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A Message from the CEO
On behalf of our Board of Directors, leadership teams, staff and physicians, I would like to extend our

sincere thanks to the members of the Patient and Family Advisory Committee (PFAC) for your

commitment and meaningful contributions throughout 2025.

PFAC plays a vital role in strengthening patient-, family-, and caregiver-centered care across our

organizations. By sharing your lived experiences and thoughtful perspectives, you help ensure that the

voices of patients and families are reflected in how care is planned, delivered, and evaluated. Your

insights continue to challenge and inspire us to improve quality, safety, communication, and the overall

care experience.

Throughout the year, PFAC members provided valuable guidance on policies, programs, education

initiatives, and patient-facing materials. We are especially grateful to our volunteer public members for

generously contributing your time, experiences, and perspectives on behalf of the communities we

serve. We also recognize and thank the staff who support and help advance the Committees important

work.

As we look ahead, we are committed to continuing to strengthen our partnership with patients and

families. Your voice is essential in shaping meaningful improvements and ensuring our healthcare

system remains compassionate, responsive, and truly centered on the needs of our community.

With sincere appreciation and gratitude,

Suzanne Madore 
Suzanne Madore

Integrated President & Chief Executive Officer of

St. Francis Memorial Hospital & Renfrew Victoria Hospital

Suzanne Madore

1

Integrated President & Chief 
Executive Officer of RVH & SFMH



Role of the Patient and Family Advisors

Committee Membership

About the Patient and 
Family Advisory Committee
The Patient and Family Advisory Committee (PFAC) is composed of volunteer public members who bring valuable

lived experience as patients and caregivers. These advisors provide informed input to support the planning,

delivery, and evaluation of care services within a Patient, Family, and Caregiver-Centered Care framework. Their

insights help shape programs, policies, and practices that enhance the patient experience and advance person-

centered care.

PFAC members are consulted on matters where patient and family perspectives are essential. They represent the

collective voice of all patients and families, working collaboratively with staff to identify challenges and

recommend practical solutions.

The Patient and Family Advisory Committee—comprised of public volunteers and staff from the three partner

agencies—is committed to:

Improving the quality, safety, and overall healthcare experience of patients and caregivers

Ensuring programs and policies reflect patient and caregiver needs

Enhancing how patients and caregivers access, understand, and use information to make informed healthcare

decisions

Patient and Family Advisors:

Identify healthcare needs and service gaps

Provide input into policy and program development affecting service delivery

Review and provide feedback on educational and informational materials, forms, policies, and procedures

Participate in evaluating and improving the patient and family experience

Review and provide feedback on patient satisfaction initiatives

Promote strong partnerships among patients, families, staff, and physicians

Participate in education related to patient- and family-centered care

Serve on hospital committees and short-term projects as needed

Public Members (Volunteers)

The Committee includes a minimum of four and a

maximum of ten public members who receive

services from the partner agencies. Members

reflect the patient populations served by:

St. Francis Memorial Hospital (SFMH)

Rainbow Valley Community Health Centre

(RVCHC)

Madawaska Valley Hospice Palliative Care

(MVHPC)

Barry’s Bay & Area Home Support (BBAHS)

Staff Members: 

Chief Operating Officer (or designate),

SFMH

Vice President of Regional Programs and

Chief Nursing Executive, SFMH

Chief Executive Officer, BBAHS

Executive Director, MVHPC

Board member from the Board, Quality

and Safety (BQS) Committee
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Benefits of a Patient and
Family Advisory Committee 
Across St. Francis Memorial Hospital (SFMH), Madawaska Valley Hospice Palliative Care

(MVHPC), and Barry’s Bay & Area Home Support (BBAHS), the Patient and Family

Advisory Committee supports Accreditation priorities by embedding the patient and

caregiver voice into organizational planning, quality improvement, and decision‑making.

PFAC provides a structured and effective mechanism for engaging patients and families

as partners, helping ensure services, programs, and policies are responsive to

community needs, culturally appropriate, and aligned with principles of safety, quality,

and patient‑centered care.

Through collaboration with staff and clinicians, PFAC strengthens communication,

transparency, and mutual understanding, promoting respectful partnerships and shared

decision‑making. This engagement supports a culture of continuous improvement and

accountability, enhances community relationships, and contributes to improved patient

experience, self‑management, and adherence to care plans. By partnering with patients

and families in meaningful ways, SFMH, MVHPC, and BBAHS advance person‑centered

care and demonstrate commitment to Accreditation Canada standards.
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Public Members (Volunteers)

Staff Members 

Mary-Ellen Harris
VP of Regional 

Programs & CNE

Sherri Cope
VP of Clinical Programs 

& Ambulatory Care 

Greg McLeod
VP of Infrastructure 

& COO

Membership 

Merita Etmanskie
Patient & Family Advisor

Ann Lepine
Patient & Family Advisor

Julie Clarke
Patient & Family Advisor

Jan Vreeker
Patient & Family Advisor

William Kloosterman
Patient & Family Advisor

Caroline Mallany
Patient & Family Advisor

Lisa Hubers
Executive Director, 

MVHPC

Diane Coulas
Executive Director, 

BBAHS

Kimberly LaForest
Patient & Family Advisor

4



Our Patient & Family
Advisors at Work 

Throughout 2025, the Patient and Family Advisory Committee (PFAC) actively partnered with

hospital leadership and clinical teams to strengthen patient‑ and family‑centered care. Advisors

contributed their lived experience, insights, and feedback across education, quality, safety,

planning, and governance initiatives.

7
Patient and Family Advisors Number of Meetings Held

6
Policies, Tools & Materials

Reviewed

7

Education, Communication, and Patient Resources 

OVOHT PFAC Presentation – Finding Your Way Through the Healthcare System: OVOHT

met with PFAC to present an education session on navigating the healthcare system. This

provided an opportunity for patient and family advisors to offer input, suggest

enhancements, and contribute additions prior to the presentation being shared with the

public.

Patient Information Booklet: Reviewed content to ensure clarity, accessibility, and

relevance from a patient and caregiver perspective.

Patient Rights and Responsibilities: Collaborated in the development of patient‑centered

language and content to clearly communicate rights and responsibilities. This was adopted

at SFMH, BBAHS, and MVHPC.

Best Practice Spotlight Organization (BPSO) – Understanding Delirium: A Guide for

Families and Caregivers: Reviewed and provided feedback to enhance readability and

caregiver usability.

BPSO Facebook Posts: Shared and amplified patient‑focused educational content with

PFAC members to support awareness and engagement.
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Our Patient & Family Advisors at
Work Continued.... 

Quality, Safety and Clinical Care

Accreditation Updates: Received and discussed Accreditation priorities and progress,

offering a patient and family lens on quality and safety standards.

Review of Care Escalation Checklist for Acute Clinical Deterioration: Provided feedback

to ensure the checklist supports timely, clear, and patient‑centered communication during

critical situations.

BPSO Updates: Reviewed the Year 1 BPSO Report and supported ongoing Best Practice

Guideline implementation through patient and family input.

Planning, Design and System Improvement

Emergency Department Redevelopment Updates: Reviewed redevelopment plans and

shared patient and family perspectives related to access, flow, comfort, and

communication.

Terms of Reference Review: Participated in the review of PFAC Terms of Reference to

support clarity, effectiveness, and strong governance.

2024 PFAC Annual Report: Supported the development, review, and refinement of PFAC

annual report content. The report highlights Committee activities, accomplishments, and

impact, and is shared publicly on the hospital website and at the Annual General Meeting

each year.

Governance, Leadership, and Organizational Engagement

BBAHS Board Questionnaire – Rebranding Feedback: Provided patient and family

feedback to inform organizational branding and public identity for BBAHS.

PFAC Leadership Transition: Supported continuity and engagement with the appointment

of a new PFAC Chair in December.

Endorsement of the Purple End‑of‑Life Symbol (Irish Hospice): Reviewed and endorsed

the symbol to support compassionate, respectful end‑of‑life communication and

awareness.
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Partnering With 
Patients and Families - 
Building Better Care Together  
The Patient and Family Advisory Committee (PFAC) plays a vital role in strengthening patient‑
and family‑centered care across our organizations. Through meaningful partnerships, PFAC

members generously share their lived experiences, insights, and perspectives to help inform

decisions, shape services, and improve care experiences.

In 2025, PFAC advisors contributed to education initiatives, quality and safety efforts, planning

and design projects, and organizational decision‑making. Their voices helped ensure that care,

policies, and environments reflect what matters most to patients and families.

We extend our sincere appreciation to our Patient and Family Advisors for their time,

commitment, and dedication. Their partnership continues to guide our work and reinforce our

commitment to compassionate, respectful, and high‑quality care.

We look forward to continuing this important collaboration in the year ahead.

Get Involved!
Patient and family perspectives matter. Individuals interested in learning more

about the Patient and Family Advisory Committee or becoming an advisor,

please visit: 

        www.sfmhosp.com 

 Look for “Patient and Family Advisory Committee” under the “About Us” tab. 7

https://www.sfmhosp.com/about-us/patient-and-family-advisory-council-pfac/
https://www.sfmhosp.com/about-us/patient-and-family-advisory-council-pfac/
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