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PRAYER 

As we gather here today as members of CMH 

We pray that we are ever mindful of opportunities 

To render our service to fellow citizens and to our community 

Keeping in mind always the enduring values of life 

Exerting our efforts in those areas and on those things 

Upon which future generations can build with confidence 

Let us continue to strive to make a better world 

We are thankful for this day which has been given to us 

For its blessings and challenges that come our way 

We pray for strength and guidance each day 

May we be challenged to give our best always 
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CAMBRIDGE MEMORIAL HOSPITAL VOLUNTEER ASSOCIATION 
126TH ANNUAL GENERAL MEEUNG - JUNE 1, 2017 

CMH AUDITORIUM 

MINUTES 

1. Greetings and Welcome: 
President Chuck Snider welcomed members and guests. He commented that this is the 
126th Anniversary of the Association. 

2. Prayer: 
Deacon Frank Squires led the membership in prayer. 

3. Introduction of Guests: 
Chuck Snider introduced the guests: 

• Mike Prociw - Vice-President, CMH 
• Kim Haley - Auditor with KPMG 
• Kate Cressman- CMH Foundation 
• John Fabiano - Project Manager 
• Gillian Dyck - Patient Relations 
• Linda Rodrigues -cud Volunteer Manager 
• Jamie Hastings - Volunteer Coordinator 
• Joe Cane - Chair, CMH Board 
• Peter Goudy - Chair, Trinity Community Table 

4. Guest Speaker: 
The guest speaker, Peter Goudy, was introduced by Reverend Deacon Frank Squires. Peter 
spoke of the origins of the Trinity Community Table which is in its 30th year. He 
acknowledged the tremendous contributions of food donors, and the time so selflessly given 
by volunteers. He also spoke of the philosophy of respect that permeates their work. They 
can use more volunteers, he stated. The numbers of meals that are provided each year is 
amazing! He acknowledged the partnerships they have formed with the Cambridge Self
Help Food Bank, The Bridges and others. 

Peter was thanked by Marilyn and presented with a cheque. 

5. Minutes of AGM 2016: 

Motion: That the minutes of 2016 be approved as circulated. (Simms-Baldwin/Howe) 
Carried. 

6. Financial Reports: 
6.1 Auditor's Report- Kim Haley, Auditor, KPMG presented the Auditor's Report. 

Motion: It was moved and seconded that the report be adopted. (Smith/Cook). Carried. 

6.2 Treasurer's Report: 
See the Annual report 



6.3 Appointment of Auditor 2017- It was noted that there is no appointment of 
Auditor at this time. The RFP for Auditor for CMH- CMHVA has gone out but none 
has been selected as yet. This will come to the Fall General Meeting. * 

6.4 Budget: This has been approved by the Board and will be ratified at the FGM. * 

7 The Red Poppy Gift Shop Report: 
Carol Jones, Committee Member & Volunteer presented the Gift Shop Report found in the 
Annual report. 

8. Tim Hortons Report: 
Tammy Devereaux reported on lim Hortons. She noted that there is staff turnover and 
training being done. She advised that Nicole is the new Assistant Manager and she referred 
to her written report in the Annual Report. 

9. Vice-President's Remarks: 
Vice President, Nancy Bendus, spoke of her 5 years' service on the Board as V-P. She 
thanked everyone for supporting her over that time and most especially for the support and 
caring she received whilst ill and recovering from her CVA. She is looking forward to 
returning to volunteering in the Gift Shop as soon as it is possible. 

10. Chair, CMH Board: 
Joe Kane spoke briefly about the value the volunteers bring to the hospital and the trl-board 
relationship in how we all serve the hospital and the community. Q 

11.President's Report: 
Chuck Snider referenced his report in the reports circulated to members. Amongst the 
highlights were: The very good profits made by the Gift Shop, the return to profitability of 
Tim Hortons and the fact it is # 1 of lim's non-traditional stores, the work of the Transition 
Committee in preparing policies and procedures to support the bylaws passed last year. He 
especially thanked V-P Nancy Bend us for all she has done over the past 5 years. He also 
thanked John Fabiano for all the support and assistance he has given in the past few years 
of the CRP, notably in relation to the new lim Hortons, the assistance from the CMH 
Rnancial Administration and the CMH Foundation. 

12.Policies &. Procedures Update: 
Chuck Snider reviewed how in the past 5 years we adopted a revised Mission, Vision & 
Values, then moved on to develop a new Governance Structure. At last year's AGM we 
approved new Bylaws to support the Governance Structure and this year we have been 
working on revising Policies and Procedures to implement the Bylaws and support the 
Governance Structure. 

13.Chair of CMHF Board: 
Kate Cressman brought words of greeting on behalf of the CMHF and again addressed the 
fact that we are all working together to support the hospital. 



0 

14. Patient Relations: 
Gillian Dyck remarked that she is just starting her role in Patient Relations. She spoke of 
the need for personal interaction and support that patients and families need and which 
they so much appreciate. 

15. Manager Volunteer Resources: 
Linda Rodrigues and Jamie Hastings, with Emily's assistance, presented a PowerPoint/video 
of the Volunteers providing services and receiving awards. They also referenced the report 
that is in the Annual Report. 

16.Recognition of Retired Volunteers: 
Volunteers who had retired in the past year were recognized. They are: 

Margaret Rahn 
May Knight 
Marlene Kivell 
Sophie Jetter 
Peggy Elms 
Bev Frazer 

2259 hours 
588 hours 
581 hours 
532 hours 

1296 hours 
1522 hours 

17.Presentation of Certificates of Recognition: 
The following people received certificates: ("Bold" means they were in attendance.) 

>- Certificate of Appreciation 
Joe Vliehs, Mary Niegos, Bonnie Potentier, Irene Howe, Anne-Marie Ruthen, 
Betty Heatherington, Carol Jones, Bernadette DiCarlo, Doreen Russell, Terry 
Kolic, Norman Paul, Bev Brown, Karen Kroezen, Dianne Martin, Marilyn 
Parkinson-Crump, Barbara Camilleri, Mary-Ellen Yeardley, Geraldine Bakker 

>- Certificate of Merit 
Alice Whittaker, Colleen Leckie, Barbara LeBrun, Ruth Preddy, Vivian From, Helen 
Buckley, Eileen Flowers, Pauline Ring, Helen Isley, Pat Daly, Joan Fairley, 
Winifred Stewart 

>- Local Life 
Patricia Derochie 

;.. June Pin Recipients 
1 Year- Ross and Maureen Grant 
10 Year- Beryl Taylor 

18.Board Election: 
Rosemary Cook, Chair of the Nominating Committee presented the following report: As Chair of 
the Nominating Committee, I confirm that we have met with and held interviews with those 
who had applied to serve as board members of the CMHVA. 
(Their position and responsibilities will be determined at the first Board Meeting of the new 
Board. 



The nominees are: 
Janet Simms-Baldwin 
Yvonne Kaine 
Heather Smith 
Kathleen Walsh 
Brigitte Zolani 

Motion: It was moved and seconded that the report of the Nominating Committee be accepted 
as presented. (Cook/ Joan Unton) Carried. 

19.Presentation to CMH/CMHF: 
Chuck Snider and Heather Smith, Treasurer, presented a cheque this year for $75,000 
jointly to Mike Prodw, VP Finance, CMH and Kate Cressman, CMHF .. 

20.Acknowledgement of Corporate Donations: 
Chuck Snider acknowledged donations from 

• TO Canada Trust who recognized the volunteerism of Heather Smith (Treasurer) 
• Imperial Oil who recognized the work of Johanna Mortley-Wood (Foundation & 

OBS/DI) 

21.Installation of Board: 
Chuck Snider administered the oath of office to the incoming Board. 

22.Draw for Door Prizes: 
Rosemary Cook and Chuck Snider gave out door prizes (generously donated by the Red 
Poppy Gift Shop and 11m Hortons). The S0/50 draw was won by Pat Derochie. 

23. Thank You: 
On behalf of all those present, Chuck thanked Tammy Devereaux and Nicole for the 
wonderful catering they had done for the meal. 

24.Adjoumment: 
The meeting adjourned at 7:35. 

Motion: It was moved by Marion White that the meeting be adjourned. 
Carried. 

Chuck Snider, President Janet Simms-Baldwin, Secretary 

0 



Finance Director's Report 
Fiscal Year: April1, 2017- March 31, 2018 

(pre-audit) 

It is with pleasure that I provide the CMHVA membership with the year-end 
financial report (pre-audit). Last year, all three businesses recorded YOY 
(year over year) increases. 

The Red Poppy Gift Shop had an impressive year surpassing net income 
expectations by 9. 72o/o. 

Tim Hortons had a remarkable year. Taking into consideration the 
increase to minimum wage, year-end results exceeded net income 
expectations by 8.26°/o before amortization. 

The Recovery Room had an amazing year, surpassing net income 
expectations by a whopping 128.5%. 

In November 2012, CMHVA made a pledge of $1,250,000 to support the 
Foundation's Transformation CMH Campaign. This pledge is to be paid in 
full by March 31, 2025. As at year-end, CMHVA has paid $572,700 toward 
that pledge, which is in line with the agreement. 

CMHVA continues to monitor its financial progress and I look forward to 
reporting next year's results. 

Respectfully Submitted 
Heather Smith 
CMHVA Acting Finance Director 
May 15, 2018 



President's Report 

Annual Spring Meeting (AGM) 

Last year at this time, we implemented fully the new Bylaws, passed in June of 2016 and the 

Governance Structure which was passed in November 2015. The Board is now smaller, with six (6) 

elected members and one (1) appointed member. This has been a year of implementation of the new 

structure.lt is a work in progress. By next year, the entire committee structures will be fully in place. 

Meanwhile, I think this year we have had a great team and we have all helped each other. 

In February of this year, the CMHVA Board together with key stakeholders from the hospital and the 

public had a strategic planning retreat. It was held at the Galt Country Club under the leadership of 

Diane Wiles. You will be hearing more about the strategic plan later. 

I would like to thank Kathy Walsh, Vice President who, early on, tackled being chair of the nominating 

committee and found us 2 new Board members to fill vacancies. Kathy has also stepped in to organize 

the Fall General Meeting and today's meeting. Last but not least, she is leading the review and 

revision of our policies and procedures. 

I would also like to thank Heather Smith who has served as Acting Finance Director for 2 reasons .... 

until we found a person to fill the position and then whilst that person was unable to act due to the 

Community College strike. Heather has been generous with her time and serves on the Finance 

Committee and the Policy & Procedures subcommittee. 

Prior to the new structure, the former Board structure had the positions of Revenue Services and 

Patient Services Representatives. At that time, their roles were to liaise between Convenors and 

Managers with the Board. When strategic planning first began in 2014, it became obvious that the 

CMHVA has two main functions: Service to Patients and Families and Revenue Generation through 

our businesses. Therefore, the position of Business Director was identified as crucial. 

Now the Board is comprised of the Officers: President, Vice-President, Secretary, Finance Director and 

the Patient Services Director and the Business Director. The seventh member of the Board is a person 

appointed by the CMH Board to represent them to us and vice versa. 

Nonie McQuaid accepted the position of Patient Services Director when she joined the Board in 

October. She has plunged in and if you have not met her yet, you soon will. In this role, she works 

closely with Linda and Jamie of Volunteer Resources. 

Yvonne Kaine is the Business Director. She brings marketing skills to that post and is busily bringing 

her ideas and knowledge with an eye to maximizing our revenues for the hospital's benefit. 

Brigitte Zolnai has taken on my former role as secretary. She brings to this role an inquiring mind and 

enthusiasm along with a background in small business. 



David Pyper has continued to serve as the CMH Board representative to the CMHVA Board. He brings 

good questions and a lot of Governance experience to the table. We really appreciate his 

contributions. 

Chuck Snider, had offered/agreed to stay on as our CRP link for the Gift Shop and Tim Hortons in Wing 

A. I think his stay has been longer than he anticipated! He also provides me with history, reminders 

and advice when I seek his input. 

Lastly, I am your recycled President as I was President from 2004 -2007. CMHVA now has an entirely 

new structure and it has been a challenge to learn from the past and go forward with new. 

We now have: 

• A Board working as a team 

• An updated Operational Services Agreement 

• A Strategic Plan that needs only timelines to compliment the strategies therein. 

• Volunteers such as Chuck Snider being celebrated regionally by the Volunteer Action Centre 

for his leadership over the past 5 -6 years 

We will soon have: 

• completed our committee structure 

• completely revised Policies and Procedures 

The main achievements to celebrate this year are those of the CMHVA members. Each of you 

contributes to the success of the organization. You all have your assigned volunteer work; however, I 

am confident that each of you has done a little bit more, if not a lot more, than your assignment, 

when called upon. We hear about how great you are from people who have experienced the CMH 

Volunteers. We also see the results of your efforts in the Revenue from the Gift Shop and the 

Recovery Room as well as Tim Hortons. 

I would also like to thank our Office Manager, Gloria Coppes who not only keeps the financial, 

business aspects things going and pays people, but volunteers her time generously in 

addition ... formally in the Gift Shop and informally whenever asked. 

The organizational achievements this year must be attributed to the CMHVA Board and Volunteer 

Team, the extended team of CMH and CMHF staff and Board members, and particularly Linda 

Rodrigues, Jamie Hastings Ayesha Syed. May 2018 -2019 be another fruitful year. 

Respectfully submitted, 

Janet Simms-Baldwin, President 
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CMH Volunteer Association 
Annual Report 2017-18 

By Patrick Gaskin, President and CEO 

I want to start off by giving you a heartfelt 
thank you for all that you do. As an 
organization, we have seen so much 
progress on so many levels. We have seen 
an incredible amount of change and your 
commitment to give your time to us has set 
us up for success. To this point, here are the 
numbers that demonstrate your involvement, 
integration and reach into our organization: 

• 447 exceptional volunteers and now 
two super friendly dogs 

• 46 different volunteer roles supporting 
20 key areas of our organization 

• 38,870 hours of service in 2017-18 
wow! 

I will start my report by addressing the 
elephant in the operating room, for lack of a 
more appropriate hospital metaphor. The 
Capital Redevelopment Project (CRP) is 
delayed and we are frustrated with 
ProjectCo's inability to properly coordinate 
and resource the final part of the projecfs 
'Phase 2.' 

KunukRhee 

As I write this, the contractor has delayed the 
project five times this year alone. This adds 
stress to our ability to gain momentum for 
transition planning, not only for our clinical 
staff, but also you, our trusted volunteers. 

This planning is crucial for our success and it 
is set for a relatively short eight-week 
window. During this period, we will need to 
train everyone moving in to the new Wing, 
install medical equipment and move out of 
Wing B into Wings A and C, so that work can 
begin on 'Phase 3.' This final phase of the 
CRP involves the complete refurbishment of 
the current Wing B patient care wing, which 
is more complex than building a new wing. 

Chuck Snider, recipient of the "Outstanding 
Leadership Award" at the Volunteer Impact 
Awards 

You may recall we were initially promised the 
new Wing in November 2016! The latest 
handover date is sometime in July. Based on 
the amount of work that still needs to be 
done, we believe they may finish closer to 
the end of the summer, more likely in 
September. 

Please take this prediction with a grain of 
salt. I know some of you will be quick to point 
out that I have falsely forecasted this 
handover date for almost two years! 

Of course, I am very proud of our volunteers, 
staff and physicians with some of the 
supporting projects for the CRP. These 
projects were incumbent on us to execute 



flawlessly so that we did impact the overall 
construction schedule. 

The biggest one came last October when the 
hospital changed its building letters, level 
numbers and room numbers. 

Courtney, Usa, Donna, Susan and Krista 
during take a selfie day. 

This massive changeover was done to 
ensure patients entering the hospital had an 
orderly and logical manner to find their way 
through the hospital. The buildings were 
reordered from A to D. The levels were 
renumbered so that patients entering the 
hospital will be on level 1. That is, once 
handover is complete, visitor parking will be 
set to Lots #2 and #4, all of which access 
Level1 entrances. Finally, the rooms adopt 
an architectural numbering system that 
incorporates the Wing, Level, and Room 
number sequence - such as my office -
C.1.204. 

Volunteers were integral in this project. You 
supported the crucial first days and ensured 
patients (and staff, I might add) got to where 
they were needed. Thank you. 

While admittedly, this past year was for the 
most part focused on construction and 
transition planning, the hospital also 
accomplished many other things ... like 
exceptional care! Here are a few highlights 
that remind me of just how fortunate we are 

to have an amazing hospital like ours in our 
community: 

In April 2017, our fiscal year started with a 
bang, with an announcement from 
government that the Waterloo Region, 
including Cambridge Memorial Hospital, 
consistently ranked #1 in Ontario for having 
the lowest Emergency Department (ED) wait 
times for patients with the most complex 
needs. 

Last June 2017, we performed our first 
electro-convulsive therapy or ECT as it is 
frequently called. ECT is a procedure that is 
done under general anesthesia. A small, 
electric current is passed through the brain 
intentionally triggering a brief seizure. This 
causes changes to the brain's chemistry that, 
in tum, quickly reverses certain mental illness 
symptoms, like depression. 

Drs. Hudson, Shahmalak and Shanna look 
over the first ECT patienrs printout. 

Belated, yet related our ED was 
singlehandedly recognized by the Ministry for 
being the most improved in 2016. In a letter, 
they said we showed a 7.3% improvement in 
the goth percentile ED length of stay for all 
patients. This was the best within the High
Volume Community Hospital group for 2016, 
when compared to the year before. 



. 
Translated to numbers we can understand: 
Our hard working staff and physicians 
shaved 30 minutes of time off for 90% of 
patients seen in the ED in 2016. It may not 
seem like much, but when you consider they 
saw 53,700 patients, this feat is simply 
awesome! 

Emergency Department part a 
specialized paediatric trauma training course 

Enhancing the patient experience is a 
corporate priority or what we call a "wildly 
important goal" (WIG). Sometimes, the 
smallest things can have the most 
meaningful impacts. We announced in the 
summer of 2017 that cable will not be 
provided to staff lounges and some patient 
waiting areas when we occupy the new build. 

The reason is the current service provider will 
no longer offer free cable to these areas. 
Cable costs are not covered by government 
and many options were discussed and 
evaluated. Hospital management chose the 
option that was most equitable for all our 
people and inclusive of patients and visitors: 
free Wi-Fi. It did commit to continue providing 
cable TV in high wait areas like the 
Emergency Department and in certain cases. 

Thanks to our hard working IT team, the 
hospital's Wi-Fi systems were quickly 
upgraded and free Wi-Fi was offered ahead 
of schedule in September. This was a huge 
win for our inpatients that had to pay for 
Internet access. 

In January 2018, our Medicine Program on 
level 4 adopted a structured approach to 
patient care, communication and discharge 
planning. This patient experience approach 
has been implemented in hospitals across 
the United States and in Saskatchewan. 
Where it has been implemented, patients and 
their families were more engaged with the 
clinical team, expressed a better 
understanding of their medical condition and 
indicated an overall better experience while 
in hospital. On the clinical side, length-of
stays were shortened and teams noted 
higher satisfaction with their work 
environment, resulting in high staff retention. 

PHIL MEIGHAN 

. 
Phil is a devoted volunteer at 

Cambridge Memorial Hospital working 
for the past two years as a Hospital 
Ambassador. His dedication to the 
patients Is outstanding and he is 

a lw;lvc; thPrP tn IPnct a hPinin" h;lntf 

Screenshot of Phil Meighan, ambassador 
extraordinaire, shown receiving the 
Cambridge Celebrates Canada 150 
Volunteer Award from MP Bryan May. 

A major difference resulting from 
implementation was bedside rounding, where 
all members of the team are present with the 
patient to discuss their progress and confirm 
a plan for discharge. Patients have the 
benefit from hearing all clinical disciplines at 
once, lessening the chances of conflicting or 
missing information and having a better 
opportunity to ask questions. 



Likewise, the hospital made a commitment to 
enhance staff engagement. As part of my 
commitment to lead this second wildly 
important goal, a hospital wide 'Count Us In' 
Council was formed. It met for the first time in 
October, and three more times afterwards. 

Joan and me on Walk a Milen day in 2017! 

Its purpose was to review and work on the 
corporate "Count Us In" results from an 
earlier Worklrre Pulse survey, paying special 
attention to the survey indicators "senior 
management acts on staff feedback "and 
"opportunity to develop my career." Both of 
these indicators scored the lowest. I'm proud 
to share the group came up with creative 
tactics to enhance staff engagement, which 
in turn affects interactions with physicians, 
volunteers, patient s and their families. 

For example, in February management with 
direct staff reports introduced Barry's Boards 
outside of their offices. These boards let 
people know where they are going to be 
during the day, helping them manage their 

. 
time and expectations. Since its introduction 
there has been an influx of positive 
comments regarding the boards. 

Volunteering 
is good 
for my spirit. 

The council also advocated for staff to 
provide anonymous, constructive feedback to 
any leader within the organization. The goal 
was to provide our leadership team with the 
necessary information to help them create 
individual learning plans and enhance their 
working relationship with their teams. 

The feedback was solicited via an on-line e 
survey and required the participant to provide 
their name for validation reasons. Once 
validated, the feedback was stripped of 
identifiers and reviewed by senior leadership 
before it was shared with CMH's leadership. 

In closing, I'd like to thank you once again for 
your hard work and commitment to our 
hospital. Your feedback is always welcome. 
Contribute to surveys and questionnaires 
when they are offered. Speak with Linda or 
Jamie about your improvement ideas. You 
may also reach out to me by email or in 
person. My open door policy stands and I 
always welcome your feedback. 

Patrick Gaskin 
President and CEO 



Business Director's Report 

CMHVA Annual General Meeting 2018 

"In life, the only constant is change." 
Greek Philosopher Heraclitus 

This has indeed been a year filled with change. We must applaud the leadership, staff, and 
volunteers of our three Revenue Businesses for demonstrating flexibility, resilience, and 
adaptability during this challenging period of transition. The year began with a new structure for 
the CMH Volunteer Association Board, a new Board representative for those businesses, and 
soon a new location for the two on-site businesses that will relocate to our new state-of-the-art 
hospital wing. 

Despite all the changes going on around them, all three business units grew their revenues 
over last year an average of 6.5%. Congratulations to everyone who works so hard to make 
that happen! 

Our Tim Hortons franchise, owned and operated by the hospital Volunteer Association, has a 
staff of 24 friendly, compassionate employees who deliver excellent customer service to 
hospital staff, patients, families, and non-family visitors every day. Considered as a non
traditional store, because we operate within a hospital environment and have no drive-thru 
traffic, our store #1485 continues to be among the top-performers in both the region and the 
province. Every day, they consistently respond to the special needs of their customers while 
they lead the franchise in both service excellence and efficiency. Recent minimum wage 
increases impacted overall profitability, and the rising cost of product and paper goods are 
ongoing challenges for the team. But they consistently rise to the challenge, successfully 
managing costs and growing their revenue. Thank you to Manager Tammy Devereaux and 
her amazing team of dedicated and hard-working employees. 

The Red Poppy Gift Shop continues to offer a wide range of quality merchandise at excellent 
price points and displayed creatively in an inviting atmosphere. The Red Poppy is not just a 
place to pick up a small gift for a patient. It's a shopping destination filled with beautiful and 
unique things offered by a dedicated team of volunteers who serve on the Shop Committee 
and many more who staff the Shop every day. The buying team is always looking for new and 
interesting products to offer customers and unique ways to merchandise those items. The 
Holiday Season displays and products are always special, and the weekly Santa Sales brought 
customers back again and again to check out the latest bargains and drive sales to record 
levels. The Shop continues to support local businesses by offering Reid's chocolates and 
Hilborn Pottery for sale to its customers. The staff and volunteers are looking forward to their 
new and larger space in the hospital's new wing. Thank you to Jane Cipolla and her amazing 
team of volunteers for creating such a wonderful shopping experience and a temporary escape 
from what is sometimes a challenging time emotionally for shop visitors. 

Our third business - The Recovery Room thrift shop - is off site on Ainslie Street across from 
the Cambridge Farmers' Market. It offers gently used clothing, decor, and household items to 
shoppers in the downtown core of Galt. The shop manager and her staff of volunteers do an 
amazing job of turning inventory through periodic Manager's Sales and the ever-popular Dollar 
rack. Customers enjoy tax-free shopping and quality merchandise at amazingly low prices. 
Thanks to a new fund-raising program with the National Diabetes Trust, the shop can now 



accept all items of clothing, regardless of their condition, including purses and shoes, plus old 
sheets, towels and any other cloth items. The National Diabetes Trust pays us by the pound 
for these items that would not normally make it to the selling floor, and that money is added to 
the sales revenues, thereby increasing the money we have available to give to the hospital 
Foundation for its Capital Campaign. The next time you are cleaning out your closet, please 
set aside your "unsellable" items and bring them to The Recovery Room during regular 
business hours. You'll be helping the environment and making a greater contribution to our 
hospital at the same time. Gently used items you would like to donate for sale are always 
greatfully received. Thank you to Recovery Room Manager Susan Brown and her team of 
dedicated volunteers for continuing to innovate and find new ways to grow business. 

I am always open to new ideas and opportunities to grow our business revenues and thereby 
increase our donation to the Foundation. Please feel free to contact me with any ideas you 
may have. Once we move into the new wing, we are planning to reinstate the popular Vendor 
Program, and we currently are reviewing a couple of other revenue-producing options as well. 
It's a privilege for me to be the representative on the hospital Volunteer Association Board for 
such a dedicated, creative, and hard-working group of employees and volunteers, and I am 
looking forward to another successful year ahead l 

Respectfully submitted, 
Yvonne Kaine 
CMHVA Business Director 



Patient Services Director Annual Report 

I assumed the position of Patient Services Director in October of this year. My goal 
was to find out about the various departments where there are volunteers at 
Cambridge Memorial Hospital. To my surprise, I discovered there are 16 areas where 
you will find our smock-wearing volunteers. During the past few months, I have job 
shadowed in 13 of these departments. In the next while, I will cover the other three. 
The roles and duties of our volunteers are so diverse that once I complete my first 
round, I will start over again. 

Volunteers interface directly with patients: directing or guiding them to their 
appointments, reassuring them they are in the right area and seeking answers from 
staff to alleviate patients' anxiety. 

Another area where our volunteers assist is in a support role. These are the behind
the- scenes people who come in to make phone calls reminding clients about 
upcoming appointments. 

A third area of volunteers is in the revenue area of the hospital. Volunteers run the 
Poppy Gift Shop and assist at the Recovery Room in downtown Galt. Tim Hortons is 
another source of revenue for the hospital. All proceeds from these areas go directly to 
the hospital to buy much needed equipment! 

Recently, a woman came into the hospital for cataract surgery. Her comments at the 
end of the day were on how awesome the volunteers were who got her from the 
hospital entrance to her appointment and back out again. She said it was one of the 
best experiences she has ever had. 

A second area that I have become involved in is the recruitment of new volunteers for 
the hospital. We have a display spot at the Cambridge Centre to promote volunteering. 
11Boomers and Seniors" was a local event where we were invited to participate. We had 
over 200 people take information about volunteering at CMH. 

Hats off to Linda and Jamie for their hard work with recruiting new volunteers. 
Speaking of recruiting volunteers, there is an incentive for volunteers who recruit their 
friends and neighbours. If you make a recommendation and that person signs on and 
is accepted into the program, there is a reward I See Jamie for more details. 

Thank you for all your hard work. Let's keep the momentum going! 

Respectfully Submitted 

Nonie McQuaid 
Patient Services Director 



Volunteer Services of Cambridge Memorial Hospital 
Proud Supporters of Exceptional Volunteers 

The 2016 report started off by saying that "Anticipation can be a good thing; it brings 
with it a sense of excitement and wonder". In 2017-18, I think we should quote Khaled 
Hosseini, as he wrote in A Thousand Splendid Suns: "Of all the hardships a person 
had to face, none was more punishing than the simple act of waiting." 

The waiting for our new hospital has been hard as we know our new beginning is just 
around the corner. The anticipation has been rising as a result of many of our 
volunteers having gained a sneak peak of the new wing and their enthusiastic reviews. 
Everyone has been so impressed with the openness, and the beautiful and thoughtful 
touches found throughout the building. We are grateful that many of you have also 
been brought into consultation with your departments to discuss patient flow and the 
role of the volunteer in the new setting. These discussions are on-going and will be 
ramping up as we creep towards our official handover. And yes, the official date is still 
pending, and as soon as we know- it will be shared with all! 

--~---

This past year has seen the transition of the CMHVA Board with its streamlined 
accountabilities. It has been wonderful getting to know and working the new board. We 
are especially grateful for the new Patient Services Director position and Nonie 
McQuaid who has taken on that role. It has been both helpful and insightful to have a 
volunteer championing the volunteer experience. 

As usual, Volunteer Services has been actively recruiting new volunteers and yet we 
find ourselves at the same number we were at this time last year: 447 volunteers. We 
continue to welcome exceptional volunteers and are challenged that the attrition rate 
continues to increase. This is due to competing priorities and most unfortunately as of 
late, many of our volunteers have had or are experiencing serious health concerns. To 
those who have returned to volunteering, we wish you continue good health, and to 
those who continue to be away, please take good care and we hope to see you back 
soon. 
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We continue to recruit using our standard 
methods, and every year we manage to find a 
few more new ways to reach out to our 
community. Jamie joined the Mall Walkers at the 
Cambridge Centre this winter as a way of 
bringing awareness to hospital volunteering to 
this group of active individuals. Our message 

Do Good. Stay Fit 

Volunteer. 

CAMBRIH9..9..~,-
0SPITAL 

has been that they can continue to walk and do good through volunteering at CMH. 
Nonie introduced us to the Law's (local real estate team) who allowed us a booth at a 
local senior's show. We had lots of interest, and a few referrals have actually joined our 
ranks. Jamie also joined our first ever corporate volunteer fair. 

Regardless of our numbers, we are 
so grateful for our volunteers' 
contributions. They were the front 
facing stars on Tuesday, October 
24, 2017, when after many months 
of dedicated planning by our IT, 
Clinical and CRP teams, they were 
advert navigators for patients, 
visitors and staff wayfinding their 
way amongst the renumbering of 
an entire hospital. Elevator 
Operator was a new short term 
role for our volunteers. The 
dedication and commitment of our 
volunteers was applauded by all. 

The preparation of the changeover enabled all of our volunteers the opportunity to 
engage in the CMH online learning platform called "elearn". Overall this foray into on
lining learning was welcomed, and for those who were a bit more hesitant, they were 
eased into the learning by receiving in-person and on-line 
support. Our volunteers are keeping up with the times! 

We can't forget that last year we also celebrated Canada's 
150. Our own Phil Meighan, Ambassador extraordinaire, 
was awarded the Cambridge Celebrates Canada 150 
Volunteer Award by our MP Bryan May. The award was 
designed to recognize our community's top volunteers. 
Phil's commemorative pin was minted from the copper roof 
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PHIL MEIGHAN 

-Phil is a devoted volunteer at 
Cambridge Memorial Hospital working 

for the past two years as a Hospital 
Ambassador. His dedication to the 
patients Is outstanding and he is 

always there to lend a helping hand. 



of Parliament in Ottawa. Please ensure you ask Phil if you can see the pin; he wears it 
proudly on his volunteer vest. 

In April of this year, our out-going CMHVA Chair, 
Chuck Snider was honoured at the Waterloo 
Region's Volunteer Impact Awards. Chuck received 
the Outstanding Leadership Award recognizing his 
support to the community through his organizational 
leadership. Chuck served two terms (6 years) as 
the President of the CMHVA, and was fundamental 
in the CMHVA's pledge of $1.25M to the CMH 
Foundation. What Chuck is most fondly 
remembered for is his leadership in helping to establish an express coffee line at Tim 
Hortons. Chuck is not far away as he continues to work tirelessly in supporting the 
transition of Tim's to the new wing and in his beloved Diagnostic Imaging volunteer role. 

Our volunteers continue to shine. Helena Tooze received The 
Sovereign's Medal on behalf of the Governor General of Canada. 
Helena was primarily recognized for her long-term volunteering 
service at CMH. What a fitting award for such a kind and 
dedicated woman. Jamie was able to visit Helena in May, and 
also brought her greetings and acknowledgements from the 
Government of Ontario. 

We are always so happy to share in the celebration of all 
our volunteers across the region including: 

Ontario Volunteer Service Awards 

• 35 years: Barb Lebrun (pictured) 
• 15 years: Doreen Russell 
• 10 years: Betty Hetherington, Ernie Crump 

(pictured) 

• 5 years: Bob Miller, Sheena Quigg 

• Youth Awards: Kayleen Ryan, Paige Haimes, 
Jasmine Soomal 

Ontario Medal for Young Volunteers Nominees: Ryan Skanes and Paige Haimes 
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. . 
At the end of the year, we launched the 2017 PAVRO Volunteer Opinion Survey. We 
were very happy to see that in your opinion we have improved in all seven measured 
areas. We appreciate your participation, and most importantly your feedback and 
recommendations. More details of the survey will be shared during the presentation 
portion of the AGM. 

' 

I 

' 
I 

Dimension Score 

Volunteer Experience & 
Impact 

Orientation 

Recognition 

Team Work* 

Patient Safety* 

General Safety 

Overall Score 

•• 
91.4 94.4 

94.5 97.5 

91.~ 95.6 

84.6 88.6 

92.8 96.5 

94.2 96.4 

91.5 1 94.8 

YRIYR 
{2015/2017) 

+2.0 

+3.0 

+3.9 

+4.0 

+3.7 

+2.2 

+3.3 

While 2017 has not been the year that we moved into the new building, it has been a 
year that you have continued to make an impact on the lives of our patients and staff. 
Regardless of where we are located, your dedication to making a difference is always 
there. Please remember your delicious pizzas from Domino's fondly. While it is an 
exceptional acknowledgement that one person was able to make, please do not 
diminish the countless thank you's and smiles that you receive from our patients, their 
families and our staff. 

Jamie and I are honoured to have the opportunity to work alongside so many wonderful 
people. We love hearing your stories about your patient and staff interactions, and your 
suggestions and ideas on how to make this an even better place for all. We are grateful 
to the CMHVA Board of Directors for their support and encouragement of our work and 
CMH itself for allowing us to champion the volunteer experience. 

We sincerely thank each of you for choosing to volunteer at CMH. You truly bring the 
heart to our community. Here's to having pictures of our official ribbon cutting in the 
2018-19 report! 

Linda. 
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40 Years - Plus 
Irene Sanderson 

35 Years- Plus 

HONOUR ROLL FOR 2018 

Eleanor Furlong, Alice Whittaker, Colleen Leckie, Barbara LeBrun 

30 Years- Plus 
Audrey Haug 

25 Years- Plus 
Ruth Kroft, Elizabeth Goad, Joan Linton, Petertje Mulder, Evelyn Gordon, 
Jeanette Chippindale 

20 Years- Plus 
Gloria Coppes, Marion White, Denise Leclerc, Marilyn Martin, June Hyde, 
Kenneth Reeve 

15 Years- Plus 
Ailish Treacy, AI LaCroix, Ann Mosiondz, Bob Bakker, Dennis Brandwood, 
Doreen Russell, Eileen Flowers, Elaine Brandwood, Helen Isley, Henry 
Vanderloo, Joan Fairley, Kay Mattear, Pat Daly, Patricia Derochie, Pauline Ring, 
Rosemary Cook, Ruth Preddy, Vivian From, Winifred Stewart 

VISION 
To provide exceptional healthcare through exceptional people 

MISSION 
CMH Volunteer Association is committed to providing exceptional service in a 

caring environment to patients, family, visitors, staff and our community 

VALUES 
Caring 

Respect 
Innovation 

Collaboration 
Accountability 



40Years 
Irene Sanderson 

35 Years 
Colleen Leckie 

20 Years 
June Hyde, Kenneth Reeve 

15Years 

AWARDS FOR 2018 AGM 

Doreen Russell, Winifred Stewart, Ailish Treacy 

10 Years 
Norma Rudy, Norman Bull, Beryl Taylor, Betty Hetherington, Mary Graham, Jennifer 
Wilson, Ernest Crump, Norma Hand, Marilyn Bowman, Elaine McCarthy, Karen 
Kroezen 

5 Years 
Maureen Hay, Sheena Quigg, Cindy LeBlanc, Dan Brazil, Robert Miller, Pat Ireland, 
Glenda Livingstone, Anne Dawson, Kathy Lalonde, Barbara Cowles, Diane Gregorasz, 
Norbert Oberle, Don Fanstone, Brenda Crawford, Paulette Numekevor, Lule Hassan 

1 Year 
Matthew Gracey, Gregory Newton, Omnya Keder, Theresa Lagace, Ma~orie Webb, 
Sheeza Arshad, Tracey Irving, Ryan Skanes, Mary Niegos, Ross Grant, Maureen 
Grant, Mary-Ellen Yeardley, Sandra Cheesmond, Judhvir Soomal, Bev Montague, 
Shamsher Soomal, Chris Taylor, Bhuvna Dalal, Georgeann Mckerdy, Denise Freer, 
Prashant Patel, Carol Palmer, Paige Potenza, Alexandra Kerry, Dawn Wylie, Nancy 
Hewat, Mewish Khan, Julia Veber, Sherriza Khan, Ma~orie Braga, Taha Masood, Jane 
Reid, Margaret Oliver, Terri Collins, Paula Kreczko-Lenner, Suzanne Cline, lrfan Desai, 
Jennifer Boehmer, Michelle Nguyen, 



Certificate of Merit 
Joan Linton, Bob Bakker, Ruth Preddy, Pauline Ring, Rosemary Cook, Denis 
Brandwood, Doreen Russell 

Certificate of Appreciation 
Geraldine Bakker, Bob Barwell, Betty Buck, Jane Cipolla, Suzanne Cline, Mary 
Elloway, Don Fanstone, Mary-Jane Glaser, Carol Jones, Denise Leclerc, Donna Leffler, 
Dianne Martin, Marilyn Martin, Martin Mclaughlin, Nora McQuaid, Coby Mock, Carol 
Palmer, Ruth Preddy, Jane Reid, Grant Robertson, May Ryan, Ryan Skanes, Sadie 
Winfield 

Life Member 
Chuck Snider, Ailish Treacy, Pat Derochie 



. . 
Recognition of Annual Hours of Service 

Volunteers with 200 or more Hours of Service 
April1, 2017- March 31, 2018 

Name Hours Name 

Robertson, Grant 709 Hetherington, Betty 

Sceviour, Nora 693 Palmer, Carol Ann 

Elloway, Mary B. 584 Skanes, Ryan 

I Cipolla, Jane 528 Brennan, Brenda J. 
I 

Niegos, Mary D 516 Parkinson-Crump, Marilyn 

Meighan, Phil J. 492 Jones, Carol E 

Preddy, Ruth 449 Glaser, Mary-Jane 

Leclerc, Denise 403 Leffler, Donna M. 

Ryan, May 401 Reid, Jane 

Simms-Baldwin, Janet 395 Bakker, Bob 

Russell, Doreen 378 Kroezen, Karen 

Brown, Bev J. 369 Cook, Rosemary 

Linton, Joan 369 Winfield, Sadie 

· Martin, Marilyn 363 Cline, Suzanne 

Vliehs, Joe 351 Martin, Dianne J. 

Ruthen, Anne-Marie E. 334 Grant, Ross 

Watson, Carrie 315 Fanstone, DonN. 

Potentier, Bonnie 315 Buck, Betty A. 

Yach, Ed 309 McQuaid, Nora 

Brandwood, Dennis 301 Bakker, Geraldine 

Stoltz, Ron 299 Ring, Pauline 

Mclaughlin, Martin 297 Quigg, Sheena 

Barwell, Bob J 288 Anderton, Kenneth 

DiCarlo, Bernadette 279 Mock, Co by F. 

Hours 

276 
275 
264 
261 
260 
251 
249 
240 
236 
232 
231 
225 
224 
221 
221 
219 
216 ' 

212 
212 
211 
206 
206 
204 
201 



Retiring Volunteers 

Name Retirement Date 
Lifetime Roles 
Hours 

Christmas Committee, 
I Medicine, Information Desk 

Helena Tooze April 23, 2018 1107 
HELPP Lottery, Welcome 
Desk 

Gift Shop, Diagnostic 
Helen Buckley December 19,2017 · 1480 Imaging, Ontario Breast 

Screening Clinic 

Audrey Whetham December 14, 2017 3589 Information Desk 

Gerri Lussier July 14,217 1584 
Gift Shop, Christmas 
Committee 



IN MEMORY OF 

George Bardwell - George Bardwell passed away suddenly on 
Tuesday, July 18,2017. George was a dedicated volunteer at 
CMH, generously donating over 4000 hours since starting at 
the hospital in October of 2008. He spent most of his time 
supporting patients and visitors in Surgical Daycare on 
Wednesday and Friday mornings. He will be missed by CMH 
and the CMHVA. 

Huguette Corriveau - Huguette Corriveau passed unexpectedly on 
Friday, December 8, 2017. We would regularly see Huguette every 
other Monday afternoon in Medical Daycare. She donated over 817 
hours since she started at CMH in November 2004. She was 
dedicated to Medical Daycare and supporting the staff within the 
unit. Huguette will be missed dearly by CMH and the CMHVA. 

Tony Kaine- Tony Kaine passed Tuesday, 
December 12, 2017. Tony volunteered with 
Linking Survivors with Survivors in the Ontario 
March of Dimes Stroke Recovery Group. He 
visited CMH patients who were recovering from 
their own strokes, providing them with 
encouragement, strategies and hope. Tony 
donated over 115 hours since November 2012. 
His smile, his laugh and his friendship will be 
missed dearly by CMH and the CMHVA. 



Rena Rourke - Rena Rourke passed away 
suddenly on Saturday, March 31, 2018 at 
CMH. Rena was a dedicated volunteer at 
CMH, generously donating over 3,230 hours 
since starting at the hospital in June of 1993. 
Rena spent all of her time here with patients, 
sharing life stories and spreading her outgoing 
and fun-loving attitude. She volunteered in the 
(retired) Hairstyling Program, in Patient 
Relations and in CAT Scan. Rena recently 
celebrated her 90th birthday and was excited 
about trying new roles at CMH. 

Maureen Schell - Maureen Schell passed away 
peacefully, surrounded by family at lisaard House on 
Thursday April 5, 2018. Maureen was a bright light shining 
at the now retired HELPP Lottery Desk and more recently 
at the Welcome Desk outside of Tim Horton's. She 
generously donated over 380 hours since starting at the 
hospital in September of 2013. Her and her beloved 
volunteer partner Mary would always bring smiles and 
spirit to our lobby on holidays and special events. 

Larry Green - Larry Green passed away at St. 
Joseph's Health Care Centre, Guelph on 
Thursday, May 31, 2018, at the age of 71 years. 
Larry blessed us with his early morning energy 
in the Ambassador Program from November 
2014 -August 2015. He volunteered Monday
Friday from 6am - 1 Oam creating a welcoming 
environment for those coming to the hospital. 
In less than a year, he volunteered 721 hours! 
He will be deeply missed. 
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