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Thank You to Our Communities  
Southlake Health extends its sincere thanks to the patients, families, caregivers, sta9, 
medical sta9, volunteers, learners, system partners, Patient Experience Partners, and 
community members who contributed to this important work.  

Over the past several months, you generously shared your experiences, perspectives, and 
ideas to help shape what care should feel like at Southlake. This report reflects what we 
heard through that engagement and, more importantly, shows how your voices have 
directly informed the refreshed Patient, Family and Caregiver Declaration of Values and the 
development of a new Service Charter.   

Your input has been instrumental in guiding this work, and we are deeply grateful for 
your time, trust, and partnership.  

 

 

 

 

 

 

 

 

 



 

Executive Overview   
 In May 2025, Southlake Health launched a multi-phase consultation to engage patients, 
families, sta9, medical sta9, volunteers, learners, patient experience 
partners, system partners, and community members in refreshing Southlake’s 
Patient Declaration of Values.  

Building on the strong foundation of the existing Declaration, and informed by feedback 
gathered through surveys, focus groups, and patient rounding, it was clear that 
expectations of the healthcare experience continue to evolve. Patients and families are 
seeking stronger partnerships in care, improved communication, enhanced cultural safety, 
and more equitable access to services.  

Southlake remains committed to ensuring the renewed Declaration authentically reflects 
the diverse perspectives and experiences shared throughout the engagement 
process. Southlake also recognizes that families and caregivers are essential partners 
whose involvement directly supports patient safety and improved clinical outcomes.   

Building on this commitment, the engagement-driven review led to the development of 
the Patient, Family, and Caregiver Declaration of Values, which formally integrates the vital 
role of the support network throughout the care journey.   

The Declaration of Values is guided by four core values that emerged consistently from the 
consultation process:   

• Connection and Understanding   
• Respect for Who We Are   
• Partnership   
• High-Quality Care  

 Supported by a new, complementary Service Charter, these documents provide a clear 
and cohesive framework for what patients and their families can expect from Southlake. By 
refreshing these guiding principles, the organization reinforces its commitment to 
delivering compassionate, inclusive, and people-centered care.  

 

 

 



 

Background  
With the introduction of the Excellent Care for All Act (ECFAA) in 2010, all Ontario hospitals 
were mandated to engage in public consultation and develop a Patient Declaration of 
Values. Southlake Health has upheld this requirement through multiple iterations of its 
Declaration, with the most recent version developed in 2019.  

 To ensure they remain relevant and aligned with evolving community needs and best 
practices in patient- and family-centred care, Patient Declarations of Values are typically 
reviewed and refreshed approximately every five years.  

This work reflects a continuation of that commitment, building on the 2019 Declaration as 
the current foundation. It is not new work, but a purposeful refresh informed by ongoing 
engagement with patients, families, caregivers, sta9, and the broader community.  

Through this refresh, Southlake is rea9irming its commitment to ensuring that what 
matters most to patients and families continues to guide the care experience across the 
organization.  

Consultation Approach & Process  
The refresh of the Declaration of Values began in May 2025 and was grounded in the 
International Association for Public Participation (IAP2) framework and principles of 
engagement, ensuring a meaningful, inclusive, and structured approach to consultation.  

The process was designed to capture a wide range of perspectives and experiences, 
ensuring that the renewed Declaration of Values authentically reflects the voices of those it 
serves. This approach ensured that the voices of those we serve were not only 
heard but also actively shaped the direction and outcomes of the work.  

The work was co-led by Patient Experience Partners MaryLou Morra, Sam Pezzullo, and 
Pina Viscomi, who served as executive co-sponsors of the initiative. In partnership with the 
Patient Experience O9ice, they played a central role in guiding the engagement strategy, 
reviewing feedback from consultations, and participating in collaborative drafting sessions. 
The approach combines direct engagement with analysis of existing patient experience 
data to provide a comprehensive understanding of patient, family, and caregiver priorities.  

 

 

 



 

By collaborating with patients, families, caregivers, system partners, local cultural 
communities, medical sta9, volunteers, and sta9 members, each unique perspective 
helped shape the renewed Declaration of Values. This approach ensured that every voice 
was heard, considered, and valued, creating a framework that genuinely reflects the needs 
and priorities of our communities.  

The consultation approach included multiple methods to reach diverse participants and 
gather meaningful insights:  

 

• Conducted more than 100 direct 
patient interviews and bedside 
conversations  

• Gathered more than 250 responses 
from community partners, patients, 
and caregivers through an online 
survey  

• Reviewed over 2,000 pieces of Patient 
Relations feedback  

• Analyzed more than 1,000 responses 
from Southlake’s patient experience 
surveys  

• Reviewed provincial, national, and 
global patient-centred care 
frameworks and standards  

• Hosted more than 40 consultation 
sessions involving over 300 sta9 mem
bers, volunteers, physicians, and co-
op students  

• Collected over 200 validation 
responses to refine and confirm the 
final Declaration of Values 

 

 



 

Consultation Findings   
Through our consultation, several key themes emerged. Participants consistently 
highlighted the importance of inclusion, particularly the meaningful involvement of 
caregivers as essential partners in care.  

There was a strong emphasis on viewing healthcare more holistically, recognizing the 
interconnected roles of patients, families, caregivers, and care teams in shaping the overall 
experience. This reinforced the need to move beyond a patient-only lens toward a more 
integrated and partnership-driven approach.  

As a result of these insights, the work evolved from a Patient Declaration of Values to a 
Patient, Family, and Caregiver Declaration of Values, reflecting a more inclusive, 
comprehensive, and people-centred framework that better represents the realities of care 
today.  

Through the consultation process, four core values emerged that reflect the voices, 
experiences, and priorities shared by patients, families, caregivers, sta9, and community 
partners.  

Connection and Understanding   
 Through our consultation, we heard that for Southlake patients and families, connection 
and understanding are foundational to a positive care experience. Feedback highlighted 
that compassionate relationships rooted in listening, empathy, and respect are essential to 
fostering trust, safety, and confidence in care.  

The following value statements were developed to reflect what participants identified as 
most important:  

• We feel a genuine human connection, where time is taken to actively listen and 
understand us as individuals.  

• Our questions and concerns are taken seriously and addressed.  
• Family members and caregivers we choose to include in our care are recognized 

and respected for their knowledge, support, and important role.  

 Consultation findings highlighted connection as the foundation of a positive care 
experience. Patients and families consistently spoke about the importance of 
feeling understood and experiencing care grounded in empathy, presence, 
and connection.  



 

Participants also emphasized the importance of open, responsive communication and 
noted that their voices should be acknowledged, their concerns addressed thoughtfully, 
and their input treated as an essential part of care planning and decision-making.   

In addition, feedback strongly reinforced the role of family members and caregivers as 
trusted partners in care. Patients expressed that those they choose to involve should be 
welcomed, informed, and included in ways that recognize their unique knowledge and 
support. Collectively, these insights informed the development of the Connection and 
Understanding value and its accompanying statements.   

  

Respect for Who We Are  
Respect for each person is fundamental to feeling safe, valued, and supported in care. 
Consultation feedback highlighted that care should recognize individuals’ identities, 
backgrounds, and lived experiences. Feedback indicated that respectful 
care acknowledges the whole person and fosters an environment where people 
feel accepted, supported, and treated with dignity.  

The value statements below are informed by input shared in the consultation feedback:  

• My personal, cultural, spiritual, diverse, and accessibility needs are valued and 
considered when delivering safe, high-quality care.  

• We are respected and supported at every step of the care journey.  

Consultation findings emphasized the importance of culturally safe, inclusive, 
and equitable care. Respondents consistently expressed that their beliefs, traditions, 
identities, and accessibility needs should be acknowledged and thoughtfully integrated 
into care planning and delivery.   

Respect was also identified as a core principle that should be reflected in both everyday 
interactions and organizational practices. Welcoming, inclusive environments and 
thoughtful consideration of individual needs were seen as contributing to a greater sense of 
comfort and belonging. Recognition of patients’ identity throughout the care journey was 
viewed as supporting continuity, psychological safety, and confidence in the overall care 
experience.  

  

 



 

Partnership   
Partnership is fundamental to feeling supported, informed, and confident in care. 
Consultation feedback highlighted that patients and families want to be involved as active 
participants, working collaboratively with care teams to make decisions that a9ect 
them. Participants described partnership as a relationship built on mutual trust, open 
communication, and shared understanding.  

The value statements below were shaped by the perspectives and priorities shared by 
participants in the consultation phase.  

• We are active partners in our care and are involved in decisions that a9ect us.  
• We receive clear and open communication.   

Feedback emphasized the importance of open, transparent communication. Being well-
informed helps patients and families feel prepared, supported, 
and empowered to participate in their care. A care environment where questions are 
encouraged, concerns are taken seriously, and individuals are given the time and space to 
share their perspectives helps create a stronger sense of 
collaboration. Participants highlighted that care decisions are most meaningful when 
perspectives are considered, and information is shared clearly and understandably.  

Partnership was also described as extending beyond individual 
interactions to include coordination across the entire care journey. Being involved in 
conversations about their care and treatment contributes to a sense of collaboration and 
shared responsibility. Including family members or caregivers when appropriate 
further strengthens this collaboration and ensures that those who support the patient are 
recognized and informed.   

  

 High-quality Care  
Respondents highlighted the importance of receiving care that is safe, reliable, and well-
coordinated. Consultation feedback emphasized that care should prioritize safety and 
well-being, protect privacy, and ensure seamless collaboration across health care 
teams. Common themes raised during engagement sessions included accountability, 
professionalism, and responsiveness to individual needs when providing care.   

The value statements below capture the priorities shared by participants during 
consultation:  

 



 

• I receive high-quality care that prioritizes our safety and well-being.  
• My privacy and personal health information is respected and kept confidential.  
• My care is coordinated across health care professionals for consistent, connected, 

and seamless care.  

The importance of safety and reliability in care delivery was consistently raised during 
consultations. Patients and families indicated that care delivered in accordance 
with established safety standards and best practices provides reassurance and reinforces 
their sense of security. Respect for privacy and confidentiality was highlighted as a key 
aspect of feeling safe and valued, particularly regarding personal and sensitive health 
information.  

Care coordination was also identified as a critical component of high-quality 
care. Respondents noted that e9ective collaboration and communication among care 
teams enhance continuity of care and contributes to a more seamless and positive patient 
experience.  

Service Charter  
Throughout the consultation process, participants expressed strong 
support for establishing a shared set of expectations that clearly outlines how patients, 
families, caregivers, and care teams work together to create a positive care experience. The 
charter reflects what matters most to people who come to Southlake for care and the 
principles that guide how we work together to deliver leading edge care, close to home.   

Consultation feedback highlighted the importance of respectful interactions and kindness 
in all aspects of care. Participants shared that feeling treated with dignity and courtesy 
contributes to a sense of trust, safety, and comfort while receiving care. They also 
recognized that maintaining a respectful environment is a shared responsibility among 
patients, families, sta9, medical sta9, learners, and volunteers.  

Another key theme raised during consultations was the need for open and e9ective 
communication. Participants called for clear explanations of diagnoses, treatment options, 
and care plans that are delivered in a compassionate and accessible manner. They also 
noted the value of healthcare providers introducing themselves, explaining their roles, and 
taking time to listen to patients as individuals. These insights informed the Charter’s 
commitments to transparency, clear communication, and attentive listening.  

 



 

Participants also emphasized the importance of partnership in care. Many noted the need 
to be actively involved in decisions about their health and to share information that may 
influence their care, including personal, cultural, spiritual, and accessibility needs. They 
also emphasized the value of identifying family members or caregivers they wish to include 
in their care and ensuring those individuals are recognized as partners in the care 
experience.  

Consultation feedback reinforced the importance of safety, privacy, and accountability 
within the care environment. Participants noted that clear guidance on privacy and safety 
practices helps build trust and support a respectful and safe care environment. They also 
acknowledged the expertise of the healthcare team and the realities of delivering care in a 
dynamic and complex setting.  

Conclusion and Next Steps  
The consultation process provided valuable insight into what matters most to patients, 
families, caregivers, sta9, medical sta9, learners, volunteers, Patient Experience Partners, 
and members of the Southlake community as the organization refreshed its guiding 
principles for the care experience. Through surveys, interviews, focus groups, patient 
rounding, and collaborative co-design sessions, participants shared perspectives that 
reflect the evolving expectations of healthcare and the growing importance of partnership, 
communication, and inclusivity in care.  

Building on these insights, the Patient Relations team will work to establish a phased 
action plan aligned to each value, with a focus on tracking 
progress, identifying opportunities for improvement, and supporting meaningful change 
across the organization. This will include developing measures 
and processes to monitor how the values are integrated into practice over time.  

At the same time, this work does not mark a starting point, but a continuation of ongoing 
e9orts across Southlake. Teams will continue to embed these values into daily practice, 
ensuring they remain visible, actionable, and reflective of the care experience we strive to 
deliver.  
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The Patient, Family and Caregiver Declaration of Values would not have been possible 
without the extraordinary leadership, partnership, and dedication of our three Patient 
Experience Partners – MaryLou Morra, Sam Pezzullo, and Pina Viscomi. As equal partners 
in this co-design process, they generously shared their lived experiences, challenged our 
thinking, and ensured that every discussion remained grounded in what matters most to 
patients, families, caregivers, and our community. Their countless volunteer hours, 
unwavering commitment, and willingness to engage in meaningful conversations helped 
shape a Declaration and Service Charter that truly reflects the voices of those we serve. 
This work stands as a testament to the power of authentic partnership and demonstrates 
what is possible when patients and families are engaged not as advisors, but as equal 
leaders in creating a more person-centred healthcare system. 


