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Guelph General Hospital:

A legacy of caring
YESTERDAY
When the doors to Guelph General Hospital were opened on August 16, 
1875, the Hospital had 12 beds, a small infectious room and a dispensary. A 
superintendent and two nurses provided care, as well as working in the kitchen, 
housekeeping, switchboard and laundry.

TODAY
GGH is a dynamic, comprehensive acute care facility providing a full range of 
services to the 180,000 residents of Guelph and Wellington County. Services 
include 24-hour emergency coverage, advanced technology and diagnostic 
support, and specialty programs such as being the regional provider for general 
vascular surgery and a designated Provincial Centre of Excellence for Bariatric 
Surgery.

TOMORROW
How can Guelph General Hospital meet the needs of the community we serve 
in the future? While the future can never be fully predicted, an in-depth look 
at the community we serve, its evolving needs and an understanding of the 
changing face of health care can provide enough information to develop a plan 
for the next three years – a Strategic Plan.

c. 1880 2015
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Introducing our new Strategic Plan

I
n 2015, our Board of 
Directors approved 
the updated 
Vision, Mission and 

Values as well as the 
2016–2019 Strategic 
Directions for Guelph 
General Hospital 
(GGH). The Strategic 
Directions reflect what 
we learned by reaching 
out and engaging 
various communities 
for their thoughts and 
suggestions on the 
future direction for our 
Hospital. In the end, 
over 600 people from 
both the community 

and the Hospital 
provided input.

We heard many 
good things about who 
we are, what we do and 
how we do it. To do 
even better, we were 
encouraged to widen 
our focus to include our 
patients’ and families’ 
overall experience, 
not just their clinical 
one. As well, we heard 
there’s a desire for us to 
reach beyond our walls 
to strengthen existing 
partnerships and to 
form new ones.

We are pleased 
to present you with 

Guelph General 
Hospital’s Strategic 
Plan, 2016–2019. 
Our new Strategic 
Directions help us 
to be clear about 
the goals of Guelph 
General Hospital for 
the next three years. 
These create focus 
and communicate 
our priorities to staff, 
patients, families, those 
we partner with to 
provide care as well as 
the wider community. 
While the Strategic Plan 
points GGH towards 
the future, it builds 
upon our foundation 

of what matters 
most – providing 
excellent patient care 
and supporting our 
exceptional team.

We’d like to thank 
those who took the 
time to provide their 
input.

Our new Plan 
provides a roadmap of 
where we want to go 
and how to get there. 
We invite you to join 
us in this journey to 
achieve our new Vision 
and Mission.

Dr. Jennifer Caspers, Chief of Staff, Bob Carter, Board Chair, and 
Marianne Walker, President and CEO
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The voice of our community

S
trategic plans 
are about trying 
to predict, 
then shape, 

the future. Ours was 
developed to reflect 
the diverse needs of 
our community – the 
people we serve. We 
gathered a lot of data 
about the health and 

well-being of our 
community. Most 
importantly though, we 
reached out to many 
people to learn what is 
most important to them 
regarding their Hospital. 

We heard from 
over 600 people 
including hospital 
staff, volunteers, 

physicians, Board 
members, Guelph 
residents, patients and 
community partners. 
We’d like to extend a 
sincere “Thank You!” 
to those who took the 
time and effort to share 
your thoughts. You 
shared stories with us 
about how the Hospital 
has impacted your lives, 
suggested ideas for 
how we can improve 
and helped to identify 
opportunities for the 
future. We heard many 
good things about who 
we are, what we do and 
how we do it.

The voice of our 
community formed the 
basis of the Strategic 
Planning process for 
Guelph General. What 
we heard is reflected in 
the priorities outlined 
on the following pages. 
This Plan is not just 
words on a page, but 
a living, breathing 
document that will 
shape our daily work 
over the coming three 
years. We have included 
indicators that we will 
track so that we will 
know if our efforts are 
leading to the results 
our community stated it 
wants.

OUR 
MISSION
• To provide 

the highest 

quality 

care and 

experience for 

patients and 

their families

OUR 
VALUES
• Teamwork

• Respect

• Accountability

• Compassion

OUR 
VISION
• Exceptional 

care

• Innovative 

partnerships

• Healthier 

communities
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OUR NEW STRATEGIC DIRECTIONS
Guelph General Hospital will focus on four Strategic Directions 
over the next three years. They are summarized here, and 
elaborated upon over the next eight pages.

1
Provide the 
safest and 

highest 
quality care

2
Support our 
exceptional 

team

3
Create a 

coordinated, 
high quality 

system of 
care with 

our partners

4
Sustain our 

financial 
health

During the engagement 
process, members of the 
community were asked 
to describe the Hospital’s 
strengths. This graphic 
represents the combined 
result. The size of each word 
is directly related to how 
many times it was used in the 
responses.
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1.  Provide the safest and 
highest quality care

Essential to realizing our vision of “Exceptional 
Care • Innovative Partnerships • Healthier 
Communities” is our commitment to strive 

continually to provide the safest and highest quality 
care. Thanks to community feedback, our definition 
of “care” has grown from providing health care to also 
include one’s overall experience at the Hospital. We 
will engage patients, families and caregivers in new 
and different ways to create meaningful changes to 
those we serve.

WE WILL:
• Eliminate preventable harm for our patients
• Improve quality by adopting best practices whenever possible
• Engage patients/families/caregivers as active partners in the care 

team
• Create a positive experience in every interaction with patients and 

families

TO TRACK HOW WE’RE DOING,  
WE WILL MEASURE AND MONITOR:

• Elimination of incidents resulting in preventable harm to patients.
• Improvement  in patient/family/caregiver experience and 

engagement at GGH as measured with specific goals by the 
collection of real-time  patient/family feedback.

Dr. Ray Gaiardo, 
Carla Schwartz RN, 

Jeff Warner, Trish 
McLauglin, RN, 
Dr. Dean Raso 
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It started as the kind of accident that could 
happen to anyone. Jeff Warner (above, centre) 
slipped down the stairs, hurt his back and cut 

his elbow. Over the next few days his arm became 
inflamed and painful so he came to our Emergency 
Department. Within a few short hours he was in 
surgery for suspected flesh-eating disease.

While at the Hospital, Jeff was cared for in a 
number of departments. From the Emergency 
Department to the Operating Room to the Intensive 
Care Unit to a ‘regular’ bed then home. Along the 
way, he says he received fantastic care.

 “The Critical Care Unit physicians and staff were 
incredible—not only for the care they gave me, but 
also for the kindness, support and encouragement 
they offered my family,” says Jeff.  “I owe my life to 
so many — kind, thorough, professional doctors, 
nurses and other caregivers who worked hard to 
save me.”

There are many times, like the example above, 
when we do this really well. Our goal is to make it 
happen every time. 

FROM MINOR CUT TO LIFE-
THREATENING DISEASE
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Last year, a new 
program at 
the Hospital 

eliminated the 
practice of 
inducing healthy 
pregnant women 
into labour before 
they are actually 
overdue. The 

program’s success 
was directly due to 
the strong teamwork 

of doctors, nurses, 
and midwives in the 
Family Birthing Unit. 

FAMILY BIRTHING UNIT: 
HELPING CHANGE THE 
CULTURE OF DELIVERY

May 2014
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Changing the 
culture around this 
practice came down 

to improving 
communica-
tion between 
staff and edu-
cating patients. 
As an example, 
doctors, nurses 
and midwives 
from across 
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2.  Support our  
exceptional team

We asked patients and community residents 
to name the greatest strength of Guelph 
General Hospital. Again and again, they said 

it was the team that cared for them. Many went on 
to give examples of how members of our team went 
above and beyond to make them feel comfortable and 
safe, while delivering excellent patient care. 

We are committed to supporting our exceptional team so that they 
can continue doing what they do best – delivering top notch care for 
our patients, families and caregivers.

Over the past number of years staff have led initiatives with amazing 
results across the Hospital. The common factor has been bringing 
people and teams together from departments across the Hospital and 
unifying them with a common goal. We want to spread this recipe for 
success throughout our Hospital and will be looking for leaders to help 
do this.

WE WILL:
• Build on the strengths of our team to foster a culture of 

collaboration and engagement.
• Enhance the health and well-being of our team.
• Reduce harm for our team. 

TO TRACK HOW WE’RE DOING,  
WE WILL MEASURE AND MONITOR:

• Improvement in staff engagement and collaboration as measured by 
the results of our Healthy Hospital staff survey.

• Reduction in the rate at which of GGH staff get injured on the job.

L–R: Dr. Valerie 
Mueller; Andrea 
Shimens, RN; Shannon 
Maier, Clinical Educator

the Unit meet every 
morning to discuss 
deliveries. This suc-
cessful program may 
be the only one in 
Canada and has been 
presented at a nation-
al conference.
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3.  Create a coordinated, high-quality 
system of care with our partners

Many of the people we spoke with during 
our engagement process highlighted the 
opportunity for us to do better during the 

transition between care providers. 
Some of the themes identified by patients and community members 

included having to repeat their story multiple times, not being sure where 
to go next and lack of communication between providers.

Great things are possible when we unlock the power of partnerships. 
We have seen this with the implementation of our integrated stroke 
program. It now ensures that the patient journey is seamless from 
the time of the first stroke symptom until they are connected with 
rehabilitation and/or speech language resources in the community after 
discharge. This priority is about engaging in partnerships to create the 
same level of integration for other complex patients as we did for stroke.

WE WILL:
• Improve transitions of care for patients and families.
• Actively support health promotion and preventative care services in 

the community. 
• Improve access to services with a focus on chronic conditions and 

mental health and addictions.

TO TRACK HOW WE’RE DOING,  
WE WILL MEASURE AND MONITOR:

• Reduce our readmission rate within 30 days for Chronic Obstructive 
Pulmonary Disease and Congestive Heart Failure (for same or related 
conditions).

• Reduce the length of stay in our Emergency Department for patients 
with mental health issues.

• Lower the number of repeat Emergency Department visits for 
patients with substance abuse issues.
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A t the end of 2013, GGH became home to 
expanded emergency and acute services to 
treat stroke patients. The initiative was part 

of plan to have an integrated system of care across 
Waterloo Wellington that is more responsive to 
patients’ needs, offers the best care supported by 
the latest research and provides consistent care. 

The program has been a big success as a 
valuable part of an overall integrated system 
that also includes telemedicine, rehab beds and 
outpatient services. 

“On Father’s Day, I had the misfortune to suffer 
a stroke — and the good fortune to reside fairly 

close to Guelph General. Inside of five minutes 
at triage, I was surrounded by doctors, nurses 
and a porter,” says stroke survivor Brian Morrison. 
“Although the ER was busy, I was looked after as if 
I were the only patient in the hospital. The stroke 
management team, which even included a video-
link conversation with a neurologist at Hamilton 
General Hospital, was very professional, calming 
and reassuring at all times.

 “I was very, very lucky and received absolutely 
the best round-the-clock care imaginable.” 

‘I ARRIVED AT TRIAGE AND 
INSIDE OF FIVE MINUTES I WAS 
BEING TREATED’
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In early 2014, three departments teamed up 
to look for efficiencies and possible savings 
in how the Hospital manages its wide array 

of surgical supplies. 
In the end, thanks to the hard work of a 

broad cross section that included nurses, 
physicians, materials management staff and 
others at the Hospital, over $900,000 was 

saved last year.
By incorporating teamwork, one of the 

Hospital’s values, substantial cost savings 
were realized while continuing to provide high 
quality surgical services. This initiative, and 
others like it, help us sustain the financial health 
of our Hospital.

$900,000 SAVED IN 
SURGICAL SUPPLIES 
ACROSS THE HOSPITAL
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4.  Sustain our 
financial health

For Guelph General Hospital to 
achieve our vision and mission 
for the community, we need to 

continue building a strong financial 
foundation for the future. This 
means having resources to invest 
in the programs and services our 
community needs. It means being 
able to keep pace with a growing 
population, growing demand for 
services and increasing complexity 
of patients. Building that foundation 
will be a strategic priority for the 
Hospital over the next three years. 

WE WILL:
• Build capacity for capital investment.
• Create value by eliminating waste from our 

system.

TO TRACK HOW WE’RE DOING,  
WE WILL MEASURE AND MONITOR:

• Reducing cost per case while maintaining 
quality of care.

• Increasing revenue generation for capital 
investment.

L–R: Dr. Thomas Morris, Joyce Rolph, Senior 
Director Patient Services, David Levett, 
Interim Clinical Co-ordinator, Jenny Griffin, 
Clinical Director of Perioperative Services, 
Kim Cherrey, OR Clerk, Brad Milton, OR 
Porter Attendant, Dr. Sam Sutherland, Kailyn 
McDougall, OR Porter Attendant, Tina Coogan 
RN, Resource Nurse, Teige McCombs, OR 
Purchasing Assistant.
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OUR 
COMMITMENT
Our Strategic Plan is more 
than just words on a page. 
It’s a pledge to do our best 
to meet the future needs of 
the community we serve. We 
are now working on detailed 
plans to implement these four 
Strategic Directions. 

For each one, 
there will be clearly 
defined objectives 
and timelines. Along 
the way we will be 
measuring our progress 
and reporting back at 
regular intervals to our 
Hospital community 
and the community at 
large. 

However, it takes 
more than plans to 
create the best possible 
health care. It takes 
a community. For 
our plan to succeed, 
Guelph General 
Hospital will rely on 
partnerships with our 
patients, professionals, 
and healthcare 
partners and donors.  
It also means truly 
understanding what 
patients need and want, 

and always looking for 
better ways to meet 
those needs. 

Our 2016-2019 
Strategic Plan is a living 
document that will 
undergo annual reviews 
and updates to make 
sure we are on the 
right path. Ontario’s 
healthcare environment 
is dynamic and we need 
to be dynamic too. 
Our goal is to build on 
the success of Guelph 
General Hospital and 
ensure it continues now 
and into the future.

Dr. Dean Raso and  
Liz Lima, RN with 

patient

Strengthening   supports that help us succeed

T
his is an 
ambitious 
plan we have 
set out for 

ourselves. To achieve it, 
we need to make sure 
we’re using our key 
resources to their full 
potential. We must also 
see that our efforts are 
coordinated towards 

a common goal. We 
have identified three key 
enablers that will help us 
implement our Strategic 
Directions. Over the next 
three years, we will be 
focusing on: 
• Community 

engagement – both 
supports that help us 
succeed within the 



Strengthening   supports that help us succeed
Hospital and with our 
broader community

• Long-range planning 
and physical space 

• Information 
management 
and eHealth. As 
an example, with 
respect to long-range 
planning and physical 
space, we know the 

population of Guelph 
and Wellington 
County is expected to 
grow from 230,000 
in 2016 to 271,000 by 
the year 2031. 
Currently, the Hospital 

delivers our core 
services within a mix of 
new and older facility 
infrastructure. Given the 

growth in programs and 
services and the aging of 
some of the facilities on 
site, we need to ensure 
we have a defendable 
and affordable short, 
medium and long term 
redevelopment strategy 
for the site. The process 
is Master Planning and 
it’s currently underway. 

It will be an important 
part of helping us reach 
the goals in this Strategic 
Plan, and the ones to 
follow. 
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