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In the fall 2018, CMH began a comprehensive planning process with the goal of developing a strategy to take us 
into 2022 and possibly beyond.  
 
Just as our planning got underway, two unexpected “twists” occurred.  First, the provincial government 
announced major changes to how  health care services  will be delivered in Ontario.  We also learned that further 
delays in the move to our new building were  a reality.  
 
Faced with these unexpected circumstances,  the Strategic Planning committee  carefully considered the task of 
creating our next strategy.  It became clear that we are planning in a time of uncertainty and transition.  While 
this made it challenging  to plan for the long term, it  provided some clear opportunities for the near term. We 
see this as the time to focus on fundamentals to  ensure that,  come what may, CMH will be  successfully 
positioned to continue to meet the care needs of the community that we serve.   
 
As a result, we have chosen to create a  short term  strategic plan.   As the healthcare system transformation 
unfolds over the next two years we will focus on three key things:  demonstrating to our patients and families 
that they matter most, improving joy at work for our staff, patients and volunteers who provide care,  and 
leading boldly with our system partners as we grow services and define the future. 
 
We are pleased to share with your our 24-month strategic plan for ensuring continued success.  
 
  Patrick Gaskin, CEO         Ian Miles, Chair, Board of Directors 

Why a 24-month strategic plan?  



Who we are: 

CMH is a progressive 
acute care hospital 

and teaching facility 
committed to quality 

and integrated 
patient-centred care  

∗ We work towards our vision 
to provide exceptional 
healthcare by exceptional 
people. 
 

∗ Our values of caring, 
collaboration, 
accountability, innovation 
and respect guide how we 
approach our work. 
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Who we serve: 

150,000 people in 
Cambridge and North 

Dumfries rely 
primarily on CMH for 

secondary care. 
 

Our population is unique in our 
region: 

 More smokers 
More elderly living in low income 

households 
Higher density of Indigenous people 

More frequent visitors to the Emergency 
Department 

More frequently seek care for mental 
health and addictions needs  

 
 

∗ The demand for hospital based care 
is increasing because more of us are 
older.  By 2035, a full quarter of our 
population will be over 65 years old. 

 
∗ Opioid use is an emerging health 

crisis in our community. We have the 
highest use of opioids and the most 
overdose related ED visits in the 
region. 

 
∗ Heart disease, lung cancer and 

intentional self harm are the leading 
causes of death for our population. 
All of these are preventable to some 
degree.  
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Our people: 

Our team is 510 
volunteers, 1178 

employees and 287 
medical staff and 
midwives strong 

 
 

We are proud of our: 
Patient and Family Advisory Council 

Mental Health Family Advisory Council  
Strong ties to Primary Care Providers and 

to Home & Community Care 
New relationships with the McMaster 

School of Medicine  
  
 
 

∗ We develop our people.  We have made 
major commitments in clinical, quality 
improvement (QI) and leadership 
training. 

 
∗ Employee engagement enables our 

people to provide the best care 
possible.  A comprehensive,  evidence -
based strategy designed to disrupt 
persistent barriers to engagement and to 
increase joy at work has just been 
developed.   

 
∗ Our team includes patients, caregivers 

and our community. We strive to ensure 
that patients help direct their own care 
and our service delivery decisions. We 
work in partnership with others as part of 
a system of care.   
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CMH Operations: 

In 2018/19 CMH provided:  
• 57,042  total patient days 

• 52,253 Emergency Department (ED) 
visits 

• 1477 births 
• 4,984 Rehab patient days  

• 15,316 Mental Health outpatient visits   
• 14,643 surgeries in total (in- and out-

patient) 
 

Operating Budget (Balanced): $125M  
Capital Plan: $10.3M 

Our new building will provide us with 
about 33% more capacity when it opens 

for patient care  

 
 
 

∗ Our clinical service strategy involves 
strengthening core services and  
planned growth in each of our four 
“Petals of Care”: specialized surgical, 
specialized medicine, mental health and 
women & children’s services  
 

∗ Growth  & Repatriation.  Part of our 
growth strategy is focused on bringing 
some services closer to home for our 
community.  

 
∗ We have funding  but no place to 

grow...Yet!   We are working hard to 
maximize the $5M available annually for 
clinical program expansions even though 
the space we were counting on to 
accommodate  growth is delayed.  
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Our Performance: 

We measure, monitor and 
report indicators of clinical 

outcomes, access, quality, 
safety, utilization, staff 

engagement, patient 
satisfaction, fiscal 

performance/efficiency and 
more.  

 
Our balanced scorecard provides a 

quick “heat map” of how we are 
doing. 

We are accountable for our 
performance. 

We are always striving to do better. 
 
 
 
 

∗ Our residents have the shortest wait in the province for 
discharge to alternate level of care: ALC days are now 
approaching the provincial target of 15%.   
 

∗ We have decreased wait times for hip/knee surgeries 
substantially: We  have the shortest waits in our region.  

 
∗ We are achieving our 2018/19 targets for patient experience 

in  communications, readiness for discharge and 
understanding of medications at discharge. 

 
∗ About 45% of patients would recommend CMH’s Emergency 

Department for care. This is lower than our target of 52%, and 
unchanged for the last few years as we wait for new space.  

 
∗ Three quarters of  our staff feel we are committed to 

improving patient safety, yet one in four worry about 
personal repercussions of errors.  
 

∗ For the past several years, 37% of our employees think CMH 
is an excellent place to work.  We are on a path to do better. 
 

∗ We have a track record of fiscal responsibility and balanced 
budgets, with nine consecutive surpluses. 
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CMH has multiple priorities and 
commitments underway: 
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Assessing the risks in our current  
environment 
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•Bill 74’s Ontario Health Teams will 
involve integration, structural and 
funding changes for the providers who 
deliver services for large portions of the 
population.  With our local partners, CMH 
has expressed interest, and may become 
part of one of these teams.  

•Our goal is to participate in defining any 
changes to our role or operations, rather 
than have changes imposed on us. 

•Despite our efforts, engagement  and 
experience  of our patients, volunteers and 
staff remain below where we would like them 

•We need others to be certain that CMH 
provides top quality, effective services  

•In times of uncertainty it will be critical that 
the hospital is seen as a trusted and valued 
provider/employer/partner 

•Bill 74: The People’s Health Care Act has 
major implications for how health care (and 
hospital) services will be governed, 
planned, funded, administered and 
delivered in the province. Details are 
unclear: we don’t yet know what the 
impact on CMH will be. 

• Provincial review of regional government 
and possible amalgamation brings concerns 
re: representation and governance 

•While we are the only hospital in our 
region positioned for growth, the delayed 
move/renovation is creating space 
limitations that may impact some of the 
program growth (and funding) that we 
have planned. 

•We have an extensive Clinical Services 
Plan that needs to be operationalized. 
There is a need to proceed thoughtfully 

•Strategy is needed to deal with new 
clinical needs in our population (e.g. 
opioid addictions) Growth  

System 
Instability & 
Uncertainty 

Role & 
Structural 

Change  

Engagement 
& Trust  



Acknowledging strengths and 
opportunities 

10 

•We are behind on adoption and 
implementation of technology.  We have 
identified what we could do if we had 
the opportunity.  

•We look forward to leveraging,  
increased government interest in 
technological enablers as new system 
structures are created. 

•We care about our relationships with the 
community, patients, our workers, volunteers 
and other health care partners.  Together we 
are stronger. Trust is key. 

•We must demonstrate our commitment to 
our relationships by doing the right things and 
deepening mutual trust, understanding and 
collaboration.  

•No matter what our role, we are committed to 
providing high quality, safe, cost effective, 
accessible care to the community it serves  

•We are committed to person-centred care and 
excellent patient experience,  and  must 
actively demonstrate this 

•We are committed to creating a safe, enabling  
and fulfilling work environment for the people 
that provide care on our behalf  

•We are committed to aligning with 
  government strategy and objectives  

•We have the capacity to serve and lead in 
many ways.  Not only do we have clinical 
growth plans, we have a committed 
Foundation, clinical expertise, leadership, 
planning and analysis and operational 
resources that can be leveraged as the 
system moves forward with transition 

•We are well positioned to lead in clinical 
areas of specific need, such as addition 
and mental health and chronic diseases  

Capacity   Commitment 

Technology  Relationships 



We believe that to ensure continued success, these 
principles should guide our efforts for next two 

years at CMH: 

We have many goals already. We need to clearly articulate 
what is “strategic” to ensure we invest sufficient efforts in 
the right places.    

We are stronger when we work together. Through 
strategic partnerships, we will influence and enhance 
health care in our community.  

We are an important healthcare provider with big ideas and 
the capacity to lead.  We  will be pro-active and thoughtful 
in making decisions and defining the future.   

To meet challenges and seize opportunities, we will 
maintain our strengths in service quality, financials and 
reputation. 
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FOCUS 

PARTNER 

LEAD   

EXCEL 



Given this, our priorities for the next 
24 months are to:  

“Ensuring 
Continued 
Success” 

Prove patients 
matter most  

Increase joy 
in work  

Lead boldly  
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Our 2019-21 Strategy Summarized 
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•Build our patient experience culture  
•Design care together  
•Grow our services to better align with 

the needs of our community 

•Create joyful and enabling work 
environments 

•Plan together   

•Provide leadership in defining how care 
is provided to our community 

•Prepare for our changing role  

Prove  patients 
matter most  

“Ensuring 
Continued 
Success” 

Increase joy 
in work  

Lead boldly 



 
•Build our 

patient 
experience 
culture  
 

 
•Design care 

together  
 
 
•Grow 

services to 
meet the 
needs of our 
community  

Why it’s a  
priority: 

What we  
will do: 

Measures of  
success : 

Our patients are why we exist.  We are committed to ensuring that patients, caregivers 
and families understand that they are our priority, and we will continue to build a culture 
that supports this notion.  Now is the time to action our desire  to engage our patients and 
their families in ways we haven’t in the past, to ensure we are getting things right as we 
plan for the services our community needs.     

1.   Build our patient experience culture  
 Implement best practice strategies that ensure that every interaction  in every 

department enhances the patient and family experience 
 

2. Design care together  
 Action  strategies and methods that ensure service planning and delivery 

decisions being made for the next several years are co-led by the voices of our  
patients, caregivers, families and community.   

 Develop new mechanisms for engaging the voices of groups we may not have 
heard from in the past (e.g. youth, new residents, LGBTQ, Indigenous peoples, 
living in poverty, underhoused, etc.). 

 
3.  Grow services to better meet the needs of our community  

 Clarify the clinical service strategy priorities that we will pursue in the next 24 
months  and act on these growth  plans  

 Continue to focus on quality and efficiency improvements, particularly in 
medicine, ICU and the Emergency Department.    

By expanding services, increasing market share and improving patient experience, we will 
become the “hospital of choice” for  secondary care services for our community.  Our 
patients will see themselves as active participants in their care and in the design of health 
care services in this community. Our patient experience scores will exceed our peers. 
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Prove patients  
matter most  



 
 
•Create joyful 

and enabling 
work 
environments  

 
 
•Plan together  

Why it’s a  
priority: 

What we  
will do: 

Measures of  
success: 

Our  workforce – CMH staff, professional staff, physicians and volunteers (our people)  - 
is our greatest asset.  We need them to want to give their best.  We have the foundations 
for an engaged workforce and are using an evidence-based  framework developed by 
the Institute for Healthcare Improvement to enhance “joy in work.” By implementing 
identified strategies, we commit to building an enabling work environment that will 
increase joy in our everyday work.   

1.   Create joyful and enabling work environments  
 Define roles  and accountabilities to support an enabled workforce  
 Adopt practices and behaviours that have positive impacts on workforce 

performance, joy and engagement 
 Optimize how we monitor organizational performance  

 
 
2. Plan together  

 Redesign  mechanisms for departmental/program/cross-organizational decision 
making to reflect our people’s input 

 Develop and implement new methods for ensuring our people are actively 
involved in making decisions about our role  and how care is provided.  

We will have a more engaged workforce as demonstrated through improved 
outcomes on our  people’s engagement indicators.  We will be able to demonstrate 
that multiple voices have been included in in creating our next strategic plan.  
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Increase joy in work 



 
 

•Provide 
leadership in 
defining how 
care is 
provided to 
our 
community 

 
•Prepare for 

our changing 
role 

Why it’s a  
priority: 

What we  
need  
to do: 

Measure of  
success: 

The largest provincial healthcare transformation is underway.  Care is expected to be 
delivered in new ways – integrated care delivery and funding which will enable patients, 
families, community, providers and system leaders to better work together.  CMH is a 
trusted partner with the  experience, expertise, capacity , vision and commitment to lead  
change for the better.  We see change as an opportunity to inspire, innovate and 
contribute to real improvements in health outcomes for our community.    

1. Provide leadership in defining how care is offered to our community   
 Dedicate the leadership and resources required to actively collaborate with our 

partners to define how services are delivered within the new Ontario Health 
Team framework 

 Focus on opportunities in mental health and addictions and other areas of CMH 
expertise  

 Be willing to adopt changes to hospital departments,  our services 
accountabilities (including home/community care), governance and technology 
in order to improve efficiency and effectiveness of  the services available to our 
community 

 
2.  Prepare for our changing role  

 Invest resources to understand the implications of system change on our role  
 Recast our mission and vision as appropriate  
 Develop and launch the strategy that will see us through to year 2024 (or 

beyond) 
 Articulate any key changes to our role, operations, administration and/or 

governance that are anticipated in the next strategic cycle. 

We will be prepared and positioned for a successful future.  With our partners, we will 
implement an Ontario Health Team model in CND. We will complete CMH’s next strategic 
plan that articulates priorities for the next 5 to 10 years.   

Lead boldly  



 
 

Increase Joy in 
Work  

•Create joyful and 
enabling work 
environments 

•Plan together   

 
 

Prove Patients 
Matter Most  

•Build our patient 
experience culture  

•Design care together  
•Grow our services to 

better meet the needs 
of our community 
 

 
 

Lead Boldly  
•Provide leadership in 

defining how care is 
provided to our 
community 

•Prepare for our 
changing role  

Our Mission:  “A progressive acute-care hospital and teaching facility committed to integrated 
patient-centred care “ 

Our  Vision:  “To provide exceptional care by exceptional people”  

Ensuring Continued Success 

Our Values:   Caring        Collaboration       Accountability      Innovation      Respect   

2019-2021 Strategic Plan 
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High Level Implementation Plan  
Accountabilty 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24

Build Our Patient 
Experience Culture 

Implement Best practice 
strategies for Patient 

Experience Hett/Rhee 

Action mechanisms to 
include patient/famiy 

voices in decision making 
Gaskin/Rhee/Hett 

Include groups that have 
not previously been 

included 
Gaskin

Clarify & act on clinical 
services strategy 

priorities
Rhee

Continue to achieve 
quality and efficiency 

improvments
Hett/Rhee/Prociw

Clarify accountabilities of 
leaders to support 

enabling work 
environment

Hett/Rhee/Gaskin

Adopt practices with 
positive impact on 

workforce performance
Hett/Rhee

Optimize how me 
measure performance

Gaskin/Prociw

Redesign mechanisms 
for decision making to 

ensure input 
Gaskin

Ensure workforce is 
involved in making 
decisions about our 

future role 

Gasking/Hett/Rhee

Dedicate resources 
needed to collaborate 
with partners in OHT

ALL 

Focus on Mental Health 
and Addictions 

ALL 

Change our role  as 
needed to ensure good 
services are provided to 

our community 

ALL 

Invest resources as 
needed to understand 

new role
Gaskin/Prociw

Recast our mission and 
vision 

Gaskin

Develop our strategic 
plan to 2024 

Gaskin 

Articulate key changes to 
role or operations 

Gaskin 

Grow Services to Meet the 
Needs of Our Community 

Provide leadership in 
defining how care is 

provided to our 
community 

Prepare for our changing 
role 

Lead Boldly 

Timing (month)

Prove Patients 
Matter Most 

Design Care Together 

Increase Joy in 
Work 

Create more joyful and 
enabling work 
environments

Plan together 
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