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History of the Patient Ombudsman
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2010 2014 December 2015 Spring 2016 July 2016 September 2016

Excellent Care Bill 8, the Public Christine Elliott Consultations The Patient More than 600
for All Act Sectorand MPP  appointed across Ontario Ombudsman’s complaints

Accountability as first Patient office opens received
and Ombudsman
Transparency

Act amends the
Excellent Care
for All Act to
create the role
of the Patient
Ombudsman



Listening to Ontarians’ needs

Sioux Lookout

4 in-person sessions; over 600 respondents
to online survey

Diverse ages, abilities and backgrounds

Many identified as patients, healthcare
professionals, caregivers, patient/family advocates
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A Conduit for the Patient Voice

Ontarians expect the Patient Ombudsman to bring
the patient voice to the attention of policy and

decision-makers.

Health sector
organizations

eTraditional health care
colour
eCredible

e Trustworthy

Aspirational Role of
Patient Ombudsman

e\ibrant

e Action-Oriented

eFresh —a new
perspective

e Cautiously optimistic

eSpotlight on the issues

e Full of hope for
positive change



Who we oversee
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When a complaint is made that
is within our office’s jurisdiction and all
appeals with the health sector

organization have been exhausted, what
happens next?




We influence Out of investigations, we

H RO can make recommendations
ReSOIVI ng el Change highlighting issues so they
° don’t keep happening
ComplalntS, again and again

fairly
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We share our First, we make
decision sure you’ve come
to the right place

You
provide your
complaint
in writing

We may
6 conduct an
investigation

Every experience
matters

We listen to all sides
and try to resolve We review your
your complaint complaint
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We also look at Every experience can help

trends and patterns US find ways to tackle
systemwide issues, which

will lead to better care
for everyone



Communication

How to be inclusive and achieve
meaningful dialogue with
patients?




Coordination

How can we work together to
bridge gaps in health care?




Access to Care

Where are the gateways?
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Patient
Ombudsman

Every
experience
matters
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