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 A Message from our Chair and CEOA Message from our Chair and CEOA Message from our Chair and CEO   
At Hôpital Glengarry Memorial Hospital (HGMH), everyone is committed to 
providing safe and quality care by putting patients and their families first.  
Our new Patient and Family Experience Committee represents the voice of 
our patients and families who have unique experience, insights, expertise, 
and perspectives that are invaluable to improving the care we provide.  They 
bring an invaluable patient and family perspective to the hospital's planning 
and decision making. 

With support and feedback from the community, we have developed an 
updated strategic plan to guide our efforts through the next three years.  We 
are eagerly beginning work to fulfill those goals to grow our partnerships with 
other providers in the region, inspire community support, foster an enthused 
workplace, master sustainability and efficiency, and elevate the personal 
touch with patient and family-centered care. 

People in our community look to HGMH to be their rock in times of turmoil.  We are here to calm the 
scared, strengthen the weak, provide relief to those in pain, give peace to the worried and comfort to the 
sad.  We shoulder this responsibility with pride and are committed to doing what it takes to uphold this 
tradition.  

From the beginning, our community has held the belief that rural doesn't mean mediocre or second-class 
healthcare.  The reason HGMH has continued to flourish after fifty years has been due to the dedication of 
our employees, physicians, and volunteers to serving their friends, family, and neighbours, and the 
community's support in what we do.  

We will continue our work to build and maintain a healthy community in mind, body, and spirit and create 
raving fans of the hospital we are so proud of.  

Yours truly, 

Our Board of DirectorsOur Board of DirectorsOur Board of Directors   
Bruce Starkauskas, Chair 
Roger Sauvé, Vice-Chair 
Gordon White, Treasurer 
Jacqueline Fraser, Past Chair 
Lise Cardinal 
Richard G. Lalonde 
Matthew MacLean 
Morris McCormick 
Sheila Paterson 
Blair Thompson 
Frank Wetering 
 
ExExEx---Officio MembersOfficio MembersOfficio Members   
Dr. Robert Adams and Dr. Ghislain Marleau, Chiefs of Staff 
Linda Morrow, Chief Executive Officer 
Shelley Coleman, VP Clinical Services and Chief Nursing Officer 
Linda Ramsay, VP Support Services and Chief Financial Officer 
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Our Management TeamOur Management TeamOur Management Team            

Our MissionOur MissionOur Mission   

We provide innovative, accessible, safe, and quality patient-centred primary health care 

services in both official languages. 

Our VisionOur VisionOur Vision   

Hôpital Glengarry Memorial Hospital is a recognized leader in the delivery, promotion, 

and integration of health care services. 

Our ValuesOur ValuesOur Values   

HGMH provides a safe, professional workplace built on five key values: 

Integrity      Respect      Quality & Safety      Compassion      Working Together 

Heather Buchan Manager of Administrative Operational Services 

Chantal Carriere Charge Medical Laboratory Technologist 

Annic Deguire Infection Prevention and Control and Occupational Health 
Practitioner 

Lori Crawford  ER, SPD, and Ambulatory Care Supervisor 

Roch Leblanc Materials Management Manager 

Amanda Macdonell Health Information and Decision Support Supervisor 

Annik MacLeod Pharmacy Supervisor 

Danielle MacLeod Manager of Health Promotion and Rehabilitation Pool 

Chantal Mageau-Pinard Manager of Physiotherapy and Rehabilitation Services 

Louise Quenneville Emergency Preparedness Coordinator and Project Manager 

Lina Simone Inpatient Supervisor 

Stephen Stewart House Services Manager 

Brian Todd Patient Relations and Human Resources Manager 

Robert Van Drunen Network Manager 

Linda Ramsay VP Support Services and Chief Financial Officer 

Shelley Coleman VP Clinical Services and Chief Nursing Officer 

Linda Morrow Chief Executive Officer 
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 Year at a GlanceYear at a GlanceYear at a Glance    

Hôpital Glengarry Memorial Hospital is pleased to have closed the 2015-2016 fiscal year with a balanced 

budget.  This was difficult to achieve, as expenses continue to rise with limited increases in revenues.  We 

have explored every possible way to diminish costs and improve efficiency with an eye to continue to 

ensure our patients' well-being and security.   

The economic landscape facing Ontario hospitals is a harsh one, and our hospital is adapting to this new 

reality while pursuing our vision of being a recognized leader in the delivery, promotion, and integration of 

health care services.  Through collaborations with our community partners, we continue to ensure our 

community has the services it needs while maintaining financial stability.    
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Statistics for Statistics for Statistics for 201520152015---201620162016 
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684684684 

Admissions 

22,51322,51322,513 

Emergency  Visits 

5,7785,7785,778 

Clinic Visits 

10,24810,24810,248 

X-Ray Tests 

19,41119,41119,411 

Blood Collections 

9,2069,2069,206 

Patient Days 

208,989208,989208,989 

Hours of Care 

539539539 

Bone Mineral 

Densitometry  

Examinations 

1,9321,9321,932   
Ultrasounds 
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Service in Both Official LanguagesService in Both Official LanguagesService in Both Official Languages   
At HGMH, you can be assured that you will receive care in the official language of your choice.  Although 

our primary operating language is English, we provide access to French-speaking health care workers and 

educational materials in both languages.   

In this past year, approximately 30% of our patients were served in French as their language of choice.  

Three quarters of our Board members are French speaking or bilingual, as are 88% of our inpatient 

physicians.  It is important for HGMH to provide our French-speaking population with access in French to 

the full range of quality care and services being offered.  This is just one more way our hospital is engaging 

patients and their families in taking an active and engaged role in their healthcare.     

Patient SatisfactionPatient SatisfactionPatient Satisfaction   
Patient satisfaction surveys are a great way for our patients to be a partner in the healthcare of our 

community.  Whether you were a patient in our Emergency Department or admitted to our Inpatient Unit, 

about a month after you go home, you may receive a patient satisfaction survey through the mail.  We take 

patient feedback very seriously, as it is the best method of identifying things we are doing well and areas 

where we can improve.   

When you complete a survey online or send the paper copy back in the pre-stamped envelope provided, it 

goes to National Research Corporation Canada (NRCC), an independent company that collects this data 

for our Hospital to review.  Any information that may identify the person who answered the survey is 

removed.  This is done because we believe that patients are more comfortable being completely honest 

about their experience when they know the results are 100% anonymous.  

Since most hospitals in Ontario use NRCC as well, we are able to compare our results to those of other 

hospitals and the province as a whole.  Every three months, the Internal Quality Committee reviews patient 

satisfaction data and identifies areas where previous concerns have been resolved and any new concerns 

that our patients have highlighted.  Several of the key indicators from the patient satisfaction survey are 

reported on a quarterly basis to our Board of Directors. We use all of this data to develop quality 

improvement initiatives and build corporate strategies that are aimed at improving the patient experience.  

In addition to the formal NRCC survey, some of our programs 

conduct their own informal patient satisfaction surveys.  You may 

be asked to participate in one before or after leaving our Hospital.  

These surveys are designed to improve processes and patient 

care for that particular program.  

Any patient or family member who would like to send us feedback 

directly is welcome to do so either on our "Bricks and Bouquets" 

forms, located at the Information Desk in the main lobby, by 

sending us an email through our website, or by contacting our 

Patient Relations Delegate.  

We encourage our patients to complete their satisfaction surveys 

and share their thoughts and experiences with us. Through this 

feedback, we can continue to make improvements in the quality of 

care and service we provide. 



 

An Open Door Approach to Visiting HoursAn Open Door Approach to Visiting HoursAn Open Door Approach to Visiting Hours   
Recent research has shown a clear benefit to adopting a patient and family 

centered approach to visiting hours, including fewer medication errors and falls, 

improved patient outcomes and experience of care, better informed medical 

assessments and care planning, and reduced lengths of stay, readmissions, and 

Emergency Department visits.   

In response to this research, our Hospital has adopted an open door approach to 

visiting hours.  It is our aim to welcome guests and visitors who have come to 

show their support to loved ones who may be among our inpatients. Families and 

guests are welcome 24 hours a day according to patient preference. 

The number of people welcomed at the bedside at any one time is determined in 

collaboration with the patient, family, and inter-professional team. In situations 

where there are shared rooms, this discussion includes the other patients and 

their families. To ensure safety, considerations will also be given to the physical 

limitations of the space. 

Alternative guests, such as pets or 

animal assistant therapy, can 

continue to be pre-arranged following 

the HGMH Pet Visitation Policy.  

HGMH recognizes the value families 

and loved ones can provide as 

partners in care to our patients.  

Through this collaborative approach, 

we aim to provide ever-improving 

patient and family centered care.   

Wireless Internet LaunchedWireless Internet LaunchedWireless Internet Launched   
This year, HGMH completed an upgrade to the wireless system that will provide 

free wireless internet access to all patients, families, and visitors. 

The Hospital previously had wireless internet access in the patient Activity Room. 

This wireless infrastructure has now been upgraded to provide this service 

throughout the entire building. 

"Wireless internet is a service that has been frequently requested by patients, 

and we are pleased to now be in a position to fill this need," said CEO Linda 

Morrow. "The system will improve the quality of life for our patients and provide 

better and more efficient patient care." 

This new wireless system will allow patients to contact distant loved ones and 

access entertainment through the internet.  It will also enable the Hospital to take 

the next steps as it continues to build on its use of technology to provide safe and 

quality care to all patients. 
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Quality Measure 2013-2014 2014-2015 2015-2016 

Wait time in Emergency Department for 9 out 

of 10 admitted patients   
16.5 hours 19.0 hours 17.4 hours 

Hand hygiene compliance before initial patient 

or patient environment contact 
89.8% 91.5% 95.8% 

C. difficile infection rate (# of hospital-acquired 

infections per 1,000 patient days) 
0.13 0.86 0.12 

Readmissions within 30 days of hospital 

discharge 
20.00% 18.83% 13.93% 

Medication reconciliation on admission 100% 100% 100% 

Patient satisfaction: 

Overall satisfaction with care (ER) 
92% 94% 94% 

Would recommend to friends and family 

(ER)  
95% 95% 97% 

Overall satisfaction with care (inpatient 

unit) 
91% 98% 98% 

Would recommend to friends and family  

(inpatient unit) 
98% 98% 99% 

Quality Care IndicatorsQuality Care IndicatorsQuality Care Indicators   
At Hôpital Glengarry Memorial Hospital, providing excellent, safe patient care is our priority.  We believe in 

continuous improvement of key quality measures such as wait times, infection rates, patient satisfaction, 

and more.  Through this work, HGMH provides reliable and compassionate care to our patients and their 

loved ones.  

7 | HGMH  



 

Senior Friendly CareSenior Friendly CareSenior Friendly Care   
HGMH is transforming the way seniors recuperate after surgery, injury, or illness.   

Guided by a comprehensive strategy, we are prepared to address the needs of 

this growing and valued segment of the population.   

Most hospitals were not originally built 

around the needs of seniors.  They 

were constructed at a time when the 

average patient was a lot younger.  

Being senior friendly means not only 

creating a better physical space but 

also modifying the cultural 

environment so that it is respectful of 

older people.  The senior friendly 

initiative is about seeing hospital care 

through the eyes of a senior and making decisions based on that perspective.   

The Senior Friendly Hospital Strategy aims to improve care for seniors through 

programs such as providing special training for hospital staff on the care of 

seniors, changing the way clinical services are delivered, and upgrading the 

physical environment with modifications such as better lighting and wider 

hallways. 

One of the latest senior friendly programs at HGMH is the Up for Lunch program.  

Based on a similar approach at Queensway Carleton Hospital, Up for Lunch aims 

to prevent seniors from losing muscle mass, resulting in a faster recovery and 

quicker discharge home. 
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ItItIt''''''''''''s OK to Asks OK to Asks OK to Ask   
Everyone wants to have the safest care possible while in the hospital.  Our 

Health Care Workers (HCW) realize this and are committed to providing you with 

safe, quality care.   HGMH encourages you to take an active role in your health 

by paying attention to the care you receive and by asking our HCWs questions 

regarding your care.  We want you to know It's OK to Ask when you're not sure. 

Clean hands prevent the spread of infection.  As common practice, your health 

care workers clean their hands before and after patient contact.  If you didn't see 

them clean their hands, It's OK to Ask!  

Know that Hospital staff will check your identification repeatedly to make sure 

the right patient gets the right care.  If you notice your identification has not been 

checked before you receive tests, medications, or treatments, It's OK to Ask 

staff to check your identification first. 

Illness, medicines, tests, or surgery can make you dizzy or weak.  Your health 

care team wants to help you!  It's OK to Ask for help before getting up. 

Questions about any of your medications?  It's OK to Ask! 



 

Community PartnersCommunity PartnersCommunity Partners   
In today's economic reality, all publicly funded institutions are expected to do more with less.  HGMH and 

our community partners are rising to this challenge, working together to integrate our work by sharing 

services, reducing costs, and improving the coordination of care to our patients.   

HGMH is involved in many such projects. The Champlain Association of Meditech Partners (CHAMP) 

incorporates the latest technologies to provide secure access to a shared electronic medical record in 

partnership with six other hospitals in the region. Health Links coordinates the work of many health 

providers, including home and community care, specialists, and hospitals to streamline the care of patients 

with multiple complex and chronic conditions. The Carrefour Glengarry Hub is a significant long-term 

project that HGMH hopes will bring health and social service providers in our community together into a 

single site.   

These vital partnerships with local service providers help HGMH reduce costs, share resources, coordinate 

efforts and provide integrated care to our community.   

9 | HGMH  

Therapeutic GardenTherapeutic GardenTherapeutic Garden   
Established in 2011 as an extension of the Post-Acute Stroke Rehabilitation Program and in collaboration 

with our Foundation, our wheelchair accessible Therapeutic Garden provides a space for patient activities, 

as well as for family visits and staff breaks.   

As of the summer of 2015, the garden boasts 2,800 square 

feet and produces a variety of fruits, vegetables, herbs, and 

edible flowers.  With a combination of raised and in-ground 

beds, rehabilitation patients receive practical exercises to help 

them regain and maintain their balance, fine motor control, 

memory and concentration, and engage in social activities.  

Dozens of patients per week visit the garden during the 

growing season as part of their regular therapy routines.   

The Therapeutic Garden provides a very unique environment within the Hospital grounds for patients, 

visitors, and staff.  There are tables and benches throughout the raised area where people can sit and talk 

or eat their lunch or dinner.  It is an escape from the sterile environment within the hospital walls, and 

provides a safe space where patients can relax, allowing for mental health improvements as well as the 

physical benefits of working in the garden.  Many of our patients already have experience with growing 

food and express great joy at being able to work the soil once again. 

Produce harvested from the garden is used 

primarily in the Hospital's kitchen, which supports 

the Hospital's involvement in the Champlain 

LHIN's Healthy Food Strategy.  This strategy 

emphasizes the importance of fresh, nutritious 

foods to support community health. Our garden 

produce is one component of this larger shift in 

the way that food is integrated within institutions 

in the Champlain LHIN.  



 

HGMH Auxiliary HGMH Auxiliary HGMH Auxiliary ---   One Million Hours of CaringOne Million Hours of CaringOne Million Hours of Caring   
Comforting hands, warm smiles, and nearly one 

million hours of caring - that's what the HGMH 

Auxiliary has provided to our patients over the last 50 

years. 

The HGMH Auxiliary, a group composed entirely of 

volunteers, has provided immeasurable support to 

patients, families, and loved ones during their most 

difficult times. In addition, their fundraising efforts have resulted in many 

donations to the hospital for the purchase of much needed equipment. 

Put simply, our amazing volunteers help our patients with their physical, mental, 

emotional, and spiritual needs. 

The staff and board of HGMH would like to congratulate the Auxiliary on their 

50th anniversary as an invaluable partner in our community's health. 

Our work would not be possible without our dedicated Auxiliary members, and 

we're eager to say a big public "Thank you, volunteers! We salute you!" and wish 

them a very happy 50th anniversary! 

HGMH Foundation HGMH Foundation HGMH Foundation ---   Healthy Hearts CampaignHealthy Hearts CampaignHealthy Hearts Campaign   
HGMH launched a fundraising campaign in June 

2014 with a goal of $250,000 to purchase a new 

cardiac monitoring system. At the Jubilee 

celebration in December 2015, this goal was 

reached when the HGMH Foundation made a 

$120,000 donation to the campaign. 

"Our Healthy Hearts fundraising campaign was very 

successful; we are grateful to the community and 

our Foundation for such generous support," said 

HGMH CEO Linda Morrow. "To all of the individuals, 

community groups, corporate sponsors, and other 

supporters of the Healthy Hearts Fundraising 

Campaign, we offer a 'hearty' thank you. With the 

launch of this new system, our excellent nursing staff and physicians will have 

state-of-the-art equipment to help them provide safe and effective care for our 

patients." 

The new cardiac monitoring system includes nine bedside monitors that all link to 

a central monitor at the nursing station. This allows nursing staff and physicians 

to have quick access to a patient's vital information. The new system also allows 

continuous monitoring of a patient's heart even if they have to be taken to another 

department such as x-ray imaging, ensuring uninterrupted heart monitoring and 

providing a safer and more comfortable patient experience. 
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