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HNHB CCAC Executive Director’s
by the Numbers Message

HNHB CCAC is one of the largest CCACs in
Ontario

The area served is about 7,000 square ) )
kilometers (larger than Prince Edward Welcome to our first issue of
Island) The Navigator. The name of our new

HNHB CCAC has 650 staff and serves publication refers to the increasing
a population base of 1.3 million, with role that CCACs have as “system
approximately 34,000 clients on service navigators” - helping people learn

at any given time about and gain access to community-

Top three home care services at HNHB based health services.

CCAC (by number of visits/hours

annually): As an organization less than a year old, Hamilton Niagara Haldimand

1. Personal Support (assistance with Brant (HNHB) CCAC is doing its own navigating these days, with a
bathing, dressing, etc): 2,319,681 hours variety of initiatives that will define our new organization. We're calling

this intensive time period “"Operation Build.” There are many “building”

projects going on right now and one involving our health partners is a

3. Therapies (physiotherapy, occupational strategic planning process. Our board is now reviewing a strategic plan
therapy, n_u?ntlon, social work, speech): for the next three to five years, developed with the help of service
200,160 visits providers, health partners and funders.

2. Nursing: 947,195 visits

When I met with staff from our aligning CCACs for the first time late
last fall, I asked them to think about creating the best possible home
'\s I W3 S L0 ; care service organization from the ground up. I noted that we have a
: unique opportunity, in being a new organization with the rich history
: _ : - and experience of five predecessor CCACs, and we can bring that
v O VT ad knowledge and system expertise to bear for the benefit of our clients.

e

In a nutshell, that's what we are doing now as we harmonize our
. operations and create the "HNHB CCAC" way of doing things. From the
ground up, staff teams are looking at the best way to define and

approach our work. I'm looking forward to the recommendations
that the teams will bring forward as we continue to
build one strong organization from the legacy of five.

Melody Miles
HNHB CCAC

: HNHB CCAC staff are closely involved in
gl ' ’ helping to create the best organization
| 3 possible. Here, Hamilton branch

LAY case manager Martin Farrugia
' visits a client.



Introducing the
Executive Team

Melody Miles, Executive Director
Melody Miles has held leadership positions
with a variety of community-based health
care organizations, including service provider
agencies and public health. From 2002 to
2006, Melody was the executive director of
the former Hamilton CCAC. Melody holds
MBA, B.Comm., BScN and BA degrees.

Barbara Busing, Senior Director,
Client Services

Barbara Busing (formerly MacKinnon) was
most recently the executive director (Acting)
and the vice-president of Operations of the
former Hamilton CCAC. Prior to joining
Hamilton CCAC, Barbara worked at the
Ministry of Health and Long-Term Care and
was the founding executive director of Brain
Injury Services of Hamilton. She holds BOT
and Master of Education degrees.

Janet Doering, Senior Director,
Performance Management and

Accountability

Janet Doering has extensive CCAC experience
in contracts, quality, risk, strategic planning
and performance management, including
four years with the East York Access Centre.
From 2002 through 2006, she was director
of Quality and Organizational Development
with the former CCAC of Halton. She has a
BA degree from the University of Toronto and
a Certificate in Quality Management from

the University of Manitoba.

Sheila Jaggard, Senior Director,
Human Resources &

Organizational Development

Sheila Jaggard has a broad-based background
including healthcare, business, professional
speaking, professional coaching and teaching.
Sheila has served as the chief operating
officer and vice-president, Member and
Corporate Services at the Ontario Association
of Community Care Access Centres. Sheila
holds PhD, Masters and BA degrees.

Thomas Peirce, Senior Director,

Planning and Integration

Tom Peirce served as the executive director
of the former Elgin CCAC from 2002 to 2006.
He joined the CCAC sector in July 2001 as the
chief executive officer of the CCAC for Huron.
Tom holds a BA degree in Economics from
the University of Western Ontario and an
MBA degree from McMaster University.

Darlene Redfern, Senior Director,

Corporate Services

Darlene Redfern is a chartered accountant
with more than 20 years experience. She
holds a Bachelor of Business Administration
degree from Wilfrid Laurier University.
Darlene was a member of the former
Hamilton CCAC's senior team for over five
years, as vice-president responsible for
Finance and Information Systems.

HNHB CCAC is out in the community every week, making presentations
about CCAC services to clubs, associations, church groups, support
groups and others.

More than 80 CCAC staff members make up the Speakers' Bureau, and
are ready at any time to help people learn more about home care
services, specialty programs and more. About 50 presentations have
been made across HNHB CCAC since the organization's inception in
January 2007. Speakers' Bureau members also attend health fairs,
and other community events, with a CCAC display.

If you're interested in having a CCAC speaker address your group or
event, please call the branch nearest you, or go to www.hnhb.ccac-ont.ca.

Branch phone numbers: e Haldimand-Norfolk 519 426 7400
e Hamilton 905 523 8600 e Brant 519 759 7752
e Niagara 905 684 9441 e Burlington 905 639 5228
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. Community
¥ Outreach

New LTC Forums

Moving to a long-term care
(LTC) home can be a
difficult decision, and the
application process is often
misunderstood. The HNHB
CCAC has begun hosting
free public forums to help
people understand the LTC
application process and
the choices available, with
the goal of making the
transition less stressful for
seniors and their families.

Forums have been held in
Hamilton, Burlington and
Haldimand-Norfolk, with
Niagara and Brantford
forums planned for spring
Free public forums help to de-mystify the 2008. “Many people aren't
long-term care placement process. aware that calling the
CCAC is the first step in
applying to a long-term
care home,” says Kathryn Leatherland, manager of Client Services. “These
forums give us a direct way to provide much-needed information to the
general public.”

For more information, please call Mary Siegner, Director of Communications,
at 905 639 5228, ext. 8966 (Burlington) or 1 800 810 0000, or visit
www.hnhb.ccac-ont.ca.




Testing a New Client Database

Some Services Centralizing
at HNHB CCAC

Three client services teams that primarily do their work
by phone will be centralized at one branch of HNHB
CCAC, as part of the process to build the new
organization out of five predecessor CCACs.

The Information & Referral, Intake and Short Stay/Acute
teams will provide service to the whole HNHB CCAC
catchment area from a base at the Burlington
branch. “The work of those three teams is inter-
connected, and is done by phone,” says Barbara
Busing, senior director of Client Services.
“There are no home visits or face-to-face
meetings with clients that take place for those
teams, so it's not necessary to have them
located in each of our five branches.”

On the other hand, community case
managers, placement staff
and specialty team members,
all of whom go out to people's
homes and have face-to-face

interaction with clients, will
remain at each branch. All
branches also carry CCAC
brochures, and some
brochures about other
community services, for
case managers to take

Who does what?

B Information & Referral team
members provide general information
about CCAC services and other
government-funded health care
services in the community. They also
priorize referrals for case managers to
handle.

B Intake team members are case
managers responsible for authorizing
services to start immediately for
clients with urgent needs.

Il Short stay/acute team members
oversee the care plan for clients
expected to receive services for 60
days or less, such as wound care
following a surgery.

out on home visits, and for “walk-in
community members” who arrive
looking for information. In addition, an
information database can be used by
client services team members at any
branch to help people gain access to
other community-based services.

Establishing centralized teams in
Burlington is dependent on other
organizational developments that will
take place over the next six months,
including a single phone system,
implementing the Common Case
Management System (see article above)
and completing some workspace
renovation at the Burlington branch.

Services done over the phone are centralizing at the Burlington branch,
but community case management, placement and specialty programs
remain at each of the five branches.




(Photos shown in order of biography.)

Nancy Cain

Nancy Cain, of St. Catharines, is a former member of the Quality
Council of the Regional Municipality of Niagara. Her doctoral work
was in the area of evaluation and she participated in a
summative evaluation of a 10-year environmental project in
Thailand. Nancy was most recently the vice-chair of the former
CCAC Niagara.

From Five to One;

Staff Advice on Transition Issues

Jeff Hamblin

Jeff Hamblin joined the U.K. tourism industry in the 1970s. He
worked for the British Tourist Authority for more than 10 years in
a number of senior positions in Toronto, Frankfurt (Germany) and
New York. In 1998, Jeff was appointed an Officer of the Order of
the British Empire by Her Majesty the Queen, for his services to
tourism.

The creation of HNHB CCAC was a seamless change for
clients, but an enormous transition for staff. Recognizing
that, executive director Melody Miles decided early on to
pay close attention to how organizational changes were
being seen, heard and understood by employees.

Before the January 1, 2007, alignment date had even
arrived, two initiatives were underway to help the
executive team keep tabs on the internal impact of
alignment:

Sheila Hosking

Sheila Hosking has worked as a teacher for 35 years. While
teaching, she obtained her Bachelor of Arts Degree with
Distinction from Brock University. Sheila has served as chair of
the former CCAC Niagara. She's also on the steering committee
for the establishment of a Community Health Centre in Niagara
Falls.

Transition Monitoring Group (TMG):

TMG is a volunteer team of managers and staff
representing a variety of departments and positions.
More than 50 staff put their names forward for this team
and 17 were selected. The TMG meets approximately
every two months to offer ideas, suggestions and advice
about what can be done to make the transition for staff
go smoothly. Members also help evaluate how well
internal communications are being heard and understood.

Ross McCrimmon

Ross McCrimmon is a retired business owner who keeps active
in the business community through his consulting work and
participating in the Canadian Executive Service Organization.
Ross is currently chair of the Board of Directors of the Ontario
Association of Community Care Access Centres.

John McGraw, Treasurer

John McGraw was born and raised in Brantford. He attended

the University of Western Ontario and graduated in 1974 from
the Ivey School of Business with an Honours BA in Business
Administration. John is a member and board chair of the Rotary
Club of Brantford. He's also a board member of the Grand Valley
Education Society.

Sounding Board:

The Sounding Board is a one-hour conference call with
randomly selected staff and an external facilitator. First
names only are used on the call, and information shared
from the session is not attributed to a particular
individual. Each call has different participants, who are
asked to share their own feelings and concerns, to
evaluate how informed they feel, and to share what
they're hearing from others. Calls were held monthly
before and in the first few months after January 1, and
now are held on an as-needed basis, such as when major
initiatives are rolled out.

Bruce McIntosh

Bruce MclIntosh graduated from Teachers' College and Wilfrid
Laurier University. Upon graduation, he taught in a residential
school for boys under the Ministry of Correctional Services, and
later moved on to work at the W. Ross MacDonald School for the
Blind. Bruce was a board member of the former Brant CCAC.

Gary Ostofi, Chair

Gary Ostofi has built his career in policing and is currently a
detective and media relations spokesperson for Hamilton Police
Services. He has served for more than 35 years in both the
Army and Naval reserves. Gary also served as a board member
of the former Hamilton CCAC.

“These two initiatives have been invaluable to us in
helping to build our new organization,” says Sheila
Jaggard, senior director of Human Resources &
Organizational Development. “"We have received honest
and straightforward feedback that has influenced how we
do things at HNHB CCAC.”

Karl Stobbe

Karl Stobbe has practiced family medicine for 20 years in
Beamsville and has also developed an active teaching program
at West Lincoln Memorial Hospital. He leads the Expansion
Planning Team for the Michael G. DeGroote School of Medicine
at McMaster University and is also the first Regional Assistant
Dean, Niagara Campus, for the School of Medicine.

Hamilton Niagara Haldimand Brant -
Community Care Access Centre CCAC
Centre d'acces aux soins communautaires
de Hamilton Niagara Haldimand Brant
Head Office: Ontario
274 Colborne Street, Brantford ON N3T 2H5

Tel: 519 759 7752 or 1 866 759 7752 e Fax: 519 759 2855
www.hnhb.ccac-ont.ca

Carole L. Ward, Vice-Chair

Carole Ward has a wide variety of experience and leadership in
community-based health. She served on the board of the former
CCAC of Halton for seven years, including one term as chair.
Carole is also the chair of Halton Region Elder Services Advisory
Committee and Halton Oral Health Outreach.



