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A Message from our Chair and CEOA Message from our Chair and CEOA Message from our Chair and CEO   

Continuous improvement is a way of life at Hôpital Glengarry Memorial Hospital 
(HGMH).  Everyone at our hospital is dedicated to putting patients and families 
first and providing the safe and quality care that our community has come to 
expect from us.   

We've seen technological improvements with the cardiac monitors purchased last 
year being implemented, IV pumps being replaced, and voice recognition and 
electronic notification software being installed to improve workflow for staff and 
physicians.   

Our physical building has been upgraded as well.  The treatment space for our Rehabilitation Department 
has been expanded, the nursing station on the Complex Continuing Care unit has been fully renovated and 
now includes quick and easy access to the rehabilitation area, and construction of three new family 
physician offices has been completed with two new doctors joining our team in September.   

With some changes in federal legislation, we've also begun to review the sensitive topic of Medical 
Assistance in Dying.  We've done significant engagement of our community, staff, doctors, and nurse 
practitioners to gain an understanding of the varying opinions on this topic.  These surveys will guide the 
development of a policy on how this service will be addressed at HGMH. 

All of this work has culminated in improved patient care, patient safety and satisfaction, and enhancement 
of services.  We're very proud of the accomplishments of every member of our staff which was recognized 
by Accreditation Canada awarding our hospital with an Accreditation with Exemplary Standing, their 
highest possible rating.      

Thanks to all of our amazing staff, physicians, and volunteers, we have truly had an exemplary year. 

Yours truly, 

Our Board of DirectorsOur Board of DirectorsOur Board of Directors   

Bruce Starkauskas, Chair 
Gordon White, Vice-Chair and Treasurer 
Jacqueline Fraser, Past Chair 
Lise Cardinal 
Robin Flockton 
Corey Kalsi 
Richard G. Lalonde 
Matthew MacLean 
Morris McCormick 
Blair Thompson 
Frank Wetering 
 

ExExEx---Officio MembersOfficio MembersOfficio Members   
Dr. Nadia Kucherepa, Chief 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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Linda Morrow 

Chief Executive Officer 

Bruce Starkauskas 

Board Chair 



 

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 

Linda Morrow Chief Executive Officer 

Shelley Coleman VP Clinical Services and Chief Nursing Officer 

Linda Ramsay VP Support Services and Chief Financial Officer 

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 

Annik MacLeod Pharmacy Supervisor 

Danielle MacLeod Manager of Health Promotion and Rehabilitation Pool 

Chantal Mageau-Pinard Manager of Physiotherapy and Rehabilitation Services 

Cheryl Portelance Laboratory Site Operations Manager 

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 
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Year at a GlanceYear at a GlanceYear at a Glance 
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26%

13%

24%

13%

11%

1%
5%

7%

Expenses
2016-2017

Inpatient services Diagnostic and therapeutic services
Ambulatory care and emergency Support services
Administration Education and marketed services
Building and land maintenance Amortization of capital assets

63%10%

18%

2% 3% 4%

Revenues
2016-2017

Ministry of Health - Patient Care Other funding

Provincial Insurance Plan Marketed services and accommodation

Recoveries and other revenues Amortization of deferred contributions

REVENUE 

$16,236,274 

EXPENSES 

$16,226,212 

SURPLUS 

$10,062 



 

Statistics for Statistics for Statistics for 201620162016---201720172017 
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743743743 

Admissions 

21,78321,78321,783 

Emergency  Visits 

4,3514,3514,351 

Clinic Visits 

10,71410,71410,714 

X-Ray Tests 

19,17819,17819,178 

Blood Collections 

10,64710,64710,647 

Patient Days 

211,811211,811211,811 

Hours of Care 

386386386 

Bone Mineral 

Densitometry  

Examinations 

2,1172,1172,117   
Ultrasounds 

515151 

Physicians and 

Nurse Practitioners 

with Privileges 

155155155 

Employees 

33.5%33.5%33.5%   
Patients Served in 

French 



 

Social MediaSocial MediaSocial Media   

HGMH now has an official Facebook page!  We post photos, as 

well as current information about upcoming events, community 

engagement, and news from our hospital.    

To follow our page, drop us a like at:  

www.facebook.com/glengarrymemorial 
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Patient and Family Advisory CommitteePatient and Family Advisory CommitteePatient and Family Advisory Committee   

At HGMH, we support a patient and family-centered approach to health care. We know that patients and 

their families have a key role in improving the patient experience at our hospital. The Patient and Family 

Advisory Committee (PFAC) provides a way for our staff and leadership to connect with patients and family 

members to get their advice on how we deliver care. The committee serves in an advisory capacity, 

making recommendations on matters that impact the experience of patients and their families at HGMH. 

The work of the PFAC allows HGMH to learn from patients' experiences, both positive and negative, and 

enhance our delivery of care and programs.  Our patient and family advisors tell their stories and share 

their ideas.  The hospital uses this feedback to improve processes and communication.  In addition to the 

PFAC, patients and families sit on various hospital committees and provide ad-hoc support to various 

projects such as reviewing patient handout documents.   

Medical Assistance in DyingMedical Assistance in DyingMedical Assistance in Dying   

As a compassionate provider of patient-centred care, HGMH is committed to providing high quality care to 

all patients suffering from serious illnesses, including patients at the end-of-life.   

This past year, following a decision by the Supreme 

Court of Canada, the federal government passed 

legislation that required hospitals to develop their own 

policies with regard to how they would support Medical 

Assistance in Dying (MAID).  This support could be in 

the form of simply referring patients requesting this 

service to another facility that provided it or providing 

the service directly.   

HGMH undertook surveys of our physicians and nurse 

practitioners, staff, and the community as a whole in 

order to gain an understanding of the opinions of these 

groups on this sensitive topic. 

In response to the overwhelming need in the community identified in the surveys, HGMH will be developing 

a policy that will include provision of MAID on-site.   



 

Technological ImprovementsTechnological ImprovementsTechnological Improvements   

Technology is changing and enhancing processes everywhere, and healthcare 

is no exception.  Our hospital has seen many technological upgrades this year, 

all with the goal of improving the care and services that we provide to our 

community.   

In our Emergency Department, an 

"electronic whiteboard" displays 

information that helps streamline care 

for patients who are admitted in the 

ER.  At a glance, staff can see which 

patients are in which beds, whether 

anyone is under any kind of isolation, 

and what is currently pending.  For 

example, using a colour-coded system, 

staff can quickly see if a blood test or  

x-ray has been ordered, is in process, 

or if the results are ready.  Confidentiality is maintained by using coded 

identifiers instead of full names or details about diagnoses.   

Pharmacy improvements include 

the implementation of Automated 

Dispensing Cabinets that have 

dramatically improved patient 

safety and reduced costs related 

to expired medications.  Up to 

95% of all medications dispensed 

at our hospital are now barcoded.  

With these barcodes, staff are 

able to quickly verify that they 

have the correct medication for 

the correct patient.   
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Indigenous Culture TrainingIndigenous Culture TrainingIndigenous Culture Training   

As part of our hospital's efforts to strengthen relationships with our community, 

we have engaged in indigenous culture and sensitivity training to all of our staff.  

Through this training, our staff have gained an improved understanding of issues 

that are particular to Aboriginal peoples in terms of access to health care services 

and specific health needs. 

This training has been a means to bring discussions on diversity and relationship-

building into sharper focus in a way that encourages all of our community 

members, no matter where they come from, to fully understand historical 

Aboriginal and community issues in their current context.   



 

Quality Measure 2016-2017 2015-2016 2014-2015 

Hand hygiene compliance before initial patient or 

patient environment contact 
94.0% 95.8% 91.5% 

C. difficile infection rate (# of hospital-acquired 

infections per 1,000 patient days) 
0.47 0.12 0.86 

MRSA infection rate (# of hospital-acquired 

infections per 1,000 patient days) 
0.85 1.3 n/a 

Readmissions within 30 days of hospital discharge 10.7% 13.9% 18.8% 

Medication reconciliation on admission 100% 100% 100% 

Medication errors per 1,000 patient days 8.0 8.2 6.2 

Falls  on the Medicine Unit per 1,000 patient days 10.9 10.1 11.5 

Quality Care IndicatorsQuality Care IndicatorsQuality Care Indicators   

At HGMH, 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, 

we provide reliable and compassionate care to our patients and their loved ones.  
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Healthy Food Initiative Healthy Food Initiative Healthy Food Initiative    
HGMH has achieved Bronze status in the Healthy Foods in 
Champlain Hospitals Initiative, which sees hospitals across the 
region making healthier food available in their cafeterias, gift 
shops, and vending machines.   

This achievement was made possible by the hard work of the 
hospital's Dietary Department in cooperation with the Auxiliary, 
which operates the gift shop.    

Achieving a Bronze rating involved a number of activities, such as reducing sodium in soups, 
decommissioning the deep-fryer, providing nutrition information for hot meals, and increasing the 
availability of vegetables, fruit, and whole grains. 

The next step on this journey is to work towards achieving a Silver status.  This will include reduction in 
high-fat foods, nutrition information for the remaining food items, and elimination of regular soft drinks.   

Providing healthy food choices for our patients is an important way to reduce risk factors for chronic 
disease.  This initiative further supports the health and wellbeing of our staff, enabling them to deliver the 
best possible patient care.  



 

AccreditationAccreditationAccreditation   

HGMH has been awarded exemplary accreditation status from Accreditation 

Canada, an independent reviewer that assesses and recognizes organizational 

excellence. Exemplary status is the highest rating possible. 

The hospital undergoes an accreditation review every four years, and is 

assessed on everything from organizational aspects like governance and 

leadership to hospital protocols in areas from infection prevention to emergency 

department to lab services. The accreditation represents the culmination of 

several months of preparation by the entire hospital team, who work hard to 

maintain the rigorous standards set in every category. 

"I am so proud of the work our entire team has accomplished over the last four 

years," says HGMH CEO Linda Morrow. "Receiving Accreditation with Exemplary 

Standing demonstrates that HGMH is attentive to giving outstanding professional 

care to our patients and their families. The dedication of our staff, physicians, and 

volunteers, to promote high quality care and service delivery is evident in 

Accreditation Canada's findings." 

Beyond pursuing the formal acknowledgement, HGMH uses the accreditation 

process as an opportunity to raise awareness of the benchmarks among all staff. 

This year, the process was coordinated by Emergency Preparedness Coordinator 

and Project Manager Louise Quenneville, who deployed a passport framework to 

challenge staff to strengthen their awareness in six areas related to accreditation, 

including communications, safety culture, medication, and others. Biweekly prizes 

and a prominent display documenting the hospital's progress through the 

accreditation "road trip" helped to cheer the organization on to success. 

Louise Quenneville says she was pleased to see the hospital community become 

so engaged. "Accreditation builds awareness. It makes each one of us 

accountable and confirms the patient is the centre of care. It gives us an external 

perspective -having Accreditation Canada with their knowledge and requirements 

reaffirms what we should expect of ourselves," she says. 

CEO Linda Morrow emphasizes that 

the ultimate value of accreditation is the 

message it sends to the community. 

"Being Accredited with Exemplary 

Standing means that our patients and 

their families can be assured that the 

care they receive at our Hospital goes 

beyond the requirements of 

Accreditation Canada to demonstrate 

excellence in quality improvement." 
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Construction and Upgrades Construction and Upgrades Construction and Upgrades    

As our community continues to grow, our hospital must grow with it.  We 

have done some renovations this year to do exactly that.   

A great number of people within our region need a family doctor.  To 

work towards meeting this need, HGMH has undertaken a renovation 

that will add three doctor's offices to the building.  Two physicians have 

already been recruited to start their family practices in these spaces and 

will open their doors in September 2017.  This renovation also created a 

small meeting room near the elevator of the hospital.   

The expansion of the Rehabilitation Programs at our 

hospital has led to improvements in that department 

as well.  The rehabilitation treatment space has been 

expanded into what was formerly the boardroom, 

which will allow patients and staff to have more space 

to perform their rehabilitation exercises and activities 

as well as the upcoming new Cardiac Rehabilitation 

Program.   

Staff now have quick and easy access between the inpatient unit and 

the rehabilitation space through the newly renovated CCC Nurses' 

Station in Room 15.  The nursing station has been expanded to 

provide more charting space, and a door directly into the rehabilitation 

area improves patient safety by making it faster for staff to reach 

patients who may experience an emergency during their treatment.   

A replacement boardroom has been built along with a room 

specifically designated for training staff in a new building just outside 

the entrance to the pool.   

As electricity prices continue to rise, we look to improve energy efficiency wherever we can.  This year, all 

lighting within the building as well as the exterior lighting was replaced with LED fixtures.  This project 

replaced over 14,000 conventional lights with their LED counterparts and is expected to reduce energy 

usage by 12.5%. 

Numerous other improvements are always underway, from replacing stained ceiling tiles to installing new 
flooring.  This year, the doors to the triage area were replaced this year with doors that slide automatically.  
This change supports staff health and safety by reducing the risk of repetitive strain injuries.   

Upgrades also happen thanks to support from the community.  For example, this year, a generous 
donation in memory of Peter Bellware has replaced all of the tables and chairs in our cafeteria.   



 

Vial of lifeVial of lifeVial of life   

An up to date medication list can save your life. The Vial of Life package can do 
that. It consists of a plastic vial with a Vial of Life sticker, a Vial of Life form, and 
a Vial of Life magnet.  The Vial of Life form can be completed by patients and 
family members upon discharge or post discharge.  The completed form should 
be stored inside the plastic Vial of Life container. 

Patients can request the Vial of Life package; it is provided as a service to assist 
patients in keeping the list of their medications current.   

To use your Vial of Life: 

 Keep the form updated with the list of medications you are currently taking,  

 Keep your medication list in the vial,  

 Keep the vial in the package,  

 Keep the package in an easy to find location (e.g.: on the outside of the 
fridge door), and 

 Let family members know that your 
medication list is kept inside the vial. 

Place the Vial of Life magnet or sticker on a 
common entrance door or where it is visible in 
a window, so Emergency Medical Services 
(ambulance, etc.) will know that you use the 
Vial of Life for your current medication list. 

By using the Vial of Life you are making it 
easier for Emergency Medical Services and 
family members who may be transporting you 
to the hospital to know that your medication list 
is readily available and can be brought with 
you.   
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Patient Satisfaction RoundingPatient Satisfaction RoundingPatient Satisfaction Rounding   
If you're admitted to our hospital, you may be visited during your stay by our Vice 
President of Clinical Services and Chief Nursing Officer.  In a new initiative 
launched this year, our Clinical VP has been doing "patient satisfaction 
rounding", which involves speaking to at least four patients a week to ask about 
their hospital stay.   

Patients are asked if they are satisfied with their treatment, with their health care 
providers, and with their comfort levels.  If the patient is in the ER, they are 
asked if they are satisfied with the explanations they've received regarding any 
wait times they may have experienced.  If the patient is admitted to the Inpatient 
Unit, they are asked about their satisfaction with their involvement in their 
treatment plan.   

This new process has allowed hospital staff to quickly resolve many concerns 
before they became serious issues.  Through compassion, empathy, and a 
genuine interest in listening to problems, we are continually working to improve 
the quality and safety of the care provided at our hospital.   



 

Our Invaluable Staff and Volunteers Our Invaluable Staff and Volunteers Our Invaluable Staff and Volunteers    

Did you know that every year, our staff work a combined 200,000+ hours and our volunteers contribute 

nearly 20,000 more hours to ensure that our patients receive the best possible care.   

In addition to working with patients directly, our Auxiliary volunteers also manage the Gift Shop and the 

vending machines in the building.   Every year, they organize fundraising events and donate much needed 

equipment to the hospital to further support patient care.   

Our staff are trained and ready to meet the needs of our community on a day to day basis as well as in 

case of emergencies or disasters.  Our volunteer Board of Directors ensures transparency and public 

accountability at regular meetings of the board and its subcommittees.     

From providing hands-on care to patients, to supporting families and loved ones, to making sure the 

hospital stays clean and in good working order, to providing delicious and nutritious food, and even to 

ensuring provincial expectations are met in the boardroom, our staff and volunteers work tirelessly to help 

our patients and keep our hospital running smoothly.    

11 | HGMH  

Foundation Donates IV PumpsFoundation Donates IV PumpsFoundation Donates IV Pumps   

The HGMH Foundation has generously purchased 15 intravenous (IV) infusion pumps on behalf of the 

hospital. These pumps, now in use in the Emergency Department and Inpatient Units, administer IV fluids 

and medications into a patient's body. 

With this generous donation, HGMH staff are 

able to reduce patient risk through the use of 

a drug library that is integrated into the new 

IV infusion pumps. This library makes it 

easier for staff to select the right medication, 

the right concentration and the right length of 

time the medication is to be infused. The 

benefit of the drug library is protecting 

patients from IV medication errors by 

identifying potentially harmful medication 

programming errors as well as alerting staff 

prior to the drugs being administered. 

At only 2.5 pounds in weight, the new pumps 

are also significantly smaller and lighter than 

the old pumps, which weighed between 10-

15 pounds. This makes transferring patients to a higher level of care or for external referrals with our staff 

much easier, as these pumps are essential piece of equipment to keep patients safe. 

HGMH's recent work to expand the scope of its RPN staff coincides with the 'go-live' of these pumps. 

RPNs are able to use these pumps to a greater functionality than they have in the past. The added benefit 

and safety of the integrated drug library gives all nurses the confidence to provide safe care based on best 

practice to all of our patients. 



 

Community Integration Community Integration Community Integration    

HGMH works with many other health and social service agencies within the 

region to provide our community with the best and most efficient services 

possible.  One such partner is Community Living Glengarry (CLG).  HGMH 

shares a number of services with CLG, such as Information Technology and 

Supply Chain Management.   

Our partnership with Queensway Carleton Hospital's procurement services helps 

our hospital obtain the supplies and equipment we need at the best possible 

cost.   

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.  This program supports patients as they 

are followed by these providers, guiding them through the complexities of the 

Ontario Health System.  
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WomenWomenWomen'''s Day Committee Donates Equipments Day Committee Donates Equipments Day Committee Donates Equipment   

A new Cardiac Rehabilitation 

Program will soon be available 

at HGMH thanks to an 

equipment purchase by the 

Women's Day Committee.    

This program will complement 

the existing Pulmonary 

Rehabilitation Program and 

support patients who have 

had a recent cardiac event 

such as a heart attack or a 

stent.  Over the course of 

eight weeks, patients in the program will participate in two one-hour exercise 

sessions per week in collaboration with the University of Ottawa Heart Institute 

(UOHI).   

The physiotherapy staff at HGMH will guide and support patients in the exercises 

which will be led remotely by a specialist therapist from UOHI through 

videoconferencing via the Ontario Telemedicine Network (OTN).  OTN allows 

patients to have access to distant specialists in the comfort and convenience of 

their local hospitals, thus eliminating the need for lengthy trips to treatment 

centers.   

Patients in the Cardiac Rehabilitation Program will be involved in exercise-based 

reconditioning, including strength, stretching, and aerobic exercises.  Patients will 

be referred to this program through their cardiologist at UOHI.   



 

www.hgmh.on.ca 

www.facebook.com/glengarrymemorial 
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One foggy morning... 

Un matin brumeux... 


