
cfhi-fcass.ca |  @cfhi_fcass

How to Engage and Support Diverse 
Patient Partnerships During a Crisis Part 1 

July 9, 2020

Haley Warren, Improvement Lead, Canadian Foundation for Healthcare Improvement
Justina Marianayagam, Patient Partner & Medical Student

Kristy Macdonell, Manager-Health Equity, Scarborough Health Network
Lori Berger-Hegyi, Patient Family Advisor, Scarborough Health Network

Faria Khan, Provincial Initiatives Consultant, Alberta Health Services



cfhi-fcass.ca |  @cfhi_fcass 12



cfhi-fcass.ca |  @cfhi_fcass

Objectives 
For Today’s 
Webinar 
Discussion

The opportunity for participants to learn from 
two organizations about how they have been 
engaging and supporting diverse patient 
partnerships during the time of COVID-19. 

Generate discussion to continue to consider 
equity and how to engage and support diverse 
patient.

Examine strategies participants can bring to 
their own organizations and engagement 
work, and within their own lives, to engage 
with and support diverse patient partnerships.
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1. About Scarborough Health Network
2. About Scarborough Community
3. COVID-19 Is a Health Equity Issues *
4. Zoom In: How SHN has responded by providing timely Education *
5. Creating Change Through Advocacy *
6. Perspective from a Patient Family Advisor *

*Slides that will be covered during presentation 

AGENDA
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Today’s Presenters 

Kristy Macdonell
Manager, Health Equity,  
Patient and Community 

Engagement 

Lori Berger-Hegyi
Patient Family Advisor 
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About Scarborough Health 
Network

3RD LARGEST COMMUNITY HOSPITAL IN ONTARIO BASED ON BUDGET 
5,100 STAFF | 828 BEDS | 186,000 ED VISITS | 43,000 DISCHARGES |6,400 BIRTHS 

Nephrology Services (Regional), Post-acute Care, Palliative Care, Mental Health Services, Diagnostic Services,
Ambulatory Care Clinics, 24/7 Emergency Departments, Critical Care, Obstetrical and 

Paediatric Services,  General Medicine and surgical services, Cardiac Services (Regional), Cancer Care Services 

CLINICAL PROGRAMS AND SUPPORT SERVICES

BIRCHMOUNT HOSPITAL
3030 BIRCHMOUNT ROAD 

GENERAL HOSPITAL
3050 LAWRENCE AVE EAST

CENTENARY HOSPITAL
2867 ELLESMERE ROAD
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Our Scarborough Community

59%

50%

73%

17%

25%

10%

Of residents are 
foreign born

Speak a primary 
language other 
than English

Are visible 
minorities

Of families are headed 
by female lone parent

Of children are living in 
low income families

Rate of unemployment
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EDUCATION 
01

02

03

02

03

04

With the COVID-19 pandemic posing unprecedented personal, societal and 
organizational challenges, SHN remains committed to the delivery of quality 
education to advance understanding of the importance of health equity and advocacy 
- which is probably more important now than ever 

Vulnerable populations/ communities are likely to be the most affected by the 
outbreak as they face many barriers to recommended COVID-19 mitigation measures

Pandemics and disease outbreaks such as COVID-19 have a strong way of showing us 
all how great is the magnitude of social and racial inequities too many people 
experience, and ultimately their impact on people's ability to protect themselves 
from the threat of public health emergencies and natural disasters, and to lead 
healthy and productive lives

Understanding the Impact of COVID-19 
on Vulnerable Populations *
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Introducing “The COVID-19 Series:

Focusing upcoming sessions on understanding the impact of stressors such as the pandemic 
on our most vulnerable patients and what we can do to mitigate that impact and advocate 
for our patients

Interactive Group Activity:

• Impacts of COVID-19 on the Mental Well-Being of Children
• Impacts of COVID-19 on Individuals and Families with Lower Income 
• Impact of COVID-19 on the Mental Wellness of Refugees and Immigrants 
• The Impact of COVID-19 on the Mental Wellness of Essential Workers

Our Response –Forward Thinking *
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TASK 

You are a team working together to generate solutions to supporting the mental well-being 
of Children, Individuals/Families with Lower Income, Refugees/Immigrants and Essential 
Workers during COVID-19 in order to create real, lasting change. 

1. If you were a member of this group, what are the most effective points of interaction 
with the health care system during the pandemic to support your mental health needs? 
(Discuss as a group)

2. Record a list of points of interaction related to healthcare access that arose during your 
discussion.

3. As a healthcare provider or a partner in care, how would you leverage these points of 
interaction to support the mental health needs of this vulnerable population? 

4. What types of changes are required on a micro, meso and macro level in order to 
implement these recommendations?

5. What kind of partnerships would facilitate this?

Our Response –Reflection *
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Participants are asked to reflect on the impact of COVID-19 on your patients, practice, 
organization, department and/or community, and share some of the gaps in care or 
needs for services, tools, patient education or resources that you may have noticed

Our Response-Moving to Action *

The Avocado Model of Socially Accountable Care

Participates are encouraged to focus there advocacy change project in response 
to COVID-19
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Insights from a Patient Family 
Advisor –Lori *

As a lay person, 
the Health Equity 
Certificate Program 
has opened my 
eyes to the 
inequalities that 
exist in society

Personal mission is to 
bring this perspective to 
every area of my life -
personal, professional 
and my role within SHN 
as a PFA

Given me a much greater 
understanding of the 
Social Determinants of 
Health

1 2 3



THANK YOU



YOUTH 
ENGAGEMENT 

DURING COVID-19

Faria Khan, B.Sc., MPH
Provincial Initiatives Consultant, AHS



Provincial Addiction and 
Mental Health

YAMHPAC
Youth Addiction and 

Mental Health 
Provincial Advisory 

Council

ITT Project
Youth 12-29 with lived 

or living experience 
with opioid use

CRISM
Siblings and family 
members of youth 

experiencing harms 
related to opioids
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Youth Engagement: Virtual Events hosted during COVID-19

Improving 
Treatment 
Together 

1. Youth Virtual 
Workshop

2. On-going work: 
Youth content 
working group

ITT 
Project

Youth Addiction 
and Mental Health 
Advisory Council

1. Consultations:
COVID-19 and 
substance use

2. Quarterly 
Council Meeting

3. On-going work: 
marketing flyer & 
video

YAMHPAC
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HOW TO KEEP YOUTH ENGAGED:

1.
• Talk about things relevant to them

• Acknowledge their lived and living experience

2.
• Build a trusting relationship with the youth

• Use language they can understand

3.
• Be flexible and accommodating

• Meet them where they are at 

4.
• Have them take the lead

• Empower them 

5.
• Use online platforms like Zoom

• Keep meetings interactive
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LESSONS LEARNED:

Create a safe 
space

Protect their 
confidentiality

Find the best 
way to 

communicate 
with youth

Positive 
reinforcement 

goes a long way

Be open and 
transparent with 

youth
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What do you anticipate the future of equity in 
engagement in a post-pandemic world to look like? 
What have you put in place to ensure the continuation 
of your programming and efforts?

Selon vous, une fois la pandémie terminée, à quoi 
ressemblera l'équité en matière de participation ? 
Qu'avez-vous mis en place pour veiller à ce que vos 
programmes et vos efforts ne soient pas interrompus ? 
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Quels obstacles à la diversité et à l'équité en 
matière de participation la COVID-19 a-t-elle 
exacerbés ? Comment les avez-vous surmontés ?

What barriers to diversity and equity in 
engagement have been exacerbated by COVID-19? 
How have you overcome these barriers?
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Now that we are three months into COVID-19, what successes 
and what issues surrounding equity and access to engagement 
are you seeing across the country and within your organizations? 

Trois mois après le début de la pandémie, quelles 
réussites et quels problèmes concernant l'équité 
et l'accès en matière de participation constatez-
vous au pays et au sein de votre organisme ?
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Thank you!
Merci !
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