Ottawa Health Services Network Inc.

Supporting
the Health
Needs of
Nunavut
Patients

Annual Report 2017–2018
Ottawa Health Services Network Inc.

A

Annual Report 2017–2018

Ottawa Health Services Network Inc.

B

Annual Report 2017–2018

Table of
Contents

Message from the Chair .................................................................. iii

Who we are: Our Mission, Vision and Values..................................1

Highlights of Activities and Performance in 2017–18 ....................3
Key Accomplishments ..................................................................3
Financial Performance Highlights .................................................6
New Initiatives and Partnerships to Support Nunavut Patients ... 6
OHSNI’s Team: Staff and Board of Directors.............................. 10

Appendix A: Audited Financial Statements.................................. 11

Ottawa Health Services Network Inc.

i

Annual Report 2017–2018

Ottawa Health Services Network Inc.

ii

Annual Report 2017–2018

Message
from the
Chair

Throughout a very busy year, the OHSNI team has kept its focus
on priorities of continuing to delivery high quality care to Inuit
patients from Nunavut travelling to Ottawa for medical care. This
called on all of us to improve communication with our northern
colleagues in the Nunavut Government’s Iqaluit Health Services,
Qikiqtani General Hospital and others.

Working to enhance care
Continuous improvement also calls on us to review our processes regularly and frequently.
In 2017–18 the results of our ongoing reviews led to some important improvements that
enhance patient care and enabled us to handle a significant increase in workload. With more
Nunavut patients travelling to Ottawa for care, and more Nunavut residents seen at specialty
clinics in Iqaluit, we have increased our capacity to meet demand. For example, at the request
of the Government of Nunavut, we have added physicians to some specialty clinics to reduce
waitlists.
On another front, Nunavut upgraded its electronic health records (Meditech) system to support
delivering complete information, more quickly, to the home communities of patients returning
to Nunavut following medical care in Ottawa. This important improvement supports community health care providers in decision making and provision of seamless care.

A dedicated team
The OHNSI team’s hard work and attention to quality care has also contributed to smooth and
timely services in all areas—from scheduling, to provision of interpretation services, to case
management for all patients. They embraced the improvements and upgrades undertaken
over the year while remaining focused on the best service to patients. I thank each and every
team member for their dedication to quality care.
I offer special thanks to Judy Plourde for her outstanding service as Executive Director. She will
retire in fall 2018. Judy has contributed enormously to the continuous improvement of our
organization. Staff and Board members alike will miss her, and I wish her the very best.

Heather Sherrard, BScN, MHA
Board of Directors

Ottawa Health Services Network Inc.

iii

Annual Report 2017–2018

Ottawa Health Services Network Inc.

iv

Annual Report 2017–2018

Who we are:
Our Mission,
Vision and Values

OHSNI at a Glance
Ottawa Health Services Network Inc. (OHSNI) provides
nursing case management, coordination of medical
care and delivery of specialty health services to the
residents of the Qikiqtaaluk (Baffin) Region of Nunavut
who are referred to Ottawa medical specialists. OHSNI
also coordinates specialty clinics in Iqaluit and some
tele-health services in Nunavut communities. Established in 1997, OHSNI is a not-for-profit organization.
OHSNI also provides the language interpretation
services needed to support clients while they are in
Ottawa. Our interpreters are available around the
clock to help ensure that patients are well informed
in language they understand well.
An Ottawa-based company, Larga Baffin, provides
food, accommodation and transportation to OHSNI
clients in Ottawa. These services enhance the care of
Nunavut patients.
OHSNI established a long-term mission, vision and
values to guide its work to 2020, as set out below.

Qikiqtaaluk (Baffin) Region, Nunavut)
includes 12 communities served by OHSNI
services: Iqaluit, Arctic Bay, Cape Dorset,
Clyde River, Grise Fiord, Hall Beach, Igloolik,
Kimmirut, Pangnirtung, Pond Inlet,
Qikiqtarjuaq and Resolute.

Mission
To coordinate access to specialized health services for the people of Qikiqtaaluk, Nunavut

Vision: Better care, better lives

Values

• Our team: Value and inspire the people
who work at OHSNI

• Culturally sensitive: We embrace the North

• Our Care: Ensure high quality care
• Our Partners: Nurture a winning
collaborative network of service providers
• Our Promise: Be a highly effective and
efficient organization

Ottawa Health Services Network Inc.

• Quality: We will do what we do, well
• Accountability: We ensure that communities,
families and patients are informed and empowered
• Collaboration: We partner with near and
remote communities
• Passion: We are committed to what we do
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Highlights of
Activities and
Performance in
2017–18

Key Accomplishments
OHSNI augments services delivered by the Government of Nunavut
The Qikiqtaaluk (Baffin) Region is served by Qikiqtani General Hospital in Iqaluit, with 22 inpatient
beds, four birthing rooms, six day surgery beds, eight newborn bassinets, and a recently expanded
clinic area for general practitioners and specialists. As well, Community Health Centres are staffed
by community health nurses that serve twelve Baffin Island communities (see map, page 1).
OHSNI assists to ensure medical care is received by residents of the Qikiqtaaluk (Baffin) Region.
OHSNI services are contracted by the Government of Nunavut.

Figure 1: Type (and number) of specialty clinics delivered by OHSNI at Qikiqtani General
Hospital, 2017–18
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Specialty clinics delivered by OHSNI at Qikiqtani General Hospital
OHSNI recruits medical specialists and their residents for week-long specialty clinics, as well
as specialty days that bring medical specialists, residents, Registered Nurses and technicians
to complement the specialty clinics. In 2017–18, OHSNI delivered 58 week-long specialty
clinics spanning 17 adult and pediatric specialties (see Figure 1, below) and general pediatrics.
To support and strengthen the specialty clinics, at the request of the Health Services Branch,
OHSNI added 17 physicians to its roster in 2017–18.

Referred patients case managed by OHSNI in Ottawa
OHSNI also serves residents of Nunavut who are referred to medical specialists in Ottawa,
providing nursing case management and coordination of medical care. OHSNI’s round-theclock language interpretation makes a vital contribution to the quality of care for Nunavut
patients in Ottawa.

2017–18
2016–17
2015–16

Figure 2: Number of discharges of OHSNI clients each year from Ottawa-area hospitals*,
2015–16 to 2017–18
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* Number of discharges refers to the number of inpatients released from hospitals in the Champlain Local Health Integration network (LHIN)
each year. Annual discharges totaled 3,319 (2017–18), 3,159 (2016–17) and 2,904 (2015–16).

In 2017–18, OHSNI clients served in Ottawa (as measured by the number of discharges from
area hospital) numbered 3,319 (Figure 2)—close to 2.5 times the number of clients served
nine years ago (1,373 discharges in 2008–09) and more than four times the number served
in 2001–02 (727 discharges).
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March

2017–18
2016–17
2015–16

Figure 3: Monthly appointments made by OHSNI with specialists in Ottawa*,
2015–16 and 2017–18
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*Total number of appointments booked annually: 10,111 (2017–18), 8,370 (2016–17) and 7,849 (2015–16).

Significant Growth in coordinated medical care for Ottawa patients
In addition to nursing case management provided to patients while in Ottawa, OHSNI
coordinates the medical care for these Nunavut patients to ensure their safe return home.
OHSNI made a total of 10,111 appointments in 2017–18, an increase of 69% since 2015–16,
(7,849 appointments). On average, OHSNI made 843 appointments each month, with spikes in
March (10,111 appointments) and October (954) (see Figure 3).
Overall, OHSNI’s workload related to patients in Ottawa has increased by 15% over the
2013–14 workload.

24/7 interpretation services in Ottawa
Providing high quality language interpretation is an important aspect of OHSNI’s Ottawabased work. The services help to ensure that Nunavut residents receiving care in Ottawa are
accurately understood and, in turn, that they clearly understand the medical choices and
their requirements for personal and professional follow-up once they return to their home
communities. OHSNI continued to ensure that interpreters were available every day, around
the clock, to meet patient needs.

Ottawa Health Services Network Inc.
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Financial Performance Highlights
Audited financial statements for 2017–18 are included as Appendix A to this report. A few
highlights include:
•

OHSNI continued to receive 100% of its funding from the Government of Nunavut.

•

Total revenue in 2017–18 was $3,154,141.

•

The majority (81%) of OHSNI’s expenditures were for direct patient costs, with the
remaining 19% for a range of administrative costs for office, management fee, travel
and audit, legal services and insurance.

New Initiatives and Partnerships to Support
Nunavut Patients
A major focus of OHSNI’s efforts and results in 2017–18 was to better support the needs of
Inuit patients — including their medical, social and cultural needs. Improvements made vital
contributions to the health and wellness of these patients before, during and following interventions, whether in Nunavut or Ottawa. Importantly, they add new emphasis on supporting
seamless and strong care for patients once they return to their home communities. Several
new initiatives launched in the past year address holistic patient care, each from a different
perspective, as described below.

Judy Plourde

Streamlined Waitlists and Enhanced Patient Care
During the past year, OHSNI devoted concerted effort that resulted in streamlined waitlists for
Nunavut patients, including those visiting clinics in Nunavut and those in Ottawa for specialty
care. Through a series of interconnected improvements, patient care has been improved. Key
changes implemented by the Iqaluit IT team and
supported by OHSNI are:
•

•

•

Introduction of new documents and consultation forms to streamline triage of patients,
supporting clear direction for where patients
need to go.

Executive Director
Judy Plourde will

Development and use of new criteria to
support decisions on the type, nature and
order of specialty consultations for excellent
patient care.

retire in fall 2018.
Thank you Judy,
for outstanding

Launch of updated automated patient charts
(Meditech electronic health records (EHR))
that automated OHSNI’s new consultation
forms for some services and enabled faster
appointment bookings.

Ottawa Health Services Network Inc.
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OHSNI’s Executive Director, Judy Plourde, describes the collective impacts of these changes:
“We have been able to speed up appointment bookings, and provide more comprehensive
patient care on the basis of more complete consultation documents and wider access to full
charts. This means, simply, better patient care for our Nunavut patients.” She emphasizes
that these changes are the result of close collaboration with medical and administrative staff
in Nunavut.
The recent changes have benefited Nunavut patients after they return to their home communities—an aspect of care that was previously inconsistent and marked with delays. As a result
of the use of Meditech EHRs, full and comprehensive charts for each patient are now available
within two-to-three weeks of a patient returning to Nunavut, enabling appropriate care based
on charted information much more quickly than was the case a year ago. Says Judy Plourde:
“While it has put pressure on our team in Ottawa, we are proud that we can contribute to
ongoing patient care in Nunavut. Just a year ago, it might have taken us months to have a
full chart ready—now we can do it in a timeframe that supports more seamless and ongoing
patient care in Nunavut.”

Changes in OHSNI-Nunavut Funding and Reporting Relationships
During 2017–18, the Government of Nunavut transferred OHSNI’s budget and accountability
to Iqaluit Health Services (it was formerly housed in the territory’s Medical Affairs program).
To support the transfer, the Iqaluit Health Services Director (Dennis Stavrou) and team, and
OHSNI’s senior staff, have established monthly meetings to discuss challenges and issues, and
enable the joint team to address budget and patient flow regularly and effectively. These changes in relationship and processes are also supporting better patient care in Nunavut and Ottawa.

Collaboration to Better Support Nunavut Inuit Patients
Over the past year, two important agreements have been forged that recognize and address
the challenges Inuit patients and their families face when travelling away from home for
medical care in Ottawa. While it has long been recognized that Inuit patients requiring care in

OHSNI Case Managers
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southern Canada require social and cultural supports along with the medical care they need.
Until recently, funding has only partially allowed for supports, including language interpreters,
while comprehensive cultural safety of patients has remained a challenge.
OHSNI is a partner in two innovative programs that support Inuit patients who must leave
Nunavut for complex medical care. Both aim to support shared decision making for these
patients, who travel alone, and are away from family, community, the land and their culture
at very vulnerable times in their lives.

Adding Inuit Navigators to the Support Mix
One partnership specifically supports children and their families: The Ottawa – Nunavut
Partnership Table for the Health of Inuit Children and Their Families (Partnership Table). OHSNI
is one of eight partners (Nunavut and Ottawa) that support children from the Qikiqtaaluk
(Baffin) region of Nunavut receiving care in Ottawa. (The others are Akausivik Inuit Family
Health Team, Children’s Hospital of Eastern Ottawa, Government of Nunavut, Larga Baffin,
Nunavut Tunngavik Inc., Ottawa Inuit Children’s Centre and Tungasuvvingat). Indigenous
Services Canada participates as an observer at the Partnership Table.
A focus of the partnership to date is approval for the provision of social/cultural navigators
to provide the vital support to patients and families. The navigators provide important links
that support cultural safety—not only language, but an understanding and knowledge of the
social and cultural backdrop and context that patients and families rely on in health and other
decision making. The navigators help to bridge gaps to ensure that patients and families—and
medical staff—better understand and respect each other through cultural acceptance.

OHSNI Referral Coordinators

Ottawa Health Services Network Inc.
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Taking “Alone” out of Nunavut Patient Decision Making
A second partnership with Cancer Care Ontario brings together Inuit health service providers
in the Champlain area (including Ottawa) to support patients from Inuit in cancer treatment
and care for cancer. OHSNI is one of five partners (along with Akausivik Inuit Family Health
Team, Inuit Tapiriit Kanatami, Larga Baffin, Pauktuutit Inuit Women of Canada and Tungasuvvingat) and working under the Champlain Regional Cancer Program.
A focus of the partnership is a pilot project (OHSNI and the Ottawa Hospital Oncology Group)
that aims to enable patients to make important decisions about treatment and care with
assistance from navigators trained to provide social, cultural and medical support. The Inuit
navigators are equipped with a toolkit to enhance their training.
To help shape the program, physicians working with the Ottawa Hospital and OHSNI made
two visits to Nunavut to get first-hand knowledge and understanding of the needs of Nunavut patients, including their social and cultural environment, the challenges of delivering
cancer-related medical care in the north and the impacts on patients of receiving part of their
care away from their communities.
The pilot program and resources are being developed and led collaboratively by health care
providers, researchers, decision makers and Inuit community members. It will be evaluated
to identify if it needs to be strengthened or adjusted. So far, OHSNI-supported patients are
welcoming the support from Ottawa peer navigators.

Field-Testing an Inuit-Developed Toolkit for Making Health Decisions
Faced with cancer and other serious medical issues, Nunavut patients in Ottawa and their
families need to make decisions about treatment options without their normal cultural and
social supports. Not Deciding Alone is a toolkit and training developed by and with urbanbased Inuit peer support workers, and the focus of a research project working to address this
challenge.
OHSNI’s interpreters are contributing to the study: they use the toolkit in their work, adding the dimensions of cultural support and grounding to the language services they provide
to patients and families. Once the field testing is finished, evaluation results—including the
experiences of Nunavut patients in Ottawa—will strengthen the toolkit and training and will
be more widely used across Nunavut to support travelling patients.

Ottawa Health Services Network Inc.
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OHSNI’s Team: Staff and Board of Directors
In keeping with 2017–18 being a year of growth, OHSNI’s staff evolved accordingly. We added
three full-time equivalent positions (now at 27, up from 24) to meet the growing demand
and delivery of case management and other services to Inuit patients.
We continued to promote openness and transparency amongst staff and to deliver consistent,
regular and meaningful performance appraisals.
A staff team building day focused on how we can collaborate more fully across team functions
in support of our patients—no small feat in an increasingly busy work environment.
OHSNI’s Board of Directors remained stable (no changes from the previous year) and members
continued to provide direction to the Executive Director.

OHSNI Board Members
Heather Sherrard, BScN, MHA
Executive Vice President, Clinical Operations
Chief Nursing Officer
University of Ottawa Heart Institute
Sharon Ann Kearns, BScN
Retired Registered Nurse
Retired Director, Quality
University of Ottawa Heart Institute
Robert Reid, PhD, MBA
Deputy Chief, Division of Prevention and Rehabilitation
University of Ottawa Heart Institute
Professor, Faculty of Medicine
University of Ottawa
Ms. Melinda Assaf, CA
Director, Finance
Kardish Health Food Centre
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