospital 
proceeds with the next stages of capital redevelopment planning. 
 

Engagement of Clinicians, Leadership & Staff 
 

Patient Experience is the paramount pillar of both our outgoing and new strategic plans. CGMH will continue to 
put ‘Patients First’ in the forefront of our services and planning. The QIP for 18/19 continues to highlight patient 
experience measures to ensure quality improvement is guided by the voice of our patients. 
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The hospital commenced integration of LEAN management in 2010 to develop a culture focused on excellence, 
innovation and efficiency.  Strategic alignment and continued advancements in care quality will continue to be 
supported by investments in staff and leadership to improve engagement, capacity and effectiveness in meeting 
our organizational commitments.  To further enhance organizational capacity, the “Together We Can” journey 
was launched in May of 2015 in partnership with Studer Group. This journey encompasses strategies with 
emphasis on patient and staff engagement, leadership and teamwork as well as a focus on organizational 
alignment and accountability. 
 
Engaging our stakeholders is of extreme importance in ensuring progress. The hospital works with our Leaders, 
Physicians, Primary Care Providers and Staff through the Joint Conference, Quality Committees, the various 
Care Teams and the Committees of the Medical Advisory to be sure their expertise is leveraged in the design 
and implementation of quality initiatives. Further, through the collaboration of both our external and internal 
healthcare providers, an engagement strategy has been ongoing since June 2016 which includes an education 
day for our inter-professional health care community. 
 
Performance reports and scorecards provide organizational understanding regarding progress toward the goals 
set forth within the Strategic Plan, the Quality Improvement Plan (QIP) and various organizational quality 
initiatives. These metrics provide insight across the hospital from frontline staff to the Board and supports our 
leaders in understanding the hospital progress in achieving the goals, targets and objectives set forth.  
 

Population Health and Equity Considerations 
 

Situated in a rural location, CGMH’s services anchor and support the health service system for South Georgian 
Bay, which encompasses the Town of Collingwood, the Town of Wasaga Beach, Clearview Township and the 
Town of Blue Mountain. Collingwood's geographic location lends itself to being a unique four seasons' tourist 
area and one of the largest in Ontario. The Georgian Triangle is also one of the fastest growing areas in 
Canada.  According to the 2016 Census data, Wasaga Beach/Collingwood has the second highest population 
increase based on percentage in all of Canada.  This is noteworthy and is further evidence that people are 
choosing our region as the place to live, work, retire and vacation.  Tourists and vacationers significantly impact 
the demand placed on CGMH as millions of visitors come to the areas annually to take advantage of the 
exceptional summer and winter recreational opportunities. The area is also a highly attractive area for retirees 
seeking new permanent residences and is a very popular summer destination.     
 

 One of the fastest growing areas in Ontario - from 2013, the ‘Collingwood and Area’ population will 
increase by 8% by 2018; by16% by 2023; and by 31% by 2033. 

 A popular retiree destination -  (important from a health service delivery perspective); the population of 
those 60+ is estimated to increase by 45% within 10 years; while the 20 to 64 years of age category will 
increase by 5%; and those from birth to 19 years of age will increase by just over 1%. 

 One of the top four-season resort destinations in Ontario. - This primary service area has a residential 
population in excess of 60,000, an estimated “week-end” population of 25,000 and over 4.5 million tourists 
annually.  Wasaga Beach is one of the fastest growing municipalities in the province and the entire area is 
a preferred retirement destination.     

 

The growing population, the older than average age of the population served and the increasing number of 
visitors have all impacted the demand for the programs and services such as the orthopaedic program and 
focus on senior care initiatives. The hospital and each of our core services has seen significant growth in the 
past five years and is currently actively engaged in a future hospital redevelopment project to reassure 
healthcare services to meet the continued growth expectations.  
 
The Hospital also provides outpatient care including dialysis and a wide range of clinics including mental health 
and rehabilitation services. CGMH continues to provide care close to home for our community and plays a key 
role as an integrated orthopaedic centre for our healthcare region. 
 
The Collingwood Hospital design of many of our quality initiatives encompasses various aspects of equity. With 
a focus on our increasing senior population, the Senior Friendly Advisory Council oversees the initiatives within 
our Senior Friendly Hospitals focus.  Projects to support prevention of risk due to deconditioning due to hospital 
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stay, screening and care for patients with identified delirium, and age-awareness training for staff on orientation 
are all examples the hospital Senior Friendly focus.  
 
With the launch of the new ‘CGMH 2020’ Strategic Plan and the addition of ‘Inclusive’ at the beginning of our list 
hospital values, the hospital is finalizing the development of a multi-year ‘Inclusivity’ integration plan to support 
our this important culture focus. The QIP 18/19 reflects a number of focal initiatives for the coming fiscal year 
regarding this plan. CGMH will continue to enhance our healthcare team education, review and update existing 
or develop new policies and practices to enhance the care experience of our patients. 
 

Access to the Right Level of Care - Addressing ALC 
 

The Collingwood General and Marine Hospital is dedicated to ensuring patients receive the ‘right care in the 
right place’ while improving care for patients with the greatest need.  Community partnership projects, such as 
Health Links, support patients who have complex health issues through transitioning to a coordinated care team 
made of local community agencies supporting their care following hospital discharge.  
 
A systems approach is required to relieve the pressures placed on CGMH acute care beds by Alternative Level 
of Care (ALC) patients (patients not requiring acute care services).  These pressures cannot be controlled by 
CGMH alone and must be addressed through system strategies and partnerships. The hospital continues to 
work with our local population health partners to design a sub-region ‘local system of care’ through the 
development of the South Georgian Bay subRegion Alliance and initiatives such as the ‘Shared Care Team’. 
The engagement of our community and health system partners to enhance the coordination and access to care 
for our patients though this ongoing commitment is essential to the communities we serve. 
 
The Home First philosophy, a partnership with the North Simcoe Muskoka Local Health Integration Network 
Home and Community Care, has supported our hospitalized seniors to return home when they are well enough 
to leave the hospital. These dedicated in-home support service plans are developed with the patient in the 
hospital and, on discharge, allow the patient to make decisions regarding their next destination of care in the 
comfort of their home. This partnership will also be leveraged to support palliative patients to receive support 
within their homes for this level of care. 
 

Opioid Prescribing for the Treatment of Pain and Opioid Use Disorder 
 
Understanding, managing and solving the unrelenting opioid crisis has become a pressing priority across 
Canada. The Collingwood Hospital, in partnership with the province, region, and local partners are working 
collaboratively to improve prevention, treatment and harm reduction associated with problematic opioid use.  
 
The hospital, as a member of the Regional Quality Advisory Council, is engaged in a NSM LHIN/Public Health 
Unit led multi-sector collaborative effort to create a regional comprehensive opioid strategy inclusive of 
prevention, harm reduction, treatment and enforcement.  This “pillared” approach is underpinned by the 
development of a strong surveillance system.   This work has included a high level gap analysis and the 
development of pillar action plans to improve collaboration and prioritization of efforts in the short and long term. 
 
In a more local context, CGMH has engaged in discussion opportunities at the SGB subRegion Alliance with 
our thirteen partners who include service providers such as Community Mental Health and the OPP.  A 
collaborative QI initiative is in planning with our local Georgian Bay Family Health Team to reduce opioid burden 
in our patient population.  Internally to the hospital, the Medical Advisory Committee, Medical Staff Association,  
Emergency Physicians and Care Teams have been identifying opportunities to assure best practice regarding 
opioid practices.  
 

Workplace Violence Prevention 
Recent workplace violence research has highlighted that healthcare workers regularly face the risk of violent 
physical, sexual, and verbal assault during their course of work. CGMH has continued to engage in workplace 
violence reduction strategies over 17/18 fiscal year and will continue this important work as highlighted in the 
18/19 QIP. Safety is of paramount importance to both the patient experience and the engagement of our staff. 
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Examples of hospital initiatives undertaken are policy and program updates including refreshing the Non-Crisis 
Intervention Training Program, Gentle Persuasion education as well as of revision the Code White Policy and 
engagement of a Code Silver Mock Drill with our OPP partners. 
 
A Workplace Violence Task group will lead this portion of the QIP work plan including a redevelopment project 
in the Emergency Department with renovation for the seclusion rooms, implementation of a Personal Safety 
Notification system and revised processes regarding the identification and management of patients at risk for 
harm.  
 
CGMH will be investing in workplace violence education and supports for our health care team. The goal for 
18/19 will be to increase awareness and recognition/reporting of these incidents to further inform the 
organization for ongoing safety and quality improvement initiates. In addition, the hospital will continue to build 
the resiliency of our staff through the creation of a Mental Health and Wellness program, which will include the 
creation of a Peer Support team. With our partner, the Tema Conter Memorial Trust (TEMA), this project will 
provide mental health first aid type support by selected and trained peer staff.  The TEMA model was originally 
founded for first responders and has been extremely successful.  

 
Performance Based Compensation 
 
In 2009 the Hospital developed and introduced a “pay at risk” component (referred to as performance 
compensation) for the senior leaders as a portion of the compensation framework.  At the end of each fiscal 
year, performance indicators and targets are established for the forthcoming fiscal year in collaboration with the 
Hospital Board.  These performance metrics are aligned to the Hospital’s strategic and clinical plans and 
include measures within our Annual Quality Plan (QIP) as per the Excellent Care for All Act (ECFAA). 
 
For those senior leaders whose compensation is subject to the ECFAA, a percentage of their total 
compensation is tied to the achievement of the annual performance targets approved by the Hospital’s Board in 
the required pay at risk format.  The percentage of total compensation tied is 8% of the total salaried 
compensation.  Within this portion of the incumbent’s performance compensation, 70% is tied to the 
achievement of the annual performance goals established for the Hospital by the Board.  The remaining 30% is 
tied to achieving targets of the Hospital’s QIP indicators.          
 

Position Pay for Performance % Performance Indicators 

President &CEO  
 

8% 

 
Hospital Indicators (70%) 

QIP Indicators (30%) 
Chief of Staff 

Vice Presidents  

Chief Human Resources Officer 

Chief Performance Officer  
  

NOTE: Pay for Performance percentages may be subject to change upon approval of the Hospital’s Executive 
Compensation Framework - expected in 2018/19.   

 
Measures which are included in our QIP for the 2018-19 year and have been linked to the above performance 
compensation include: 
 

 CARE TRANSITIONS: "Did you receive information from hospital staff about what to do if you were worried 
about your condition or treatment after you left the hospital?" 

 EQUITY/INCLUSIVITY: Integrate ‘Inclusivity’ to the corporate Values through increasing healthcare team 
knowledge and actions in provision of service. 

 PERSON CENTERED: Percentage of complaints acknowledged to the individual who made a complaint 
within three to five business days. 

 MEDICATION SAFETY: Medication reconciliation at discharge for patients receiving care within the 
Hospitalist Program: Total number of discharged patients for whom a Best Possible Medication Discharge 
Plan was created as a proportion the total number of patients discharged. (Hospitalist Program) 

 WORKPLACE VIOLENCE: Number of workplace violence incidents reported by hospital workers (as by 
defined by OHSA) within a 12 month period. 

 




