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OVERVIEW OF OUR ORGANIZATION’S QUALITY IMPROVEMENT PLAN 
 
OVERVIEW 
The Erie St. Clair Community Care Access Centre (ESC CCAC) takes pride in continuing to 
deliver the highest quality care possible with a continued focus on quality initiatives. To keep in 
line with Provincial Standards the ESC CCAC is pleased to present this first annual Quality 
Improvement Plan (QIP) for 2013/14 in this new format. 
 
The QIP defines the organization’s priorities for quality improvement and is a multi-year 
commitment. The QIP is supported by the ESC CCAC Mission, Vision, Strategic Plan and Quality 
Program Framework. The overall goal in developing the QIP is to continue our commitment and 
journey of improvement in organizational quality and performance in a number of selected 
areas for the staff, patients, contracted service providers and partners of the ESC CCAC.  
 
ESC CCAC is one of 14 CCACs across Ontario. In an effort to enhance the continuity of care 
throughout the province, all 14 CCACs have chosen a core set of “dimensions of care” or 
indicators from which to formulate our inaugural QIPs. These indicators include: 
 

• Accessibility 
• Effectiveness 
• Safety 
• Patient-centeredness 
• Integration 

 
In addition to the provincially chosen “dimensions of care”, ESC CCAC has also added an 
additional priority for local use. This indicator focuses on population health. 
 
FOCUS 
The objectives of the ESC CCAC QIP reflect the organizational priorities for 2013/2014 year.   
These priorities include: 

 Reducing the wait times for the first in-home service for our patients with complex 
needs who are residing in a community setting.  

 Reducing the percentage of patients being transferred to a long-term care home from a 
hospital setting. 

 An increased focus on our patient satisfaction scores as measured through our patient 
survey data. Specifically, using our Client and Caregiver Experience Evaluation data as 
key performance indicators that measure the patient’s or family members’ overall 
experience ratings. This indicator evaluates the patient experience with respect to CCAC 
staff members as well as with service provider staff. 

 An examination of the occurrence of hospital readmissions – specifically targeting those 
CCAC patients who are readmitted to hospital within 30 days of discharge from hospital.  

 An evaluation of care practices for all patients who are receiving CCAC services, who 
develop any new incidences of skin ulcers. 

 Increasing ESC CCAC clinic utilization for appropriate ambulatory patients requiring 
nursing services.  

 An evaluation of the percentage of staff participating in the annual influenza vaccine 
program, both at the ESC CCAC as well as the contracted service provider organizations 
who deliver community services. 
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ALIGNMENT  
The 2013/14 QIP is one component of the ESC CCAC’s broad strategic aims and objectives. The 
QIP aligns with other planning and monitoring processes; specifically, many of the indicators in 
the QIP are also a component of the M-SAA (Multi-Sectoral Service Accountability Agreement), 
and are also included in the Strategic Plan for 2013-14. Embedding the indicators into the 
broader strategic plan ensures that these indicators are an integral part of our organizational 
agenda and further demonstrates that the ESC CCAC is prepared to devote efforts to monitor 
and/or improve quality.  
 
The measures and targets chosen also align with the expectations of CARF Canada, the 
accrediting body of the ESC CCAC. The QIP will document ESC CCAC’s continued compliance 
with the accreditation standards and future accreditation assessments will reflect this work. 
 
INTEGRATION AND CONTINUITY OF CARE 
Where appropriate, the indicators and targets identified in the 2013-14 QIP demonstrate 
integration and continuity of care for patients across all health sectors. For example, ESC CCAC 
will continue to work with our hospital partners for those patients who require placement into a 
long-term care home. Where possible, those patients will continue to be supported in the 
community rather than in a hospital bed while they wait.  
 
Additionally, ESC CCAC will work collaboratively to minimize the number of patients returning to 
hospital within 30 days of hospital discharge by linking them to appropriate community 
supports and by providing appropriate levels of care in the community, rather than having the 
patient return to hospital. 
 
ESC CCAC will work jointly with health services partners and service provider organizations to 
provide the best possible care for patients in all care settings. To strengthen this further, 
contracted service provider organizations will model their organization’s quality improvement 
plans on the indicators identified in the ESC CCAC QIP. 
 
ACCOUNTABILITY MANAGEMENT  
The ESC CCAC has been monitoring indicators through a balanced scorecard for some time. 
Indicators that are part of the organizational balanced scorecard have been monitored 
regularly, with findings reported to the Executive Leadership Team, the Quality Committee of 
the Board, and the ESC CCAC Board of Directors. In addition, the information is published on 
the intranet for staff to review. The indicators and data gathered for the QIP will also be 
regularly shared with the groups noted above. In addition, the QIP indicators and data will also 
be shared with the internal staff Quality Committee, and with the service provider organizations 
at regular quarterly meetings.  
 
By monitoring quality data at a number of quarterly meetings with various stakeholders, ESC 
CCAC is able to ensure that the organization has access to timely and relevant information 
about current performance related to quality care and can formulate informed decisions as to 
the delivery of this quality care.  
 
In addition, the organization has a commitment to transparency and has provided public 
reporting of the ESC CCAC quality plan annually for the past three years. The annual report and 
strategic plan have also been made available publicly. The indicators being monitored in the 
QIP also will be incorporated into these plans in the future.  
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CHALLENGES AND RISKS 
With some of the indicators that have been chosen, there is a risk of variable data and 
uncontrollable circumstance being reported due to patient need. For example, there will be 
some patients who will be admitted to hospital within 30 days of discharge, however, this may 
be due to a reason or condition for which it is appropriate to do so (i.e. a new health condition 
has presented that would require 24 hour access to care).  
 
In addition, as noted above, there will be a need for ESC CCAC contracted service providers to 
participate in the efforts required to influence quality care provision as reported by the chosen 
indicators. While this is not anticipated to be a concern, there is the risk of lack of 
collaboration/dedication as service providers may be presented with competing priorities. 
 
There may be a challenge in increasing the percentage of patients utilizing the ESC CCAC 
nursing clinic, as some patients may prefer to receive in–home services. 
 
SUMMARY 
In addition to a report that increases our accountability and transparency the Quality 
Improvement Plan is an invitation to our community to provide feedback and submit your 
comments and questions.  We welcome a robust public dialogue about the provision of 
community care in our region, and invite you to participate and learn.  You can do so by visiting 
www.esc.ccac-ont.ca for more information.     

 
 
 
AGREEMENT 
 
I have reviewed and approved The Erie St. Clair CCAC’s 2013/2014 Quality Improvement Plan.  
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