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the help of Technology

Read More +

Improving Stroke Care in the TC
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Helping improve patient outcomes and

make the system more efficient.

Read More +
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Toronto Central LHIN Board of
Directors' Meeting

When: September 26, 2012, 4:00 pm to
7:00 pm

Where: Board Room, Toronto Central
Local Health Integration Network, 425

Bloor Street East, Suite 201, Toronto, ON
M4W 3R4

Ontario's Seniors Care Strategy

To support the development of the Seniors
Care Strategy, Dr. Samir Sinha, Expert
Lead, Seniors Care Strategy, is asking all
Ontarians, but especially older Ontarians,
their families and caregivers, and health

and social care professionals for their

input. Read More +
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Accessl: A Single Doorway to
Case Management Services

For the first time in Toronto Central
(TC) LHIN, clients in need of mental health

services can dial one phone number.

Read More+

WoodGreen's New Integration
Toolkit Helps Organizations
Save Time and Money

To help other organizations with their
future integrations, the Toronto Central
LHIN funded and supported WoodGreen
to develop an “integration toolkit” with the

goal to help agencies save time and

money and eliminate duplication.

Read More+

Language Services Toronto
Sharing the cost while improving access to
high-quality equitable health care Read

More+
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Over the next two years, Toronto Central
LHIN is aiming to transform the local
health care system. The 2012-14Strategic
Plan contributes to the success of
Ontario’s Action Plan for Health by taking
local action — actions that will improve the
quality of patient care and help put the
health care system on sustainable

footing for the future. The time is right for
change. To hear and see Camille Orridge,
Toronto Central LHIN’s CEO, speak about

the Plan, Click Here +
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help of Technology

How Resource Matching and Referral technology is arming health service providers with more
information and matching patients to the best care options available.

Ever so slowly, Doris Conte and her brother, John Cini, push their 95-year mother, Sylvia Cini,
through the garden terrace at a west-end Leisureworld long-term care home.

“My mother means everything to me...she’s like the pillar holding our family together,” said
Doris Conte.

But the strength of the pillar was recently tested when Doris’ three other siblings decided to
move their ailing mother, Sylvia, from her home into long-term care.

“The process was challenging because we had to deal with the reality that her living in her own
home was no longer viable. We all - my two brothers and two sisters - had our own ideas about
where my mom should go.”

Meet Enza L’'Aurora, a Care Coordinator at Toronto CCAC.
When she stepped in to help, Doris and her brother John, were immediately at ease.

“We were in crisis and Enza recognized that. The process for us was very quick and within a
week we heard from the first available home. This was all done so quickly and it was done
professionally, with Enza giving it the human touch. The technology allowed for it to be done

quickly.”

And that technology is known as Resource
Matching and Referral (RM&R).
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RM&R in the Toronto Central LHIN
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RM&R is an electronic information referral system
that enables patients and clients to be matched
to the most appropriate service or program based
on the clinician’s assessment and patient needs.

One of the fastest growing regional

electronic referral systemsin Ontario.

Who usesRM&R?
Prior to RM&R, patient referrals to appropriate
programs and services were dependent on who
Health Care Connect » 84 health service providers health professionals knew and their personal

contacts. With RM&R health professionals are
equipped with the most current database of the
full range of available programs and services,
taking the guess work out of matching up a
patient’s needs to the available services.

24, 000 health professionals

For patients this means fewer delays and quicker
referrals to the services they need. Families have
less paperwork to worry about and can focus on
the well-being of their loved ones.

7 5, 000 patientsand counting

(2008-2012)

One of the additional benefits of RM&R is that the
time it takes for a patient to hear back about their
referral is much shorter than with the paper
process.

“It's tighter, neater and available to a lot of people," said Sandy McCamus, Resource Care
Coordinator, Toronto, CCAC. “And it's easier to share the information in the referral application
with a client if they want to see what I'm entering."

For the health professional, RM&R means improved communication between community
support agencies and the CCAC placement office, and less time spent on paperwork and more
time caring for patients.

“Sometimes | have to ask the Toronto CCAC Placement to open a file for me; however with this
technology someone else can open the file, make recommendations on the report that | filed
and actually read the report because it's not handwritten,” said Enza L'Aurora, Care
Coordinator, CCAC.

“It definitely makes communication easier."

Faxed patient applications, paper charts and referral applications with varying information from
agency to agency, are now a thing of the past. Mostly paperless application ensures that
patients’ files do not go missing or get lost in the submission process.

“RM&R has standardized the referral application process. Now | can easily find the same piece
of information for different clients on their online referral form," said Sandy.

The technology guides health professionals, keeping them on track with prompts and alerts if
they miss a step or miss filling out crucial pieces of the client’s information, like weight and
height.

Through RM&R, standardized electronic referrals are improving client care and communication.
Enza says she would like to ideally see communication in real time- especially in crisis
situations — when recommendations and solutions are provided instantaneously.

Still for Doris and her family, she says she can’t complain. She says the process from start to
finish was smooth and that she was kept in the communication loop the entire time. Most
importantly she says her mom is happy in her new home.

“I'm very happy and can rest at night knowing that my mom is cared for."

More Information

To learn more about Resource Matching and Referral in the TC LHIN, please click here
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To read more about health equity in the TC LHIN, please click here
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et s Improving Stroke Care in Toronto Central (TC)
About Our LHIN LH I N

Board of Directors “You'll improve; you'll get better.”

Harvey T. Strosberg remembers hearing those words
from health professionals at Toronto Western Hospital
on October 1, 2010, the day he suffered a stroke.

Community Engagement

Reports & Publications

“l was sometimes unconscious, disoriented, confused
and frightened, but the staff at Toronto Western were
professional and compassionate,” said Strosberg.
“They calmed and reassured me.”

Newsroom

Harvey Stroshergwith his wife Cathy

For Health Service Providers

Integration It has been almost two years since that fateful day.

As a prominent Ontario lawyer, Strosberg was known as a courtroom bulldog. Judges often told
him to speak slower. But the stroke took his speech away altogether forcing him to relearn how
to speak — a humbling experience that forever changed his outlook on life.

Get Connected with Care

Helpful Links
“I’'m more introspective...since my stroke, | have enjoyed every day of
Ontario LHINs my life. Every day | have taken time to rest, meditate and think.”
Strosberg is grateful to the teams at Toronto Western Hospital and Toronto Rehab for helping
/ him to recover and regain his speech._
Health Equity

at the Toronto Central LHIN They saved my life.

Harvey's experience is an example of
stroke care when the system is efficient -

eHealthin the when health care practitioners are all

Toronto Central LHIN working collaboratively and patients have
timely access to the right kind of care in
the right place.

Behavioural Supports r L

Ontario (BSO) Project ﬂ L/ It is this kind of comprehensive, integrated,

Er'hmcfﬂwefarrhep&‘% bl 52| evidence-based care that the Toronto

Central LHIN, together with the Toronto
Stroke Networks and the Ontario Stroke
Network (OSN), is trying to create for all
stroke patients.

“If you're a patient in Toronto it's kind of hit
and miss in terms of getting good quality
care after your stroke,” said Shelley Sharp,
Director of the Regional Stroke
»
at H ome Program/Toronto West Stroke Network at
University Health Network.
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Quick Facts:

2,259 - sdult stroke patients treated based on
admissions inthe TC LHIN in 2010

9.2-11.1 days - sverage length of stay in

acute care hospitals for stroke patients in TC LHIN

5-7 dEIVS —0naverage, stroke patientstransferred
to rehab withinthis range have better health
outcomesthanthose whao stay in hospital longer

510.3 million - estimated net savings tothe
system upon implementation of the best practice
stroke patient flow targets,

Source: "mplemen ting Stmke ond Cribopoedic Besi Proc toes in ihe
Toronto Gen el LM
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Recently, the OSN released its 2010/11 report card.

A look at the results for the Toronto Central LHIN reveals poor performance particularly in the
area of stroke rehabilitation and acceptable performance in prevention and acute stroke

Heaith Care Connect % management. Only one indicator in six within the category of acute stroke management received
an exemplary score.

“As a system, we need to come together to achieve a coordinated approach - understanding

W where the gaps are in terms of longer lengths of stay, poor access for getting into rehab and
moving into community.”

And the largest gaps exist when the stroke patient transitions to rehabilitation.

“Quite often, patients are not getting the right care, in the right place in the right time,” said Dr.
Mark Bayley, Medical Director of the Brain and Spinal Cord Rehabilitation Program at Toronto
Rehab.

* Increasingthe percentage of Toronto hospitals adheringto stroke best practicesis one of the
priaritiesinthe TCLHIN's new StrategicPlan.

*  TCLHIN has spearheadedthe development of a new model of delivering stroke care that will
improve quality of care and make betteruse of resources, Or. Barry McLellan, CEQ, Sunnybrook
Health Sciences Centre and Marian Walsh, CEO, Bridgepoint Health are leadingthis LHIM initiative.

*  “Implementing Stroke and Orthopaedic Best Practicesin the Toronto Central LHIN®, nlease
scroll downto the bottom of the page

* ThelHIM has added an ohligationinits service agreement for area hospitalsto participateina
I system-wide stroke improvement planninginitiative,

“The good news is that the Toronto Central LHIN is paying attention and making stroke care a
priority,” said Sharp.

“Timing is perfect for TC LHIN,” said Sharp.

And she says, while there is room for improvement in stroke care in the TC LHIN, there is also a
lot of progress.

“With a coordinated, system-wide approach to stroke care, we will start to see a more positive
stroke report card in a couple of years,” said Sharp.

“Interestingly, our research shows that as a system, we can actually deliver best practice care at
the same price as inadequate care and the system could be better without any new money,” said
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Dr. Mark Bayley.

As a specialist in rehabilitation, Dr. Bayley knows the importance of reorganizing the system to
have more outpatient systems to get people into the community faster.

“The system is moving in the right direction,” said Dr. Bayley.

“Data, plus clear best practice evidence, plus the willingness of all stakeholders to come to the
table makes this an ideal time to improve stroke care.”

The Stroshergfamily (L-R): Jay Strosherg, Franklin Lyons, Harvey
Strosherg, Cathy Strosberg, Elaine Strosherg, Marni Lyons

Strosberg may no longer be the bulldog of past, but he says he is still as persuasive as ever
having recently participated in a 32-day action trial after such a short time since his stroke.

“It was exhilarating,” said Strosberg. “I couldn’t participate as much as | could before my stroke
but my stamina is improving by the month.”

More Information

To read the “Implementing Stroke and Orthopaedic Best Practices in the Toronto Central
LHIN", please click here
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Ontario’s Seniors Care Strategy

Public Questionnaire

Ontario is moving forward in developing its Seniors Care Strategy, which will help older Ontarians (age 65 and older)
stay healthy, live at home longer and receive the right care, at the right time and in the right place. To support the
development of this strategy, Dr. Samir Sinha, Expert Lead, Seniors Care Strategy, is asking all Ontarians, but
especially older Ontarians, their families and caregivers, and health and social care professionals for their input.

In fall 2012, Dr. Sinha will provide recommendations to the Minister of Health and Long-Term Care and will work with
the health care sector to implement the strategy, once approved.

The following questionnaire provides an opportunity for Ontarians interacting with the health care system to have a voice
and provide their perspective on things that matter to them. The information and insight you provide will help to inform
our plans to better support older Ontarians stay healthy and live at home longer.

Press the button below to participate in the survey. The questionnaire will take about 5 minutes to complete and is
anonymous.

COMPLETE THE QUESTIONNAIRE ONLINE

You can also print the questionnaire and mail it to the ministry.

PRINT AND MAIL-IN THE QUESTIONNAIRE

Please send your completed questionnaireby August 31, 2012 to:
Ministry of Health and Long-Term Care

Implementation Branch

Health System Accountability and Performance Division

1075 Bay Street, 10th Floor

Toronto, Ontario

M5S 2B1

Find out more about the development of the Seniors Care Strategy and Dr. Sinha.

Read Ontario’s Action Plan for Health Care.

Thank you for providing your opinion on health care services for older Ontarians. Your input will support the
government's efforts to make our health care system work better.

For More Information

Call ServiceOntario, INFOline at 1-866-532-3161
TTY 1-800-387-5559.

In Toronto, TTY 416-327-4282

Hours of operation : 8:30am - 5:00pm
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Accessl: A Single Doorway to Case Management
Services

About Our LHIN

For the first time in Toronto Central (TC) LHIN,
clients looking for case management services
need only dial one phone number.

Board of Directors
“Thank you for your honesty

Community Engagement

Reports & Publications

Newsroom

For Health Service Providers

Integration

TC LHIN, mental health and addictions agencies
have joined forces to provide a single access
point for clients requiring case management and
Assertive Community Treatment Teams (ACTT)
in a program called Accessl.

Phase One was recently completed meaning
providers will now be able to refer clients using
one coordinated process. During Phase One, 12

about your mental ifiness. The
way you describe the darkness
and the feeling of hopefessness
is exactly what Fm going
through. it helps to know I'm
not alone.” *

Client Statement to Peer
Support Facilitator

health service providers will join the hub.
Get Connected with Care

For clients and family members, this means that
they’ll only have to go through one door to gain
many options," said Alison Hunt, Director of the
Mental Health Access Network.

Helpful Links

Ontario LHINs

And once they place a call to Accessl, a specially-trained person is waiting on the other
end ready to help navigate the complex mental health system as well as provide short-
term support. This is a major step forward to improve the patient experience for those
living with mental health illnesses.

i

Health Equity

at the Toronto Central LHIN

"Accessl makes it easier for clients to apply for services," said Alison Hunt, Director of
the Mental Health Access Network.

eHealth in the
Toronto Central LHIN

Prior to 2009, if a person in Toronto Central LHIN needed case management services,
they would need to fill out multiple applications, meet different sets of eligibility criteria
and fulfill specific processes.

tario ro;ect e}

"Also, for most clients, theirs is a difficult story
that they don’t want to tell over and over. Now
with just one entry point, they only have to tell
their story once and be put on one waitlist.

That's a great improvement in access to care."

Enhancing care for rhep

S

Senior Friendly Hospitals

Hunt says one of the biggest challenges for
clients and family members in need of mental
health support services is knowing where to turn
to for help and also knowing that they are not
alone.

2; Aging

atHome »

"A lot of people don’t know where to turn. And
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“The Short —Term Support
worker that my son had has
been the onfy person in his life
who has really been able to
connect with him and
understand his ifiness.”*

Statement made duringa
callfrom a family

member.
m— with just one door, they're not only assured that
Sk . .}“"J_', they’ll be quickly put on the wait list, but also
R‘- HES!dE,“t? - because of the fairly lengthy assessment
A ‘ First process, they'll be placed on the list for the most

appropriate service."

Your Health Care Options >
And while waiting for more permanent support, clients will be able to receive short-term

and peer support — help that is crucial to treatment and can lead to more positive

Health Care Connect » outcomes.

|

Phase Two is on track for completion this fall with all the remaining organizations
PATIENT SAFETY »» connecting to the hub. Though it is too early to tell, program planners hope Access1 will
help to reduce administration costs.

WAIT TIMES » Accessl is another program built on the
successful coordinated access model for health in
Toronto Central LHIN. For example, the
Coordinated Access to Care for the Homeless
Program (CATCH) has connected 304 clients to
primary care who otherwise would have had

“Thank you so much for your
help. Now that | have these
resources and support, | can
finally move forward in my

i life.” *
limited access. f

| | LHIN. th di d del f From a Client who was
n Central , the coor inated access model for 2 h e oz
mental health has been in place for four years. Manager

So far in Central LHIN, client feedback has been
positive. A survey indicates that almost 74 per
cent of clients were "very satisfied with their
overall experience" and 90 per cent would
recommend the service to family or friends.

Now TC LHIN and Central LHIN have partnered to develop a coordinated access model
to help clients move seamlessly across the two LHINSs.

*Source: Source: Streamlined Access and Access 1 clients in Central LHIN.
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New Integration Toolkit Helps Organizations
Save Time & Money

Clients of both WoodGreen Community Services (WCS) and
the former Community Care East York (CCEY) are now
benefitting from improved services and programming after a
recent voluntary integration by the two health service
providers.

A0 0§

WOODGREEN

Opportunity made here.

l_ From Strategy to ~ “Because we have combined operations under a single

Implementation:  corporation, we can now offer a wider basket of services in a
An integration larger geographic area as well and a more common standard
toolkit for of delivery,” said Brian F. C. Smith, President and CEO,

community-based  \woodGreen Community Services.
health service

providers “The experience was positive but the biggest lesson learned
was the time demands on our Boards and management

June 2012 teams,” said Smith. “We also learned that having strong,

experienced Board leadership was the key to success.”

WoodGreen and CCEY'’s integration took nine months and to
date is the most extensive of its kind among Toronto Central
LHIN health service providers in the community support
sector.

To help other organizations with their future integrations, the Toronto Central LHIN funded and
supported WoodGreen to develop an “integration toolkit” with the goal if helping agencies save
time and money and eliminate duplication.

While WoodGreen and CCEY completed a merger, there is a wide spectrum of integrations within
health care including various forms of coordination and cooperation, joint initiatives, and back
office and clinical service integrations.

The new tool kit is designed to be useful for different kinds of integrations.
“This toolkit will provide a thorough template for others,” said Smith.

The toolkit reviews the key phases of an integration transaction in some detail, incorporating many
tools and examples from the WCS-CCEY transaction.

“Each organization has its own unique issues, but at least the toolkit gives agencies looking to
integrate a great starting point.”

In May 2012, WoodGreen conducted an online survey of Board members and senior
management at 126 health service providers in Toronto Central LHIN.

Overall, the results indicate that the majority of those polled have relatively little integration
experience even though almost half (48%) believe that their organization would consider an
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First integration in the next five years.
Your Health Care Options » And while mteg.ratlons ma.y play a. larger role in many organlzatlon§' futures, only 30 per cent of
those asked said they believe their Board and management team is actually prepared.

“The toolkit provides a road map — a clear route to take to avoid dead ends. | know it's always
hard to give up part of an organization’s history when it merges, but keep in mind that it will
provide better, more consistent service to clients.”

i
— e More Information
To access the WoodGreen Integration Toolkit, please click here

To learn more about integrations in the TC LHIN, please click here

Health Care Connect ¥
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resze: L [ ][e] Language Services Toronto: Sharing the Cost
While Improving Access to High-Quality
Equitable Health Care

Imagine you have just moved to a new country. You have limited comprehension and

About Our LHIN

Board of Directors

Community Engagement understanding of the native language.

Reports & Publications Imagine again that you need medical help. You are unable to understand the health care provider;
and they are unable to understand you.

Newsroom For many people living in Toronto Central LHIN this is a reality.

For Health Service Providers In TC LHIN, immigrants comprise more than 41 per cent of the population and more than 160
languages and dialects are spoken in the LHIN.

Integration But now a new program called Language Services Toronto is anticipated to make a tremendous

) difference to so many people with limited proficiency in the English language.
Get Connected with Care

This is the first phase of the program.
Helpful Links

This September, 19 hospitals, 11 community
FRERERERERERREmEERmAamREREmmmmREREith agencies, the Toronto Central CCAC, the TC-LHIN

Ontario LHINs > o )
will lead an over-the-phone medical interpretation

Hospitals will see theirphone
interpretation rates decrease by as As most health care professionals know, good

much as 82% communication is critical to providing high quality,
safe and ethical health care service - from making a
diagnosis to providing treatment or care options, to
providing patients with details of care or service
provided.

Ontario (BSO) Pro Ject d
Enhancing care for rhepaon befiind ’.&

Language Services Toronto service supported by the University Health Network.
7 :  TCLHIN Quick Facts: After Phase One rolls out, any health service
Health Equity : ) providers are able to join the consortium.
Ll + 19 hospitals, L1 community agencies, RIO Network of Access Alliance Language Services
E Toronto CCAC will offerservice in has been selected as the vendor to supply the
. i September service.
eHealthinthe ' ) I -
Toronto Central LHIN i The TC LHIN-led initiative links over-the-phone
: 170 'angua_gesoffere_dbVR'ONEtWD'k technology and qualified professional interpreters
: of Access Alliance Services; speaking in over 170 available languages to
Behavioural Su : patients.

S

Senior Friendly Hospitals

Quality of care increases when a patient is able to communicate in their language of choice. In
fact, a recent American study concluded that patients with limited proficiency in English stayed
longer in hospital when they were unable to communicate in their chosen language.

While this over-the-phone service seems like a no-brainer in a diverse city like Toronto, on the
national stage, the city lags behind other cities such as Calgary and Vancourver in its investments
for phone interpretation services.
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2006 Top Ten Home Languages
spokenin Toronto

According to Statistics Canada, Toronto is home to

Your Health Care Options » 2.3 million immigrants. By the same measure, Calgary
has 252-thousand immigrants — just under 10 per cent
of the immigrant population that Toronto does — yet

much- needed service.

Source: Statistics Canada, 2006 Census

. -

. .

Health Care Connect » Calgary has invested more in phone interpretation = 1. Chineselanguages .
services to date. - 2. Tamil =

R In the past, phone interpretation services have been 3. Malian =
available at a few hospitals, but because of the = 4. Spanish .
- expense, many community providers were unable to  a 5. Portuguese =
ALE MR = afford the investment. . 6. Tagalog .
TC LHIN recognized the benefits of sharing the cost = 7. Urdu =

through bulk-purchasing the service — not only = 8. Russian .

reducing f:osts for ho.spltals.and cqmmunlty agencies, 1 9. Persian (Farsi) -

but most importantly improving patient access to the g =

. 10. Korean .

. -

n n

L]

In fact, with Language Services Toronto, some
hospitals will see their telephone interpretation rates
go down by as much as 82 per cent.

To read more about integrations in the Toronto
Central LHIN, please click here
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2014

Leadership Team
Network Maps

Accessibility for Ontarians with
Disabilities — Customer Service
Policy

Ontario Government Procurement
and Expenses Directives

LHIN Expense Reports

Board of Directors

Community Engagement

Reports & Publications Camille Orridge, CEO, TC LHIN talks about TC LHIN's Strategic Plan and the future of health
care.
Newsroom

The TC LHIN's Strategic Plan sets out the steps that will be taken over the next two
years to improve the quality of care for all, achieve better outcomes for patients, and

Eor Health Service Providers put the local health system on a more sustainable footing.

Integration We would like to recognize the community members and stakeholders who took the
time to provide us with feedback on the Plan. The Strategic Plan is based on relevant

Get Connected with Care data and evidence and reflects a range of perspectives about how to transform the

local health care system for patients today and in the future.
Helpful Links

Ontario LHINs

i

Health Equity

at the Toronto Central LHIN  [g

eHealth in the
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VISION: TO MAKE ONTARIO THE HEALTHIEST PLACE IN NORTH AMERICA TO GROW UP AND GROW OLD.

AIM: TRANSFORM THE SYSTEM TO ACHIEVE BETTER HEALTH OUTCOMES FOR PEOPLE NOW & IN THE FUTURE

Goals

Better Health Outcomes for High Performing, System Transformation LHIN Capacity to Make It
People Through Quality Accountable and Efficient Through Integration Happen
Care Health System

Address the needs of the 1% of highly i with the g needs, iring the most resources

Prevent & delay serious illness & injury among those who are at greatest risk of declining health

Behavioural Su ortsr <
Ontario (BSO) Project . "4

Improve the Patient Experience

Deliver value & sustainability through efficient use of resources

Enhancing care for the pe
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Sustain Our Gains

Enablers

Information Management: Data to understand patients, measure performance and enable effective decisions, planning and patient management.

ehealth: Automation to improve efficiency, service delivery, and the patient experience.

Accountability Management : LHIN's mechanisms e.g., accountability agreements, public reporting to ensure providers and the LHIN use funding wisely and
deliver on system goals.

Health System Funding Strategies: Leverage strategies to increase “funding following the patient”.

Please click on the below links to learn more about TC LHIN’s 2012-2014 Strategic
Plan

 Strategic Plan 2012-2014

e TCLHIN Fact Sheet

e Today's Health Care System Realities
e High-Needs Populations

e Primary Care in the TC LHIN

SRS Summary of Stakeholder Engagement

In winter 2012 the Toronto Central LHIN began the process of developing a new
PATIENT SAFETY & Strategic Plan to guide local health care system through a challenging and significant

period of change.

WAIT TIMES # The overall Aim of the TC LHIN’s Plan is: Transform the system to achieve better
health outcomes for people now and in the future.

In developing the plan the TC LHIN assessed relevant data and evidence about health
care system performance, population health needs and gaps, and the experiences in
health care systems in Ontario and other jurisdictions.

And we asked a range of stakeholders, patients and community members for their
feedback on our Plan.

Through this process we gained a variety of thoughtful perspectives, insights and ideas
for change. Some of the feedback has been incorporated into the final document. The
bulk of what we heard will be incorporated in some way into the design of and the
implementation plans for the initiatives.

To read a summary report on stakeholder’s feedback on the Strategic Plan,
please click here
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