
QIP Narrative 2023 

Overview 

Introduce your Quality Improvement Plan (QIP) with a brief overview of your areas of focus and quality 
improvement initiatives that you think a member of the public would like to know about. We are interested in 
hearing about what is important to you. You may wish to include a description of how you are working to 
improve care within you organization or an achievement your organization is most proud of. Tell us about your 
corporate strategy and how QIP reporting aligns with your strategic plan. This opening paragraph will set the 
context for what you will be working toward through your QIP. 

William Osler Health System (Osler) is a multi-site hospital system comprised of Brampton Civic 
Hospital, Etobicoke General Hospital and Peel Memorial Centre for Integrated Health and Wellness. 
Osler also operates a unit at the Reactivation Care Centre at the Humber River Hospital, Church site, 
and a Withdrawal Management Centre in Brampton. Osler is also one of 153 partners in the Central 
West Ontario Health Team, one of the largest in the province. Together, we provide patient-inspired 
health care without boundaries to 1.3 million people in Brampton, Etobicoke and surrounding 
communities, serving one of the fastest-growing and most culturally diverse regions in Ontario. 

Osler is an organization committed to excellence in everything we do. Throughout every aspect of our 
work, we consistently strive to apply evidence-based best practices to ensure we are delivering 
programs and services that are safe, effective, people-centred, efficient, timely and equitable. 
Foundational to our Quality Framework, this commitment is both evident in and aligned across our 
Quality Improvement Plan (QIP), Patient Safety Plan, and 2019-2024 Strategic Plan. 

We are incredibly proud to share that in 2022, Osler was Accredited with Exemplary Standing by 
Accreditation Canada, the organization’s highest level of performance. Osler was also the recipient of 
the prestigious 2022 Excellence in Patient Safety Award from Canadian College of Health Leaders 
(CCHL) for its approach to Patient Safety Incident Management (PSIM), and was further recognized by 
the Health Standards Organization (HSO) and Accreditation Canada for five global leading practices 
that create excellence in services delivery and quality of care. 

Additionally, this year Osler was designated with Leadership Status from Choosing Wisely 
Canada, awarded to hospitals that have demonstrated the strongest commitment and highest 
achievement in leading change to reduce overuse through organizational leadership, culture change, 
mentorship, and an assurance of sustainability. 

In February 2023, Osler’s Acute Care of Elderly (ACE) Unit at Brampton Civic Hospital became the first 
acute care hospital unit in the world to implement The Butterfly Approach™, a revolutionary model of 
dementia care. The ACU unit was accredited with an Excellent rating and a Level One Audit 
designation by Meaningful Care Matters (MCM), the United-Kingdom-based consultancy that 
developed the approach. 

Osler is in its final year of a three-year path to becoming a globally recognized Best Practice 
Spotlight Organization (BPSO). This includes the implementation of evidence-based best practice 
guidelines around: Preventing Falls and Reducing Injury from Falls; People-Centred Care; Assessment 
and Management of Pressure Injuries for the Interprofessional Team; and the Assessment and 
Management of Foot Ulcers for People with Diabetes. 

https://www.williamoslerhs.ca/en/who-we-are/patient-safety-plan.aspx
https://www.oslerstrategicplan2019-24.ca/
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Osler’s 2023 QIP builds on these significant achievements and supports our continuous quality journey 
to improve the patient, family/caregiver, and staff experience at Osler. Osler’s 2023 QIP indicators 
highlight our ongoing focus on four priority areas as we continue to work to recover our services and 
programs, and address capacity challenges felt by our hospital and those across the province. 

Our 2023 QIP goals are to: 
• Ensure serious workplace violence incidents are investigated and corrective actions are 

documented and implemented to continue to create a safe and healthy workplace environment 
for all.
New Goal: We will increase the percent of serious workplace violence incidents which 
have documented corrective actions to a target of 92 per cent.

• Continue to review and document our patients’ medications to ensure all medication changes are 
communicated, as patients transition out of hospital.
Goal: We will maintain medication reconciliation upon leaving hospital at a target of 90 
per cent.

• Continue to empower patients with information so they know what to do if worried about their 
condition after leaving the hospital.
Goal: We will increase the number of inpatients who report leaving the hospital with 
enough information – yes, completely to a target of 80.6 per cent.

• Continue to streamline processes and implement innovative ways to reduce wait times and 
enhance the patient experience through more timely and efficient transitions.
Goal: We will decrease 90th percentile time to inpatient bed to a target of 48.7 hours.

Through our QIP and comprehensive Quality Program, Osler remains committed to applying best 
practices in what we do every day to ensure we are delivering safe, high quality care to our community 
and fulfilling our Vision, patient-inspired health care without boundaries and Mission, innovative health care 
delivered with compassion, every time. 

Patient/client/resident engagement and partnering 

Describe how you have co-designed* initiatives related to QIPs with diverse representation from 
patients/clients/residents. Please provide 1 to 2 examples of these initiatives, including how you gathered and 
incorporated experience feedback from patients/clients/residents and caregivers. 
*Co-design means involving the patients in the design process and working with them to understand their met
and unmet needs.

As in past years, Osler’s 2023 QIP continues to reflect the voices of our many stakeholders, including 
those of a highly engaged Patient Family Advisory Council (PFAC). The approximately 30-member 
council, made up of individuals from diverse demographic, professional and volunteer backgrounds and 
experiences, are active collaborators on important initiatives that enable us to better understand and 
meet the needs of our patients and families and our communities. As is the case each year, our PFAC 
directly informed and validated our 2023 QIP.  

We are pleased to provide the following examples of recent initiatives co-designed with PFAC members 
– all of which enhance the patient/family/caregiver experience and support our commitment to
continuous quality improvement.
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Patient whiteboards 

Located in patient rooms, patient whiteboards serve as an important communication tool between our 
patients, families/caregivers and health care professionals, and support our people-centred model of 
care. Osler’s utilization of patient whiteboards continues to evolve with a plan to further standardize 
and possibly shift to an electronic model in the near future. 

The information found on the patient whiteboards at Osler (e.g. name of patient, name of patient’s 
nurse and doctor, upcoming appointments, family messages, discharge date and, most importantly, 
identification of a patient’s goal(s) to direct care planning and a message of motivation) is the direct 
result of feedback and recommendations from our PFAC, based on their own lived experiences. More 
recently, and unique to Osler, is the addition of the question “We want to involve you in your care. What is 
most important to you today?” asked as part of the nursing admission assessment, and included on the 
patient whiteboard and revisited at each bedside shift report. Answers to this question are specific and 
personal to the patient. For example: “I want to have less hip pain so I can walk my daughter down the 
aisle at her wedding” or “I want to be able to breathe more easily.” 

Initiated and informed by PFAC, this question gives patients a stronger voice, helps ensure their care 
plan aligns with their goals and supports a positive patient experience, successful recovery, and discharge 
or transition to another care facility – all priorities within our QIP. 

Respectful workplace patients’ workshop: expanding our impact to patients and 
visitors 

At Osler, we believe that everyone who comes through our doors should enjoy a positive, healthy, and 
respectful workplace or place to receive care. For the past several years, as evidenced in our QIPs, we 
have been committed to developing and implementing interventions to reduce workplace violence and 
create a safe and healthy workplace environment for all. 

Osler’s PFAC has been an integral partner in this ongoing journey. An active patient/family advisor,  
Tony’s story is one of many examples of this invaluable partnership. Drawing on his experience and 
expertise as a former police officer, Tony was a keynote speaker and participant in an interactive 
workshop resulting in the following key deliverables: 1. Education for staff regarding de-escalation 
techniques; 2. Debriefing after incidents and; 3. Safety planning for all those involved. 

The workshop first included Osler representatives from areas known to be at high risk for violence by 
patients and families (e.g. Emergency Department, Critical Care, Patient Relations, Public Safety). It was 
then replicated by invitation to the Ontario Hospital Association, Patient Experience Community of 
Practice, which provides a monthly forum for provincial hospital patient experience leaders and patient 
and family advisors to learn with and from each other. 

Patient Oriented Discharge Summary (PODS) 

Yet another powerful example of how patient feedback from an engagement survey helped to identify 
and address a need at Osler is the successful implementation and expansion of the Patient Oriented 
Discharge Summary (PODS). One of the ongoing change initiatives supporting our ‘Leaving hospital did 
you receive enough information?’ indicator, the PODS is a simple tool that encourages dialogue and 
proactively provides the important information patients need to know while preparing to leave the 
hospital. 
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Already implemented in Surgery, Medicine, and the Mental Health Program, efforts are now underway 
to expand further to Women’s and Children’s programs, Critical Care and Outpatient Clinics, and we 
will continue to seek the guidance of our patients and families on the content and design of the tool. 

Osler Telephone Town Halls 

Osler’s community Telephone Town Halls, which are held regularly throughout the year, are a 
convenient and effective way for community members to hear directly from Osler’s leaders, ask 
questions, provide feedback, and learn more about what is happening at their local hospitals.  

Provider experience 

Our consultations revealed a significant concern with health care providers (regulated and unregulated) 
experiences in the current environment (e.g. burnout related to decreased staffing levels). In this section, please 
describe your organization’s experience with these challenges and the ways you are supporting health care 
workers. How do you engage health care workers in identifying opportunities for improvement? 

Osler was one of the hardest-hit health care systems in Ontario by the COVID-19 pandemic and, like 
other hospitals across the province, we continue to face significant capacity and staffing challenges 
exacerbated by the events of the last few years. Burnout amongst health care professionals, support staff 
and volunteers in our organization is something we openly acknowledge, create safe spaces to discuss, 
and actively address.  

We know that taking care of ourselves and our teams will continue to enable staff to focus on what they 
do best – caring for patients, families and the community. Some of the ways we are prioritizing staff and 
physician well-being, building resiliency, and supporting better work-life balance include: 

• Online health and wellness resources. In addition to our Employee Family Assistance Program
(EFAP), staff and their family members can also access:

o InkBlot – an online therapy program that provides video counselling on a secure and
encrypted platform.

o LifeSpeak – a digital wellness platform that provides Osler staff and their family members
with around-the-clock access to expert content that address all facets of well-being,
including mental health, preventative health, physical conditions and diseases, parenting, and
financial success.

o Canadian Mental Health Association webinars.
o Schwartz Rounds – quarterly one-hour virtual forums for staff to be heard and candidly

share thoughts and feelings in an open, honest and safe space regarding often complex
and/or morally distressing care or work-related experiences.

• Respite and wellbeing program. With the support of Osler Foundation’s Compassion Fund,
Osler offers a wide array of services and supports for Osler teams such as:

o Onsite yoga classes and massages, mindfulness moments, labyrinth walk, on-site counselling,
o Respite Rooms at each of Osler’s hospital sites where staff can go for beverages, treats,

wellness resources, or some quiet time.
o Compassion Carts – managers can sign out compassion carts packed with snacks and drinks

to bring to their teams during their shifts.
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• Reflection Rooms® at Osler. Intended to support people experiencing trauma, stress, and loss,
Reflection Rooms are immersive spaces that leverage storytelling and experiential design where
people can write stories about their experiences and read stories shared by others, as a way to
process emotions, pause, connect and reflect.

At Osler, we believe an engaged workforce is a stronger workforce; that how staff and physicians feel at 
work has a direct impact on the patient experience and the quality of care they provide. There are 
numerous ways for staff and physicians at Osler to identify and share opportunities for improvement. 
They include:  

• Employee and Physician Engagement Survey
• Staff, Physician Information Sessions with live Q&A portions, currently held monthly but

were held weekly during the peak of the pandemic
• Department-specific mini town halls to address immediate issues
• Executive Patient Safety Rounds
• Frank Conversations: Connecting with the President and CEO, an informal rounding

initiative

Workplace violence prevention 

A health system with a culture of quality creates the conditions for staff to thrive, and ensuring their safety is one 
element of this. By addressing violence and incivility in our organizations, we will be creating safer environments 
for our workers and improving patient care. Describe how workplace violence prevention is a priority for your 
organization. For example, how is it reflected in your strategic plan, how is it measured, do you report on it to 
your board, and have you made significant investments to improve in this area? What are you planning to do 
differently this year?  When providers are involved in a workplace violence incident, what mechanisms are in 
place to ensure they receive support, resources, and follow-up? 

Creating a safe, secure environment and addressing workplace violence continues to be a strategic 
priority for Osler. We know that our people are the key to our success in delivering on our Vision, 
patient-inspired health care without boundaries and are committed to building an organizational culture that 
inspires the people of Osler to be and do their best.  

With an increase in the number and severity of workplace violence incidents at Osler and across the 
broader health care sector since the COVID-19 pandemic – the vast majority being patient/family to 
employee – we know there is still much work to do. 

Workplace Violence Prevention is a continuous journey at our organization, measured and reported to 
the Board through our QIP and broader Quality Program. For a number of years, our efforts focused on 
enhancing education, awareness and processes around the reporting of workplace violence and 
harassment, and our QIP indicators reflected those goals. As we continued to grow, socialize and 
strengthen our reporting culture at Osler, our emphasis moved to the implementation of strategies 
aimed at reducing these incidents, including revising our Workplace Violence Policy and launching a new 
Respect in the Workplace Program, with numerous resources and tools to support our commitment to 
safety and civility at work. 

Following a workplace violence incident, some of the mechanisms that are in place to ensure staff and 
physicians receive support, resources, and follow-up include online incident reporting with automated 
leader notification, investigation and implementation of corrective actions, Employee Assistance Program 



(EAP) support, safety and behaviour care planning, and leader checklists that outline required actions 
following an incident.   

In 2023, our commitment to workplace violence prevention remains steadfast, with a new indicator that 
builds on our progress to date and supports the next critical steps toward preventing further incidents 
or reoccurrence, and creating a safe and healthy workplace environment. 

New: Patient safety 

To help support quality improvement, enhance a safe and just culture, and improve the success of incident 
analysis, explain what processes are in place at your organization to learn from patient safety incidents? How do 
you share learnings back to team members and patients/families to prevent future recurrences?  

At Osler, a quality excellence mindset guides us in everything we do, driving us to continuously pursue 
quality improvements that minimize risk and prevent adverse outcomes and harm. 
In keeping with our goals for Quality Excellence, as captured in our 2019-24 Strategic Plan, we’ve taken 
important steps to further improve how we report, respond to and learn from patient safety incidents. 

Our efforts led to the creation of a standardized Patient Safety Incident Management Framework (PSIM), 
which, as referenced earlier in the narrative, resulted in Osler receiving the Excellence in Patient Safety 
Award from Canadian College of Health Leaders (CCHL) in 2022. 

Since its implementation, the new framework has resulted in a 17 per cent increase in patient safety 
incident reporting, and an increase in historically underreported incidents, all of which has led to more 
opportunities to learn from incidents to improve patient safety further. Ongoing staff and physician 
engagement is integral to ensuring a safe and just culture at Osler, supported through education, 
accessibility to tools and resources, and by making it easy for staff and physicians to report patient safety 
incidents using Osler’s Datix Incident Reporting System.  

Furthermore, because our incident reporting system is integrated with Osler's iHuddle Boards, our 
interprofessional teams can review reported patient safety incidents on their units, trend incidents over 
time, and apply their learnings to reduce risks.  

In addition, Osler conducted a Patient Safety Culture Survey (PSCS), a tool from Accreditation Canada. 
Our PSCS results showed a 7.1-point increase in the patient safety grade at the organizational level and 
a 3.7-point increase in the patient safety grade at the unit level since our last survey in 2019. In addition, 
PSCS results identified organizational senior leadership support for safety, supervisory leadership 
support for safety, incident follow-up, and unit learning culture as strengths. 

At Osler, we believe that everyone has a role to play in patient safety, including patients and their 
families. As such, patients and families are welcome and invited to join unit huddles to discuss patient 
safety with the team and to ask questions and offer solutions. 

When a patient safety incident occurs, it involves informing the patient or patient representative, 
ongoing open and transparent communication with the care team, and obtaining the patient or family 
perspective to inform any Critical Incident Quality of Care Review. Quality of Care Reviews are led by a 
broad team to ensure an objective analysis free of bias, and to address what happened, why it happened 
and how to prevent it from happening again. This is followed by a structured and thoughtful secondary 
disclosure process, which includes the patient/patient representative and other family, who meet with 
program Leadership Dyads to share the incident contributing factors and recommendations.  
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Osler is unique in contracting with the University of Toronto, Standardized Patient Simulation Program 
to build team confidence and presence during these meetings, to ensure participants are reassured in 
Osler’s commitment to transparency, and to being a learning organization.  
 
Osler’s Patient Safety Incident Management Framework is sustained by a robust corporate quality, risk 
and patient experience infrastructure that ensures accountability at all levels of the organization and 
leading to timely and responsive process improvements that demonstrate Osler’s unwavering dedication 
to Quality Excellence. 
 
New: Health equity 

We are seeking to understand how organizations are recognizing and reducing disparities of health outcomes, 
access, and experiences of diverse populations, including Indigenous Peoples, Black, racialized and 2SLGBTQIA+ 
communities; Francophone populations, high-priority populations; and older adults in their quality improvement 
efforts. How is your organization working to promote health equity? Describe how your organization is collecting 
sociodemographic data, including race-based data. Where possible, please provide examples of how your 
organization has implemented a strategy that focuses on non-medical social needs, such as those related to 
culture/cultural barriers, income, food security, housing, health literacy and social connection.  
 
As a hospital system that serves one of the fastest-growing and most culturally diverse communities in 
the province, recognizing and reducing disparities of health outcomes, access and experiences of diverse 
populations is a priority at Osler.  
 
With a strong Equity, Inclusion and Anti-Discrimination (EIAD) portfolio, our 2019-24 Strategic Plan and 
our Values of Respect, Excellence, Collaboration, Innovation and Service to guide this important work, 
Osler continues to promote health equity and inclusion in our communities and to lead the way in 
integrated best practice people-facing care and inclusive workplace initiatives. Some of the many, 
ongoing ways Osler is working to promote health equity include:  
• Creating understanding and capacity through ongoing EIAD forums for both staff and physicians and 

patients and families (e.g. Caring for Patients & Families in the LGBTQ2S+ Community; Caring for 
Patients & Families Who Identify as Sikh, Why Collect Data & Demographics on Our Patients; 
Mental Health & Addictions Through a Diversity Lens - Confronting Taboos, etc.). 

• Building formal (e.g. Polycultural Immigrant and Community Services - Post-Discharge Support 
Program, FOCUS Rexdale, etc) and informal partnerships (e.g. Indus Community Services, CANES 
Community Care, Dufferin County Cultural Resource Circle, etc) with external agencies that 
support improved clinical outcomes by addressing the social determinants of health. 

• Learning more about the experiences of diverse populations by adding a diversity question to our 
post-discharge patient experience surveys to help inform existing and future practices and care 
models. 

• Revising and revisiting policies and spaces related to health equity, access to care and experiences of 
diverse populations (e.g. Indigenous Ceremonies Policy and Traditional Healing Space, Smudging 
Policy; re-design of multi-faith rooms, etc.). 

• Elevating people-centred care and ensuring that equity-deserving communities are well served, as we 
move towards becoming an Academic Health Centre in partnership with the Toronto Metropolitan 
University (TMU) School of Medicine.  

• Creating an organizational culture that understands and recognizes the impact of system colonialism 
and the need to ‘unlearn’ and remove barriers by offering a Land Acknowledgement and celebrating 

https://www.oslerstrategicplan2019-24.ca/
https://www.williamoslerhs.ca/en/who-we-are/care-quality-and-governance.aspx
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National Day for Truth and Reconciliation and developing an organization-wide Truth and 
Reconciliation Roadmap. 

• Leading gender identity and diversity initiatives, including support for a staff/physician affinity group, 
gender transition guides for staff, supervisors and colleagues, use of pronouns education and 
developing signage for universal, all-gender washrooms.  

• Engaging in equity-focused research projects such as the use of interpretation during the consent 
process. 

 
The COVID-19 pandemic magnified many of the inequities in our patient population and the barriers 
they can face when receiving care. A positive to come from this was the way in which socioeconomic 
data helped to determine strategies to support our diverse populations (e.g. best geographic locations 
for testing centres and vaccine clinic, etc.) and we see great value in continuing to utilize this data to 
make further gains in the area of health equity and access and service planning.  
 
Executive compensation 

Under the Excellent Care for All Act (ECFAA), it is a requirement to link compensation for the Chief 
Executive Officer (CEO), and all other executives covered under the Executive Compensation 
Framework (ECF), to the achievement of performance targets in the Quality Improvement Plan. 
Performance-based compensation: 

• Drives performance and quality of care; 
• Establishes clear performance expectations and expected outcomes; 
• Ensures consistency in the application of the performance incentive, accountability and 

transparency; and 
• Enables teamwork and a shared purpose. 

 
The amount of performance-based compensation is determined as a percentage of an executive team 
member’s base salary. The performance-based percentage for 2023 continues to be two (2) per cent. 
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