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OVERVIEW

This year as in the past the goal for our quality improvement plan is 
to ensure that the indicators within the workplan continue to reflect 
the needs of our clientele. We provide care to clients  of who are 
vulnerable and frequently experience barriers to accessing care. 

Social determinants of health such as poverty, lack of education, 
unemployment, chronic diseases, drug and alcohol addiction, 
culture and gender are contributing factors. As members of the 
Alliance we adhere to a Model of Health and Well-being as well as 
Health Equity Charter, and we endeavor to incorporate this model 
and spirit of the Charter into all that we do at Carlington.  

The QIP and CCHC Strategic service plans are our vehicles to 
addressing health inequities. Ottawa enjoys the services of six 
community health centres and we now have a strategic plan that 
includes all six centres allowing us to think more broadly about 
health system evolution and our contribution towards it. The 
objective of the planning is to focus on the strategic priorities of 
access, qualities and ways to leverage our strengths and resources 
as a network. In this time of health care systems change(Ontario 
Health teams)we feel it is important to raise our voice as a 
collective. The guiding " North Star' for this process is: health Equity 
for All.

We will continue to focus on equity through food security, access to 
services, allowing individuals to be a part of their care, make choices 
and feel welcomed at Carlington.

DESCRIBE YOUR ORGANIZATION'S GREATEST 
QI ACHIEVEMENT FROM THE PAST YEAR

One of the organizations greatest achievements is it willingness in 
creating a culture of continuous learning. The organization 
continues to offer " Thinking Thursday" training three times a year 
and 5 staff meetings also focus on additional presentations 
stimulating staff into thinking about new possibilities. A great 
example of this is when the parent-Child presentation on "Trauma 
informed care and the Brain Stories ' stimulated members of the 
Primary Care Team to look at this training as part of a new Strategic 
Objective in their team QIP. Carlington continues to provide training 
that is culturally sensitive, free from oppression, and reduces 
barriers. 
The following session were provided:

- Two Lunch and Learn sessions on Indigenous culture
- one session on additional Indigenous history and culture
- Trauma based care and Brain stories
- Accessibility training

 All these trainings are a time for self-reflection and knowledge 
acquisition and an inward look at ourselves to see that we are 
aligned with Carlingtons mission, vision, values.

In addition to this programs continue to solicit additional feedback  
about the quality and effectiveness of there services. Often this 
specific data is exactly what prompts us to change programming.

 We have also solicited feedback from clients; community and staff. 
The responses led us to design programming for additional 
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addiction services in this past year.    

COLLABORATION AND INTEGRATION

When the move to Ottawa Health Teams was announced in April 
2019, the six Ottawa CHCs made the decision to convene a team 
that is committed to enhancing community-based care and to 
ensuring that people who are struggling against the social 
determinants of health have equitable access to critical services.

The Ottawa Health Team was formed with the six CHCs and five 
“convening partners” that would lead the process and development
in the first year.  Two key populations were identified for the first 
year:  frail older adults and people with mental health and 
addictions challenges – in both cases, we are focusing on these
people with a view to understanding their intersection with primary 
care.

In order to ensure our success, we invited partners to the convening 
table that would provide advice, guidance, resources and expertise 
in these two focus areas.  At the table with the CHCs are:  The 
Ottawa Hospital, Carefor Health and Community Services, Bruyère
Continuing Care, Ottawa Public Health and Ottawa Inner City 
Health.

Outside of the convening group, we have invited other 
organizations to join the team as “signatory partners.”  These

agencies have signed off on a set of commitments and are being 
kept apprised of our progress through a web site and through 
monthly partner webinars.  We have formed action teams, and we 
have drawn on the signatory partners to populate those teams as 
we advance our work.

On December 6, 2019, the Minister of Health declared the Ottawa 
Health Team as one of 23 across the province to advance to the 
next stage of development.  The team is committed to improving 
care pathways for the people who fall into our initial population 
groups, while reducing pressures on emergency departments and 
improving health outcomes for our clients.

We are excited to be involved in the OHT development and look 
forward to leading Ottawa and, ultimately Ontario into a new 
system where patients can count on better care and where the 
system is more accessible and navigable.

PATIENT/CLIENT/RESIDENT PARTNERING AND 
RELATIONS

Carlington has a number of mechanisms that allow clients and 
other stakeholders to participate in the centre's directions.

At the program level , each service offered includes an evaluation 
component- some as simple as the client experience survey related 
specifically to the program; and others that are more "scientific" 
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and seek to explore changes in behaviour and health outcomes 
through the use of qualitative tools. In this instance , feedback is 
incorporated in program planning and offers the opportunity to 
adjust and correct, based on client input. 

The Centre has a broad client survey that is available to at all times 
to clients; offering the opportunity to provide real-time comments 
on the overall experience of using services. The results are 
aggregated quarterly and reviewed by the management team for 
trends and then are shared with the Board of Directors in order to 
provide a snapshot of how the centre is functioning and to inform 
strategic planning. The centre also has a distinct feedback/concerns 
policy ( developed new this year to be implemented April 2020), of 
which clients are informed and any feedback/concerns are dealt 
with at the time they are presented and then reviewed  at 
management meetings to seek input and make necessary 
adjustments. 

Carlington Board of Directors is drawn from our community- the 
members are regarded as the "moral owners" of the Centre and 
represent the community's voice governance. The by-laws insist 
that 50%+1 of the Board members are from the centre's catchment 
area and therefore have a keen sense of the community and its 
needs. The Board furthermore has a QA committee that monitors 
the HQO Quality Improvement Plan quarterly results on a biannual 
basis; and is engaged in understanding and questioning 
Carlington's work plan for the year. 

Carlington communicates broadly with our community through a 
number of mechanisms, including a weekly newsletter that is 
circulated to community members , partners and clients to inform 

them of what we offer as well as offering opportunities to connect 
with us on matters important to them. We are participants in a 
number of community processes and tables in a community 
development capacity and are present and active with the local 
community associations, residents and elected officials. 

WORKPLACE VIOLENCE PREVENTION

In the past year Carlington has continued to review all workplace 
safety incidents, received feedback from staff on making alterations 
to colour coded emergency responses. These recommendations are 
also reviewed at full staff meetings and at team meetings to ensure 
awareness of changes. All new on-boarding staff get training on 
Violence in the Workplace, Harassment and Conflict resolution in 
preventing all forms of threats in the workplace. 

In the past year we have offered two sessions of Non-Violent Crisis 
Intervention with our two in-house trainers. Seventeen additional 
and new staff received the training.

ALTERNATE LEVEL OF CARE

NA to CHCs
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VIRTUAL CARE 

Carlington is participating in virtual care opportunities; most if not 

all MDs and NPs use econsultation. There is an efficiency in doing 

so as the turn around time for consults is so much shorter and 

clients are receiving timely follow-up from clinicians. Carlington also 

implemented online booking for non-urgent appointments. 

Although it is helpful we continue to need to educate clients on 

using this form of appointment booking in a responsible way. We 

are slowly increasing the numbers each month. With our new PS 

Suites ( EMR) implementation this past year we are now beginning 

to utilize the Ocean tablets for client registration to do check in 

electronically and to update demographics information so 

Carlington can get accurate information on its clients. We are 

hoping to utilize the tablets in the future to do satisfaction surveys 

and clinical measures prior to seeing clinicians. 

CONTACT INFORMATION 

Carlington Community Health Centre 

900 Merivale Road, 

Ottawa, Ontario 

K1Z 5Z8 

Other leadership as appropriate 

Cameron MacLeod, Executive Director 

Josée Charbonneau, Chair, Quality Assurance Committee 

Linda Savoie, Board Chair 

March 24, 2020 on 

SIGN-OFF 

It is recommended that the following individuals review and sign-off on your 
organization’s Quality Improvement Plan (where applicable): 

I have reviewed and approved our organization’s Quality Improvement Plan 

puter user
test




