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About  
At Brockville General Hospital (BGH), we believe in achieving excellence together. We are driven by the 
needs of our community and we collaborate with our patients, their families and our partners to deliver the 
best healthcare experience. 

We provide a wide variety of services from Emergency to Surgical Services, Acute Inpatient, Rehabilitation, 
Complex Continuing Care and several Outpatient and Community Programs. Our Mental Health Program 
includes Acute Inpatient, Outpatient, crisis support and several community services. BGH currently operates 
on four sites: Charles Street, Garden Street, Front Avenue and Strowger Boulevard.  Through our Phase 2 
Redevelopment Project, BGH will consolidate the services offered at our Garden Street site to the main 
campus. Following the project completion, in 2020, BGH will expand by 22 new beds.  

BGH is a growing community hospital, located in Brockville, Ontario, on the banks of the St. Lawrence River. 
We are centrally located between Montreal, Ottawa, Toronto and New York State, within the beautiful 
Thousand Islands region of Ontario.  We care for the over 100,000 residents within Leeds Grenville and South 
Lanark.  

For recruitment use: 

Grow with us! Through our Redevelopment Project, BGH will be consolidating all our inpatient programs 
under one roof and increasing our services to meet the future needs of our community. If you are passionate 
about delivering the best healthcare experience, visit our careers section on our website.   

To learn more about BGH visit www.brockvillegeneralhospital.ca and follow us on Facebook, Twitter and 
LinkedIn.  

https://www.brockvillegeneralhospital.ca/en/careers/careers.aspx
http://www.brockvillegeneralhospital.ca/
http://www.facebook.com/brockvillegeneralhospital
http://www.facebook.com/brockvillegeneralhospital
https://ca.linkedin.com/company/brockville-general-hospital
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Executive Summary  
BGH, like all Ontario hospitals, is undergoing significant change both locally and within the health 
system. 

Provincially, BGH is working with system partners to support the Ministry of Health’s (in conjunction 
with the new Ministry of Long-Term Care) goals of building a connected health care system to 
improve the patient and caregiver experience and strengthen local services. We will continue to put 
our patient needs first and work with our partners to build an Ontario Health Team.  

Our community, through the Brockville and District Hospital Foundation, is committed to our success 
and future. Their financial support of our new 93-bed patient tower will enable our hospital to grow 
by an additional 22 beds (beginning in 2020) and enable us to deliver all inpatient services on one site.  
We will continue to look for their support as we address aging equipment and infrastructure needs.  

As we look to the future, we need to continue to build upon the successes from the past year to keep 
pace with the needs of our community and partners. Like all hospitals in Ontario, we must remain 
focused on how we manage our resources while committing to delivering the best healthcare 
experience.   

Our people are the heart and strength of our hospital. We are committed to investing in them, so they 
can be the best at what we do.   

This corporate communications plan (the “Plan”) takes aim at supporting BGH during a time of 
significant transformation. This Plan identifies the issues we face today, and into the foreseeable 
future, and suggests communications strategies to support our stakeholders to successfully navigate 
these changes.   

Our Reach 
• $88 Million operating budget 
• Over 29,000 emergency visits  
• Over 10,000 surgical cases 
• Over 95,000 diagnostic imaging and 

ambulatory care visits 
• 138 patient beds 
• Additional 22 beds, starting in 2020 
• 250 active professional staff 

credentialed  
• Over 850 staff 

 

Our Impact 
• Ministry of Health committed up to $159 

million towards our Phase 2 Redevelopment 
Project and a $20 million local share (Brockville 
and District Hospital Foundation and our 
community) 

• Brockville and District Hospital Foundation 
committed over $2.8 million towards BGH 
programs and equipment.  

• Brockville General Volunteer Association 
donated $100,000 and dedicated over 28,000 
volunteer hours.  

Based on 2018/19 data 
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Multi-Year Strategic Plan  
Mission  
Driven by the needs of our community, we collaborate with our 
patients, their families and our partners to deliver the best 
healthcare experience.  

 

Values 
We believe… 

• Together, we are accountable to deliver excellent 
healthcare. 

• Everyone deserves compassion and respect. 
• Professionalism matters: be proud and be actively present. 
• Teamwork is key to our success. 

When each of us live these values, we fulfill our mission with integrity and move closer to achieving 
our vision.  

 

Vision 
Achieving excellence together.  

 

Domains and Strategic Directions 
Domain: Healthcare Experience 
(Customer perspective: population health, access, service delivery, utilization, patient 
outcomes/satisfaction, quality and safety) 

Strategic Directions 
Safe, trusted and quality healthcare; where and when patients need it.   
Objectives 
1. Enhance our patient and family centered culture 
We will continue to improve the experience for our patients and their families across the hospital. We 
will regard them as in control of their health care decisions, deserving of respect, compassion and 
quality care provided in a timely fashion. Our physical layout will better meet the needs of our 
patients. Moving through different care areas of the hospital will feel seamless. We will treat family 
members as an integral part of the care team. We will make the best use of all our clinical support 
resources (i.e. volunteers, spiritual care, and allied health) to enhance the experience of our patients 
and families. 

2. Improve access to care 
Patients and families will have increased and equitable access to hospital services. New or enhanced 
services, programs and clinics will be available at BGH to meet the needs of our community. We will 
look for innovative ways to collaborate with our partners and seek out resources our community 

Transforming healthcare 
 
In early 2019, BGH introduced a 
new multi-year strategic plan. 
This comes at the early stages of 
Ontario’s healthcare system 
transformation. As a community 
leader, we continue to review 
emerging external partnerships 
to deliver the best healthcare 
experience to our patients and 
their families.  
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needs. This will enable us to improve outcomes for our patients and focus our energy on delivering 
the best care. 

3. Ensure safe and effective hospital transitions 
Patients and their family members will be active participants in all aspects of their care. They will have 
a clear understanding of the reason they are here, the care they can expect at the next transition 
point, and their readiness to leave the hospital as well as the steps needed to maintain their health at 
home. This will also be clearly understood by their primary care providers, long-term care home or 
home and community care providers. 

4. Implement evidence based practices 
Patients will benefit with consistent quality care and improved outcomes. We will prioritize practices 
that will help us meet the needs of our community: aging population, chronic illnesses like chronic 
obstructive pulmonary disease (COPD), Dementia, appropriate diagnostic tests, and our core 
community hospital programs.  

 

Domain: Partnerships 
(Growth and development perspective: community partnerships, regional partnerships, 
foundation campaigns)  

Strategic Direction 
Leverage partnerships to meet the needs of our community. 
Objectives 
5. Embrace opportunities to better integrate care 
Across the healthcare system, patients and families will experience seamless care. Patient transitions 
will be more effective and easier to navigate. Patients will receive care from the most appropriate 
provider, which will improve outcomes and relieve pressure on the system. We will collaborate with 
our healthcare partners (long-term care, home and community care, primary care, mental health and 
other hospitals) to clarify responsibilities and accountabilities, reduce duplication and wait times, and 
create capacity in the system. 

6. Develop relationships with purpose 
We will build on the strength of our reputation so we can advocate for the right resources for our 
Hospital and community. We will foster meaningful relationships with our health system partners, 
funders, and leaders. Our community will better understand and support our vision for how we 
contribute to a healthy community. We will create synergies with our healthcare partners. We will 
equip our Foundation with holistic stories and information as tools to promote our greatest needs and 
campaign on our behalf. Our volunteers will be part of our culture of care, resulting in a symbiotic 
relationship that enables our community to be part of our healthcare delivery. 

7. Honour our role in sustaining a healthy community 
We will continue to strengthen relationships with our municipalities, police services, and other non-
healthcare partners. We will work collaboratively to support improving the social determinants of 
health and promote a healthy community.  
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Domain: Team Well-being 
(Staff engagement and well-being, people and internal process perspective: staff and 
physician culture/engagement, organizational development (capacity and structure), workflow 
systems, volunteer/foundation engagement)  

Strategic Direction 
Invest in our people to be the best at what we do. 
Objectives 
8. Ensure a safe, healthy, positive, and professional workplace 
We will focus on our team’s well-being and create an environment where we will feel safe and secure. 
We will understand each other’s work and feel recognized and appreciated. We will work as a team to 
live our mission and values. Our team members will consistently recommend working, practicing 
medicine, volunteering, teaching and learning at BGH to their friends and colleagues. We will be 
passionate and proud that we are providing the very best care to our community, whom we know to 
be our friends and families. 

9. Ensure teams maintain education in best practices 
We will all have confidence in our own and our team members’ skills and competence. We will feel 
supported by our leadership team. We will have a practice environment that brings out our full 
potential. We will look for opportunities to partner to efficiently and effectively offer continuous 
learning opportunities. 

10. Develop and implement a strategic human resources plan 
All areas of the hospital will be appropriately resourced and we won’t feel overwhelmed by work. 
Human resources needs will be identified and key positions will have succession plans. We will begin 
by resourcing the hospital to successfully achieve the strategic plan and to operationalize the new 
tower. We will leverage existing partnerships and build new ones with educational institutions to 
improve access to skilled a labour pool. In partnership with our Volunteers we will develop 
mechanisms to consider suitable volunteer roles in appropriate departments.  

 

Domain: Resource Sustainability and Growth 
(Financial and infrastructure (capital and IT) perspective: financial performance, effective 
resource use, infrastructure renewal) 

Strategic Direction 
Delivery of safe, quality care through smart resource use. 
Objectives 
11. Develop and implement robust infrastructure and equipment renewal plans 
We will a develop 5-year plans that addresses-medical equipment and capital infrastructure needs. 
There will be a process established (developed and implemented) to renew these plans annually. 
These plans will address preventative maintenance, renewal, and establish priorities that balance risk, 
and safety with financial viability. The Hospital will have an up to date Master Program and Master 
Plan that articulates future programs/service planning and the related future physical (buildings) 
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infrastructure planning. Moreover, there will be a plan to allocate space in a manner that prioritizes 
safe, efficient and effective workflows and improves our patients’ experience. We will be able to 
communicate these plans to our Foundation, Volunteer Association and other funders so that we can 
take advantage of opportunities as expediently as possible. 

12. Improve information systems to support decision-making and patient care 
We will have better clinical, financial, human resources and other information systems that support 
planning and real-time decision-making. We will have created an environment to implement 
information technology that supports our clinical professionals to provide safe, quality care, while 
ensuring appropriate workload. We will be in a position to implement information systems that wrap 
around our patients in collaboration with other system partners who are part of their care team. 

13. Complete the Redevelopment Project and maximize Post Construction Operating 
Plan Funding 
We will successfully occupy the new tower. Our staff will share that they feel confident to provide 
safe, quality care in the new space. Our post construction-operating plan will be fully implemented 
and maximized. All of our new patient beds will be operational. The Hospital will have taken 
advantage of retail opportunities afforded by combining sites. These opportunities will generate 
revenue, improve staff morale and patient satisfaction. 

 

Situational Analysis 
This situation analysis is an assessment of the current environment in which the Plan will be 
implemented. These factors influence the strategies and key messages that will be recommended 
later in the planning process. 

 

Key factors  
Ontario’s Health Care Transformation  

On February 26, 2019, the Government of Ontario introduced Bill 74: The People’s Health Care Act, 
2019. Bill 74 includes the most significant structural reforms for Ontario’s healthcare sector in recent 
memory. One of the proposed changes is a provision for health services providers and other 
organizations to work in integrated care delivery systems known as “Ontario Health Teams”.  

Leveraging and building on our local and regional partnerships, BGH is well positioned to embrace this 
transformation.  

Aging Infrastructure and Equipment 

Infrastructure 

As part of the Provincial Supervisors’ Final Report1, he reported “significant infrastructure issues in 
both the facility and technology”, that were important for quality, safety and patient engagement. 

                                                      
 
 
1 Supervisor’s Final Report Regarding Brockville General Hospital, Kevin Empey, April 26, 2018. 

http://www.health.gov.on.ca/en/common/ministry/publications/reports/brockville/BGH_report.pdf
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Areas of opportunity included our Medical/Surgical Program units (1 East and 2 East) and Information 
Technology gaps including poor clinical systems and financial systems. 

Phase 2 Redevelopment Project 

BGH’s Phase 2 Redevelopment Project has patient occupancy anticipated in 2020.  The completed 
project will see the construction of a five-storey addition of approximately 175,000 square feet and 
approximately 20,000 square feet of renovations. The new addition will accommodate: 

• 29 Mental Health beds in the Acute Mental Health and Addictions Program  
• 32 Complex Continuing Care and Palliative Care beds  
• 32 Rehabilitation and Restorative Care beds  
• The changes result in a net increase from 71 to 93 beds; an expansion of 22 beds 
• Relocation of support facilities 
• Refresh of cafeteria facilities 

This project has garnered tremendous community support (~10% funded locally). In fall 2019, the 
Brockville and District Hospital Foundation announced that they surpassed this goal, raising 
$20,605,000 locally.  

Aging Equipment  

Our people are the heart and strength of our hospital, and we are committed to investing in them so 
they can be the best at what we do. This includes giving them the best tools to do their jobs. Our 
strengths, weaknesses, opportunities and threats (SWOT) analysis revealed that infrastructure, 
equipment and technology are key areas for improvement.  In fact, in an engagement survey 
conducted in March 2019, our caregivers told us: 

• 38% of our staff say they do not have the materials, supplies and equipment they need to 
do their work, and 

• 47% of our physicians say they do not have access to the facilities, equipment, and other 
resources required to meet patients’ needs. 

A lack of capital investment has resulted in BGH having many areas where equipment has exceeded its 
recommended useful life.  We have experienced situations where we have to deal with and respond 
to emergency failures, which ultimately affects our delivery of patient care.  Our projections show that 
over the next five years, we will need a minimum of $15 million to continue to deliver the care and 
services that our community trusts and expects.   

Medium Sized Hospital - Funding 

For a number of years, medium-sized hospitals received lower funding compared to other Ontario 
hospitals. Over time, this has significantly eroded our financial health and affected the ability to 
provide core services to our communities. Despite these steep budgetary challenges, BGH, like many 
other medium-sized hospitals, has worked to support the government’s fiscal goals by becoming 
highly efficient. Recent data shows that 11 medium-sized hospitals are among the top 20 most 
efficient patient-based funded hospitals in Ontario. This includes BGH.  

Adding to the financial pressure is that many medium-sized hospitals have poor working capital, which 
is the cumulative effect of long-standing underfunding; only 20% have positive working capital. This 
means BGH carries large debts which makes it difficult to plan on a long term basis and invest in areas 



 
 

Corporate Communications Plan  Page 10 
 

such as new equipment, patient safety measures and information technology – all of which benefit 
patients.  

Additionally, compared to larger community hospitals, we often struggle to generate revenues 
internally (e.g., retail space, etc.) and capacity for local fundraising is limited given the smaller 
population base.  

Regional Hospital Information System (Digital Health) 

A regional Hospital Information System (HIS) is a shared record or system that will enable regionalized 
care across all of the hospitals within the South East region.  A single, regional electronic system for all 
hospitals within a geographic region will be used to deliver consistent and standardized approaches to 
care across all hospitals. A regional HIS does not currently exist within the southeastern Ontario 
region. Each hospital site within the former South East Local Health Integration Network (LHIN) has its 
own Hospital Information System. Patient information is currently shared between providers and 
locations in a variety of ways, such as scanning, emailing, faxing and telephoning because the existing 
systems do not integrate, which can result in uncoordinated experiences for patients. This 
collaboration includes 6 hospital corporations with 11 hospital sites, including BGH.  

Other factors  
Health Population 

The health population of Leeds Grenville is dynamic. We are older and often sicker than other areas in 
Ontario. Many of us live with arthritis, high blood pressure, greater life stress and/or a higher than 
average body mass index. We also drink and smoke more than the average Ontarian. With our 
population aging and living longer, studies have indicated that 50 percent of our healthcare costs are 
typically incurred after the age of 65. All of this has a dramatic impact on our hospital, and the larger 
healthcare system. Over the past two years, reports have shown an increase of patient volumes 
(surge) is an increasingly common concern across Ontario hospitals, including BGH. During winter 
2018-19, many Ontario hospitals were in the news detailing overcapacity of over 100 percent. These 
increased volumes not only put a strain on hospital resources (staff, funding), but impact the patient 
experience. 

Physician Recruitment and Retention  

Over the past years, BGH has faced retention and recruitment challenges, most recently for 
Hospitalists, Anesthesiologists, Obstetricians/Gynecologists, Pediatricians and Psychiatrists. This is in 
part due to a national shortage (Anesthesiologists, Pediatricians), while competing with larger 
organizations/communities. Other factors include a challenged workplace culture. Although the 
relationships between hospital leadership and medical staff are improving we continue to be 
challenged by organizational capacity and structure, cumbersome workflow systems and aging 
infrastructure. Healthcare, like other industries, is challenged by the expectations of new graduates 
and millennials seeking better work-life balances. BGH has developed a Professional Staffing Human 
Resources Plan to guide this process, but it is still in its infancy. As a result of this instability, BGH has 
relied on many locum staff to support the continued safe operations of the organization.  

Increased Patient Volumes (Hallway Medicine) 

Over the past two years, reports have shown an increase of patient volumes (surge) is an increasingly 
common concern across Ontario hospitals. During winter 2017/18, many media reports highlighted 
Ontario hospitals were in over 100% capacity. In October 2019, BGH reported 140% capacity in the 
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Medical-Surgical Program. These increased volumes not only put a strain on hospital resources (staff, 
funding), but impact the patient experience.  

Culture and Change 

Our staff and physicians work incredibly hard to support the clinical and business needs of our 
organization. Looking to the future, as we embrace change and transition, we may ask them to take 
on more responsibilities or be a part of transforming practices and processes.  

BGH has shown considerable cultural improvements over the past years. Recent results of the 2019 
WorkLife Pulse Survey showed that the majority of staff and physicians rated BGH as a positive place 
to work or practice. Staff responses in April 2018 sat at 61%; in April 2019, results increased to 77%. 
For medical staff, the April 2018 report showed 43%of medical staff were satisfied with BGH as a place 
to practices. In April 2019, these responses jumped to 80%. 

Supporting internal stakeholders who are faced with information overload and/or change fatigue will 
be key to the organization’s future successes. Efforts to make communicating changes personalized 
and palpable is the key to being memorable. Communicating changes should lead with the “why”, or 
the emotional connection of the individual.  

Stakeholders 
As a community hospital, our reach extends across Leeds, Grenville and South Lanark. We collaborate 
with local, regional and provincial partners.  

BGH is the second largest employer in Leeds Grenville.2 

                                                      
 
 
2 Economic Development, United Counties of Leeds Grenville, July 30, 2019. 

https://invest.leedsgrenville.com/en/business-profile/major-employers.aspx
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Stakeholder 
Group 

Expectations/Nature of 
Relationship 

Assessment of Relationship 

Patients/Clients 
(Patient and 
Family Advisory 
Council) 

Quality services, patient 
safety, patient and family 
centered care and best 
practices. 

• Continually improving. 
• Patient engagement, safety and quality are 

monitored regularly at the Quality and Safety 
Committee.   

• We have established Patient and Family 
Advisory Council are building to further 
integrate these advisors into our work.  

Community  Efficient utilization of 
resources, clear 
communication, transparent 
processes, advocacy, and 
expectation of management. 

• Continually improving.  
• Staff monitor our relationship with our 

community through a variety of 
communications mediums.   

• Established in 2014, our Facebook page has 
grown to over 2,350 followers. To support 
change management associated with our 
Redevelopment Project, story-telling has made 
a significant impact with stories about our staff 
and doctors. Twitter and LinkedIn are also 
performing well.  

• 2017 was a year of transformation across all 
mediums, with an emphasis on rebuilding 
public trust. We have seen an increasingly 
positive tone from external media outlets. 

• Our refreshed website (launched in May 2018), 
has enabled BGH to share information and 
engage with users more readily.   

Local 
Municipalities 

While there is not a direct 
relationship to the 
corporation, having a positive 
relationship with local 
municipalities, results in 
general support of our 
community.  They can also be 
considered a donor in relation 
to the Capital project.  

• We have been successful in keeping the local 
municipalities informed regarding issues where 
they have an interest.  

• The Under One Roof fundraising campaign in 
support of our Redevelopment Project has 
successfully engaged local municipalities. 
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Government 
(South East 
LHIN/Ontario 
Health, Ministry 
of Health) 

Compliance with applicable 
legislation, regulation and 
policies. 

• The Ministry has been supportive of BGH 
through the appointing a Supervisor (October 
2016 to March 2018).  

• The Ministry has been supportive of our capital 
redevelopment project. 

• We report compliance with legislation through 
the SE LHIN/Ontario Health. 

• BGH’s CEO has applied to be a member of a 
sub-committee that will look at the funding 
formula.  

• Our CEO has successfully collaborated with the 
Ministry, the Ontario Hospital Association and 
peer hospitals, to advocate for medium size 
hospitals.  

 

MPP  Influence within government 
and the community. The MPP 
can be an advocate for the 
corporation to best serve the 
community.   

• BGH has a healthy relationship our MPP 
• BGH holds regular meetings/communication 

with the MPP and his office.   

Ontario 
Health/Local 
Health 
Integration 
Network (LHIN) 

Performance oversight, 
participation in LHIN-led 
initiatives, expenditure 
management and 
performance management. 

• The working relationship with the SE LHIN is 
positive. We submit quarterly performance 
reports (Hospital Service Accountability 
Agreement (HSAA) and Multi-Sectoral 
Accountability Agreements (MSAA)) 

• There are regular partnership meetings (CEOs; 
Board Chairs; Vice Chairs)  

Donors and 
Foundation 

Financial stewardship • The community continues to be strong 
financial supporters of the Hospital (Palliative 
Care, Cardiac Rehabilitation Program, 
equipment needs)  

• BGH’s CEO meets regularly with Foundation 
Leadership.   

• BGH continues to make process improvements 
to build the Foundations confidence that we 
are good stewards of the dollars they raise for 
us. 

• The two different governance models 
contribute to communication differences. 
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Staff and 
Physicians 

Establishing and 
communicating expectations 
and providing a safe work 
environment. 

• Continually improving. 
• Engagement and safety is monitored through 

the Resources Committee.  
• Staff and physicians have identified feeling 

more engaged. Workplace engagement is on 
the rise.  

• Staff and physicians are becoming BGH 
ambassadors within the community and their 
networks 

Volunteers 
(Brockville 
General 
Volunteer 
Association – 
BGVA) 

Establishing and 
communicating expectations 
and providing a safe work 
environment. 

• The BGVA is supportive of the Hospital and has 
recently increased the programs they support 
including the ICU, emergency, and 
Redevelopment Project.  They also provide 
financial contributions to BGH. 

Heath System 
Partners 

Cooperation and 
collaboration. 

• Operationally, community partnerships are 
strong, as seen in our Ontario Health Team 
application  

• Leadership and governance collaborate with 
partners on a regular basis 
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Actions and Deliverables  
 

Strategic Domain and 
Objectives 

Communication Goals  Deliverables 

Healthcare Experience  

• Enhance our patient and 
family centered culture 

• Improve access to care 
• Ensure safe and effective 

hospital transitions 
• Patients and their family 

Implement evidence based 
practices 

 

Humanize our multi-year 
strategic plan in order to build 
the community’s trust in our 
organization. 

 

Call our staff, physicians and 
volunteers to action of creating 
a patient- and family-centred 
culture. 

 

Stories and news based on the 
real healthcare experiences of 
our patients and their families 
(positive and negative) in a way 
that aligns to strategy. 

 

Engage patients and their 
families in our operational 
readiness efforts as appropriate 

 

Tell stories about our staff’s 
involvement in evidence based 
practices, awards, promote 
accreditation etc. 

 

Partnerships 

• Embrace opportunities to 
better integrate care 

• Develop relationships with 
purpose 

• Honour our role in 
sustaining a healthy 
community 

 

Educate stakeholders on our 
local, regional and provincial 
partnerships. 

 

Our community will better 
understand and support our 
vision for how we contribute to 
a healthy community.  

Highlight our partnerships and 
successes. 

 

Equip our Foundation with 
holistic stories and information 
as tools to promote our 
greatest needs and campaign 
on our behalf.  

 

Build on the strength of our 
reputation so we can advocate 
for the right resources for our 
hospital and community. 

 

Team Well-Being 

• Ensure a safe, healthy, 
positive, and professional 
workplace 

• Ensure teams maintain 
education in best practices 

Demonstrate the value of our 
people to the organization’s 
success. 

 

Implement an internal website 
as a key communication to 
support the delivery of 
education and training. 

 



 
 

Corporate Communications Plan  Page 16 
 

Strategic Domain and 
Objectives 

Communication Goals  Deliverables 

• Develop and implement a 
strategic human resources 
plan 

 

Support the Professional 
Staffing Human Resources Plan 

 

 

Develop and implement a 
recruitment marketing 
strategy. 

 

 

 

 

Resource Sustainability and 
Growth  

• Develop and implement 
robust infrastructure and 
equipment renewal plans 

• Improve information 
systems to support 
decision-making and 
patient care 

• Complete the 
Redevelopment Project and 
maximize Post Construction 
Operating Plan Funding 

Promote and support the Phase 
2 Redevelopment Project. 

 

Support the Regional Hospital 
Information System (HIS) 
Project, locally and as a 
regional partner.  

Lead Communications and 
Celebration activities; support 
other areas within the 
organization.   

 

Collaborate in the regional 
communications efforts 
regarding the education, 
engagement and 
implementation of the HIS 
project.  

 

 

 
Key Messages 
Healthcare is transforming. 

• Ontario’s population is aging and we are living longer. 50% of our healthcare costs are typically 
incurred after the age of 65. All of this has a dramatic impact on our health care system.  

• To deliver the best health care experience, we need to listen to our community and 
collaborate with our patients, their families and our partners.  

• Hospitals are a key part of the larger healthcare system. As the system transitions, we must 
adapt. 

• We are not alone. BGH is working through these challenges just like every Ontario hospital. 
 

BGH is ready for change. 
• As a result of our Phase 2 Redevelopment Project, community support and renewed 

leadership, BGH is now ready to take the care that we provide to a new level.  



 
 

Corporate Communications Plan  Page 17 
 

• BGH is well positioned for success. We have a strong Board of Directors and leadership team, 
combined with a multi-year strategic plan. This provides BGH with a strong foundation to 
move forward in our operations and delivery of the best healthcare experience.  

• We are excited about our Phase 2 Redevelopment Project. Our vision of a single campus, 
“under one roof”, to serve the needs of our local communities will be realized. 

• We need to balance our redevelopment opportunity with our day-to-day fiscal realities. 
Unfortunately, infrastructure money cannot be used to pay salaries, for example. 

 

We can’t be successful alone; our people and partners are our strength. 
• Change is hard, and to successfully navigate these changes, we rely on the strength of our 

people and partners.  
• BGH believes in working with our local and system partners to deliver the best health care 

experience to our community. 
 

Evaluation 
Results from the 2016 Corporate Communications Plan 
BGH has faced incredible change over the past five year, and most significantly with in this timeframe. 
The 2016 Plan was implemented prior to the appointment of the Provincial Supervisor and the many 
changes which resulted. However, the communications strategies presented in the 2016 Plan were 
carried forward. These included: 

• Shift the public conversation to present a longer-term view of the hospital and the health 
sector 

o Engage the media as a partner  
o Tell stories through social media  
o Personalize BGH  
o Conduct proactive stakeholder relations 

• Demonstrate the value of internal stakeholders to BGH’s success 

 

As a result, and in partnership with the many other work taking place within the organization, BGH 
has seen positive results, including: 

1. Improved reputation  
a. Our Foundation was able to successfully raise over $20 million, within one year, in 

support of our Redevelopment Project 
b. Advocacy efforts from the Medium Sized Hospital Council has garnered $5.5 million in 

new funding 
c. Social media traction, specifically Facebook, has increased with a reduction of patient 

complaints. This is likely the result of increased story-telling and regular postings.  
d. Traffic on our external website continues to strengthen. Key pages of interest remain 

our careers section and our news/media releases (driven by our social media efforts) 
e. Media relations have been trending positive.  
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i. Note: Gaining traditional media exposure is challenging. In the fall of 2017, the 
local, daily newspaper has reduced publications to four days a week and the 
free weekly paper closed in the fall of 2017. Radio is challenged by limited air 
time and the introduction of satellite and internet radio.  

f. Relations with elected officials (local Mayors, Warden and MPP) have improved 
significantly and resulted in additional funding (redevelopment and medium sized 
hospital advocacy work). 
 

2. Improved workplace culture 
a. BGH has shown considerable cultural improvements over the past years. Recent results 

of the 2019 WorkLife Pulse Survey showed that the majority of staff and physicians 
rated BGH as a positive place to work or practice. Staff responses in April 2018 sat at 
61%; in April 2019, results increased to 77%. For medical staff, the April 2018 report 
showed 43%of medical staff were satisfied with BGH as a place to practices. In April 
2019, these responses jumped to 80%. 

b. Staff forums have shown increasing support of the organization and leadership team, 
through the general attendance and the engagement of staff during the sessions.  

c. Staff are actively, and positively, engaging with BGH, the CEO and Chief Nursing 
Executive on social media (twitter).  

 

 

Looking ahead  
 

For internal audiences, feedback to leaders, questions in forums and meetings, attendance at 
meetings and special events, responses to the engagement surveys and intranet traffic help provide 
an indication of the effectiveness and receptiveness of corporate messaging.  

Measure of external communication effectiveness can be gauged by media coverage (positive, 
negative, neutral), participation in Hospital events, letters to the editor, survey responses, social 
media followers, complaints related to communications, website traffic, donation influence and 
volunteer recruitment. Informal feedback in meetings with elected and other officials on their 
perception of the hospital and its programs also provides a glimpse into the usefulness of outreach 
efforts.  
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Contact Information  
Abby McIntyre 

Marketing and Communications Specialist 

613-345-5649 ext. 1504 

amcintyre@brockvillegeneralhospital.ca  

 
Appendices 

1. Communications Policies  
2. Corporate Communications Plan – Crisis Communications  
3. Phase 2 Redevelopment Project, Strategic Communications Plan 
4. Phase 2 Redevelopment Project, Crisis Communications Plan 
5. Operational Readiness, Communications and Issues Management Strategy  
6. Regional Hospital Information System, Issues Management and Communications Plan 
7. Visual Identity Standards  

mailto:amcintyre@brockvillegeneralhospital.ca
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