
Engaging Patients and Citizens in 
Pharmaceutical Care –  

A Clinician’s Perspective 



 
• My Role and Environment 

– Health Care Professional with 
“expertise” (??) in HTA 

– How my views have evolved over time  

• How patients are involved and 
influence my organization 



2015-16 
• 1,295 beds 
• 15,000 employees 
• $2.1 B operating budget 
• $356 M in research 

 







3 - 6 months 
1-2 x per week 
**Self-management 





Health e-University 

• Evidence-based health 
information for patients 
and caregivers 

• Written by health 
professionals in close 
collaboration with 
patients 

• Removes barriers to 
access 

• Plain language 

www.healtheuniversity.ca 



Influence and Decision Making in 
Formulary Committees 

Twelve Angry Men 

Director – Sidney Lumet, Writer Reginald Rose, 1957 



Patient Centricity –  
“Nothing About Me, Without Me” 



Mastery 

Autonomy Connection 

Purpose 

“Human Best Self” 

Self Determination Theory– Deci & Ryan 



“People living with”… are the  
experts in their own condition 



Bridging the 
Healthcare Gaps: 

October 2017 
 

Our Journey So Far 



History of the Patient Ombudsman 

2010 

Excellent Care  
for All Act 

July 2016 

The Patient  
Ombudsman’s  
office opens 

October 2017 

More than 
2000  

complaints  
received 

2014 

Bill 8, the Public 
Sector and MPP 
Accountability 

and 
Transparency 

Act amends the 
Excellent Care 
for All Act to 

create the role 
of the Patient 
Ombudsman  

December 2015 

Christine Elliott  
appointed 

as first Patient  
Ombudsman 

Spring 2016 

Consultations  
across Ontario 



Listening to Ontarians’ needs 

London 

Toronto 
Diverse ages, abilities and backgrounds 

Many identified as patients, healthcare 
professionals, caregivers, patient/family advocates 

4 in-person sessions; over 600 respondents  
to online survey 
 

Orillia 

Thunder Bay 

Ottawa 

Penetanguishene 

Dryden 

Sioux Lookout 

Chatham 

Collingwood Oshawa 

Mississauga 
Hamilton Niagara 

North Bay 
Sudbury Sault Ste. 

Marie 



A Conduit for the Patient Voice 
Ontarians expect the Patient Ombudsman to bring 
the patient voice to the attention of policy and 
decision-makers. 
 

Health sector 
organizations 
 

Aspirational Role of 
Patient Ombudsman 
 

Patient Voice 

•Traditional health care 
colour 

•Credible 
•Trustworthy 
 

•Vibrant 
•Action-Oriented 
•Fresh – a new 

perspective 
 

•Cautiously optimistic 
•Spotlight on the issues 
•Full of hope for 

positive change 
 



We are 

Respectful 
Trustworthy 
Empathetic 
Fair 
Our Vision, Mission and Values statements  
were informed by insights from Ontarians  
who let us know what they expect from us. 



14 
community  
care access  

centres 

630 
long-term  

care  
homes 

146 
public  

hospitals 

Who we oversee 



Resolving 
complaints, 
fairly 



Communication 
How to be inclusive and achieve 
meaningful dialogue with 
patients? 



Coordination 
How can we work together to 
bridge gaps in health care? 



Access to Care 
Where are the gateways? 



Every  
experience 
matters 
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