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Thank you to our An Evening of Music and Mental Health Sponsors  
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M 
ission  

V 
ision  

V 
alues  

We are a Catholic hospital 
committed to providing excellence 
in specialized mental health and 
addictions services grounded in 
research and education and 
guided by faith-based values. 

As an inspired organization, we 
will change lives by leading the 
advancement and delivery of 
compassionate care. 

CARING  

We will treat every person with 
compassionate sensitivity. 
 

RESPECT  

We will recognize the inherent 
worth of every person and treat 
them with courtesy. 
 

INNOVATION  

We will be creative and discover 
and apply new knowledge. 
 

ACCOUNTABILITY  

We will be ethical, transparent 
and responsible for our actions 
and results. 
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So often we hear people talk of how fast time goes by.  
Thatôs why annual reports are so important. We can 
pause and take a breath, focus on our 
accomplishments and most importantly say thank you. 
 
Within days of our Annual General Meeting last year 
the hospital ramped up for its second Accreditation 
Canada Survey since divestment in December 2008. 
The Board successfully met all of the criteria on the 
governance functioning tool and achieved 100 per cent 
compliance of the Accreditation governance standards.  
The hospital achieved Exemplary Status for the 
second time meeting 100 per cent of standards and 
required organizational practices. The surveyors 
commented specifically on the passion of Waypoint 
employees for their work and for mental health service 
delivery. 
 
You will read about many other exciting successes 
throughout this report. To say the year did not also 
have its challenges would be untrue. We again saw the 
resilience of our staff and patients as the on-going 
transition into our new Atrium Building continued. 
Across the hospital, our staff supported people 
suffering from severe and complex mental illness and 
addiction who often come to us in very difficult 
circumstances. Patient and staff safety is a priority and 
we continued to make improvements by implementing 
recommendations from investigations and enhancing 
our training programs, our buildings, technology and 
therapeutic approaches to treatment and care. We will 
continue to do our utmost to prevent serious incidents 
and workplace injury.   
 
A heartfelt thank you is extended to our many partners, 
donors and the people in our communities dedicated to 
reducing stigma and advocating for all of our patients. 
That support was reflected in the participation we saw 
in the Mental Health in Motion fundraiser last fall, the 
Coldest Night of the Year event in February in 
partnership with Community Reach and the sold out 
ñAn Evening of Music and Mental Healthò fundraising 
dinner. Not only are these activities raising funds for 
our hospital, they are bringing people together as a 
voice for those who often suffer in silence. Thank you. 
 

EXECUTIVE  M ESSAGE 

Betty Valentine  Carol Lambie 
Chair of the Board  President and CEO 

Please enjoy our 2016 Annual Report. It is a small 
glimpse into the Good Things Happening Here. 
This is our opportunity to recognize our staff and 
volunteers and say thank you for a job well done. 
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The healing power of 
music 

When Michael Silvio was 
diagnosed with Tourette 
syndrome at six years old, not 
much was known about the 
illness. Characterized by 
involuntary sounds or movements 
called tics, most people just 
thought he was acting out. Later 
diagnosed with attention deficit 
and hyperactivity disorder and 
obsessive compulsive disorder, 
he was simply labelled a bad kid. 
 
Over the years, Michael faced 
extreme discrimination and stigma 
because of his mental illnesses. 
Heôs been labelled a cocaine 
user, had people make up stories 
about him, been made fun of and 
had nasty things shouted at him. 
Even today, when what is needed 
is compassion and understanding, 
people make fun of him or mimic 
him in public. Sadly, he says, ñitôs 
just part of having a mental 
illness.ò 
 
He knows there will always be 
people who donôt understand and 
arenôt compassionate, but says 
ñYou have to overcome that. You 
have to be strong and take care of 
yourself. You have to seek out 

help on your own; you canôt just 
sit there and hope help comes to 
you.ò 
 
And Michael did just that. Once 
he reached out, he got the help 
he needed. Using a variety of 
services available to him in the 
community, his life started to turn 
around. He got an apartment, 
started to rebuild his relationship 
with his family and began to 
regain his confidence. 
 
One of the tools Michael has in 
his tool box to keep him well is his 
creativity. A musician and an 
artist, Michael has found a 
passion in rebuilding old, broken 
guitars and giving them new 
hope. 

 
His love for music began as a 10 
year old with the discovery of the 
Beatles. From then on, he was 
hooked. ñThere are songs that 
give me inspiration to keep 
going,ò he says. ñWhen I have 
really dark days or days Iôm not 
feeling well mentally, Iôll put on a 
song thatôs upbeat with a positive 
message and it usually brings me 
out of whateverôs bringing me 
down.ò 
 

PEOPLE WE SERVE 
We will collaborate with our patients in the provision of expert 
services that foster healing and inspire hope. 

When Michael plays music, a 
different part of the brain takes 
over and almost like magic, his 
uncontrolled tics disappear. He 
says ñWhen Iôm in deep 
concentration, it shuts the 
Touretteôs off and that kind of 
gives me a break from it.ò 
 
Michael is a fixture at Waypointôs 
The Groove, an open mic night 
hosted at the HERO Centre the 
first Monday of every month. 
 
He now says itôs the highlight of 
his month, but that wasnôt always 
the case. When he first started 
attending, he would sit at the back 
of the room and observe. With the 
encouragement of staff and other 
guests, he finally got up to play 

and says ñThey havenôt been able 
to shut me up since. Every time I 
go, I canôt wait till the next 
Groove. Itôs just, I love music!ò 
 
He adds ñmusic is a wonderful 
thing and thatôs been my saving 
grace for all these years. Music 
has been a big thing in my life and 
itôs a good thing. There is hope. 
You have to believe in yourself 
and youôll get there.ò No truer 
words have ever been spoken. 
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A day of music and 
inspiring conversation  
Friday, April 1st was a day of 
music and inspiring conversation 
in Midland and Penetanguishene 
thanks to the brilliance and 
compassion of Vijay Gupta. Gupta 
is a world renowned violinist with 
the L.A. Philharmonic, Founder 
and Director of Street Symphony, 
a mental health advocate, and 
this yearôs featured guest at our 
3rd Annual Fundraising Dinner: An 
Evening of Music and Mental 
Health. The event raised more 
than $53,000 in support of our 
specialty mental health hospital 
and the people we serve.  
 
Headlining the fundraising dinner 
was just one small part of what 
Gupta offered our local 
communities. He brought his 
music and words to Knox 
Presbyterian Church, performing 
and speaking with Waypoint 
outpatients and clients of partner 
agencies from across the region. 
Following the community event, 
Gupta offered two special 
performances for patients 
currently in hospital at Waypoint.  
 
Outside of his role as a 
professional violinist and 
inspirational speaker, Gupta 
dedicates his time to advocating 
for people experiencing mental 

PEOPLE WE SERVE 

health issues, poverty, 
homelessness and incarceration. 
His organization, Street 
Symphony, has played over 200 
concerts on skid row in Los 
Angeles as well as throughout the 
American correctional system, 
which he cites, unfortunately, as 
one of the primary providers of 
mental health care in the United 
States. He spoke with guests at 
the fundraising dinner about how 
fortunate Canada is to have the 
level of mental health care we 
have, and a greater 
understanding of how to treat and 
care for people with mental illness 
who come into conflict with the 
law.  
 

Declaration of Recovery 
Values 
Waypointôs new Declaration of 
Recovery Values recognizes and 
promotes the dignity and worth of 
all people who use Waypointôs 
services. 
 
The underlying philosophy is 
patient-centred, consistent with 
recovery principles and is written 
in plain language. It also 
considers risk and safety, 
includes clear descriptions of 
what patients can expect, clear 
processes that staff can support 
and reflects our vision, mission 
and values.  
 

The Declaration, which replaces 
the Bill of Rights, was launched in 
2015 after focus groups with 
patients and a review by clinical 
directors, medical staff, the 
professional practice advisory 
council, the senior leadership 
team and the Patient/Client and 
Family Council. The document is 
also harmonized with the new 
staff code of conduct, titled Living 
the Promise, also launched in 
2015. 
 

Client Experience Survey 
Waypointôs 4th annual Client 
Experience Survey offered more 
cause for celebration last year as 
our response rate rose 13 per 
cent over the previous year to 
256. This is the first ever increase 
in response rate, reflecting a 
positive change in patient and 
client engagement. This success 
is thanks in large part to our 
surveyors, all of whom have 
experience as a patient or as a 
family member of an individual 
interacting with the mental health 
system. 
 
We received the highest ever 
score to the question: ñOverall, 
how would you rate the services 
you are receiving?ò at 87 per cent, 
an increase of eight per cent. In 
addition, all four items related to 
Recovery and four of the five 
questions in the area of Patient 
Centred Care also achieved their 
highest scores ever.  
 
While we recognize there will 
always be opportunities for 
improvement, these results 
indicate Waypoint continues to 
make significant strides in the 
quality of services at the hospital 
and shows that Waypoint truly is a 
place where Good Things 
Happen. 
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Mental Health First Aid  
While thousands of people across 
the country know how to provide 
first aid to someone with a 
physical injury, fewer people are 
able to recognize the signs of 
someone needing mental health 
first aid. Thanks to a new program 
by Mental Health First Aid 
Canada, thatôs changing. 
 
A program of the Mental Health 
Commission of Canada, mental 
health first aid is help for a person 
experiencing a mental health 
problem or crisis. Just like 
physical first aid, the goal is to 
offer a person immediate 
assistance until they can receive 
appropriate professional 
treatment, or the crisis is over. 
 
With one-time funding from the 
North Simcoe Muskoka Local 
Health Integration Network (NSM 
LHIN) Care Connections, three 
Waypoint employees were able to 
become trainers for this new 
program. 
 
The 12-hour course, geared 
toward non-clinical staff and the 
community at large, provides 
general information about what is 

meant by mental health problems 
and illnesses, how to identify 
signs of mental health problems in 
yourself and others, effective 
interventions and treatments, and 
how to support an individual and 
help them find out about and 
access the professional help they 
may need. It also dispels common 
myths surrounding mental health 
problems and reduces the stigma 
around mental illness. 
 
ñThe course doesnôt train people 
to diagnose mental illness or be a 
therapist or counselor,ò says 
Susan Lalonde-Rankin, Mental 
Health and Addictions Systems 
Coordinator and Mental Health 
First Aid Trainer. ñIt is designed to 
help build confidence that one can 
be helpful when encountering 
someone who is experiencing a 
mental health crisis. We know the 
sooner a person with a mental 
health problem gets help, the 
better their chances of recovery.ò 
 
Using fundraising dollars, 
Waypoint has now been able to 
provide five courses, not only to 
Waypoint staff but also to our not-
for-profit partners in the 
community. 
 

Access to Care 
Waypoint, CAMH, Ontario Shores 
and The Royal have partnered on 
the Mental Health and Addictions 
Access to Care initiative with 
funding from the province. This 
pilot project is also being 
supported by Cancer Care 
Ontario because of its experience 
with managing the Ontario Wait 
Times Information System.  
 
The project is measuring access 
to mental health and addictions 
services. During the last year 
work focused on collecting and 
evaluating data on how long it 
takes to access an inpatient bed 
following referral, how long it 
takes to access outpatient 
services once discharged, and 
how long it takes for youth (16-24) 
to have an appointment with a 
psychiatrist. 
 
Family engagement sessions 
were held in Barrie and Midland 
this past spring to gather their 
voice on discharge planning, what 
they define as ñwaitingò, what 
supports are provided while 
waiting for services, and potential 
solutions to these challenges. The 
clientsô voice will also inform the 
process with engagement 
sessions planned for this year. 
 

Patient Relations/
Complaints process 
While itôs true that the new 
Excellent Care for All Act 
regulations required Waypoint to 
implement a patient relations 
process, the hospital also 
recognized it was the right thing to 
do. 
 
We always strive to provide the 
highest level of care to our 
patients to achieve the best 
outcome possible, and feedback 
from individuals who receive our 
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services, and their families is an 
important part of that goal. We 
realized through our Client 
Experience Survey results 
however, that some of our 
patients were unaware how to 
provide feedback, which is a right 
protected under our Patient 
Declaration of Recovery Values. 
This issue was so important that 
Waypoint not only created a 
patient relations process but also 
created a new position for a 
patient relations officer.  
 
If someone is not satisfied with 
how a program responds to 
feedback, the patient relations 
officer will listen to the concerns, 
compliments or comments, and 
share these with the healthcare 
team and administration, and 
communicate the issues to 
management, physicians and staff 
so they may be addressed and a 
response provided. 
 
This new process will provide 
Waypoint with an enhanced way 
of tracking the quality of our 
patientsô experience, and identify 
opportunities for process and 
system improvements that meet 
the needs and expectations of 
patients. 
 

Electronic Health Record 
As of the publication of this report, 
Waypoint will be only about eight 
months away from launching a 
fully electronic health record in 
partnership with Ontario Shores. 
 
The electronic health record will 
provide quick access to patient 
records and the ability to input 
patient information electronically 
in a seamless, standardized way. 
The overall vision is to use 
todayôs technology to improve 
quality and safety for patients and 
staff through a collaborative and 
interactive experience. 

In the fall of 2015, Ontario Shores 
successfully migrated their 
information technology 
infrastructure to the Waypoint 
Data Centre for hosting, allowing 
the two hospitals to go live with 
the shared MEDITECH system on 
November 3. This also paved the 
way for Waypoint to implement an 
updated Admissions, Discharge 
and Transfer module across the 
hospital and for our Pharmacy to 
be the first department to go-live 
in the system. 
 
A tremendous amount of work 
has been done in the last year to 
review clinical documentation and 
forms from both hospitals, 
bringing us to a 98 per cent 
standardization rate, exceeding 
the 90 per cent goal. 
 
Work is also underway to support 
Waypoint staff through this 
tremendous change with a wide-

spread change management plan 
along with several committees to 
facilitate the successful execution 
of the project, support the 
planning teams and provide 
advice and recommendations. 
 
By June 2017, all of Waypointôs 
clinical programs and 
departments will have a one-stop 
instant access to patient 
information. 
 

87 %  

Overall patient satisfaction rate, 
an increase of 8 % over last year 

 

80 %  
of patients felt their individual 
needs, preferences and values 
were respected, an increase of   

8 % over last year 
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PEOPLE WHO  SERVE 
We will promote a safe, positive and innovative workplace where staff and volunteers are 
engaged and individual and collective achievements are celebrated. 

Caring for our staff  
Hospitals can be an environment 
where suffering is unavoidable 
and faith is put to the test on a 
daily basis. The spiritual care 
professionals at Waypoint are a 

part of the emotional life of 
patients, families and staff in 
times of joy, and in times of 
sorrow. Itôs not an easy job for our 
spiritual care team, but itôs one 
they believe in wholeheartedly. 
 
Nancy knows first-hand the value 
of the Spiritual Care team. As 
Director of Finance, she has 
called upon them countless times 
over the years, whether itôs to 
debrief with the staff following a 
difficult situation or to support her 
personally after the death of a 
loved one. She knows someone 
will be there when she calls, no 
matter the need or the time of 
day. 
 
ñI think they are heroes,ò says 
Nancy. ñHeroes because they 
rescue us in times of need; when 
healing is needed. They offer a 
caring voice, or are just there to 

listen. They offer an outreached 
hand, a kind word or an 
understanding hug.ò 
 
The work of a spiritual leader is 
not just about the list of tasks in a 

job description. It is so much more 
and goes well beyond the spiritual 
caring aspects within. They face 
the challenges of working with 
many patients, families, 
colleagues and volunteers every 
day, and they do it with grace and 
dignity. They care for everyone, 
regardless of faith or beliefs. Even 
during their own grieving through 
tears and choked words, they are 
always there. 
 
In 2015, members of the Spiritual 
Care Team were the recipients of 
a Waypoint Core Value Award in 
the category of Caring. Nancy 
nominated them to show her 
gratitude for the strength and 
support they offer to each and 
every one of us. 
 
When asked if he anticipated 
supporting staff as much as 
patients when he began his 

career, Director of Ethics and 
Spiritual Care Glenn Robitaille 
says ñThe patient/staff distinction 
has never been important to me. 
It is my general practice to be as 
supportive as I am able when 
being supportive is possible. To 
my thinking, supporting staff is 
also supporting patients, as we all 
do better when we are feeling 
more well.ò 
 
He adds ñI and my team felt very 
honoured to be recognized for the 
work that we do. We recognize 
that many caring people exist at 
Waypoint who go the extra mile 
every day in supporting and 
encouraging both patients and 
staff, and to be included in that 
company is a very special 
honour.ò 
 

Recognizing service and 
excellence 
Our employees are the best and 
we want everyone to know it. Two 
celebrations are held each year in 
their honour to recognize service 
excellence and the many years of 
service they have dedicated to 
our hospital. 
 
The Celebration of Excellence is 
where quality service and the 
embodiment of our values are 
showcased. Nominations for the 
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PEOPLE WHO  SERVE 

eight Core Value Awards are 
accepted year-round from 
employees, patients, clients, 
family members, partners, 
volunteers and community 
members. The submissions 
honour and recognize individuals, 
project teams and/or care teams 
for going above and beyond the 
call of duty. In 2015, a total of 44 
team and individual nominations 
were submitted, and by 
coincidence, 44 employees were 
awarded with the prestigious 
honour. A plaque with their name, 
project or team name is displayed  
in the hospitalôs halls along with a 
photo and summary of their 
nomination. 
 

Experience is also something we 
are blessed with and our longest 
serving employees have helped 
forge the legacy of this hospital. 
The Long Service Awards 
luncheon recognizes recent 
retirees and employees who have 
reached 25, 30, 35 and 40 years 
of service and 
beyond. In May 2016, 
37 employees who 
have a combined 
1125 years of service 
were honoured. We 
also said farewell to 
38 retirees who 
contributed countless 
more years of 
service. 
 

Supporting a mentally 
healthy workplace  
With one third of our lives spent at 
work, itôs important for employees 
to feel safe, encouraged and 
supported. Supporting employee 
wellness has been a focus at 
Waypoint for over a decade, but 
adding in the psychological health 
and safety component started to 
take shape in the last few years.  
 
ñThe decision to formally adopt 
the National Standard of Canada 
for Psychological Health and 
Safety in the Workplace and 
allocate resources to a 
comprehensive psychological 
health, safety and wellness 
program for our staff was an easy 
one,ò says Carol Lambie, 
President and CEO. ñThe 
correlation between happy, 
engaged employees and excellent 
patient care is direct and 
undeniable, and therefore clearly 
a benefit to the organization.ò 
 
ñWe already had so many 
initiatives in place that were 
aligned with the standards,ò says 
Nicole Mace, Psychological 
Health and Safety Coordinator. 
These included trauma support, 
the employee and family 
assistance program, lifestyle 
management and fitness 
opportunities, as well as training 
in resiliency, bullying and 
harassment and mental health 
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first aid. We just needed to tie 
them all together and fill in the 
gaps.ò 
 
The hospitalôs three year plan, 
which began in the summer of 
2015, includes policy 
development, a committee 
involving all stakeholders and a 
staff survey to help determine 
priorities.  
 
Waypointôs efforts to promote 
mental wellness in the workplace 
have not gone unnoticed. The 
hospital received a Gold-level 
Quality HealthCare Workplace 
Award from the Ontario Hospital 
Association and the Ministry of 
Health and Long-Term Care. 
 

Living the promise  
Waypointôs values of caring, 
respect, accountability and 
innovation have been entrenched 
in the hospital since well before 
divestment in 2008, and they 
continue to be relevant in the 
work we do every day. They help 
guide decision making and 
behaviour and underpin the wide 
range of interactions and 
professional and clinical 
relationships.  
 
Stating our values and being fully 
committed to living them helps 
shape our overall culture. 
Waypointôs new code of conduct, 
titled Living the Promise, reflects 
our core values as well as our 
mission, vision and strategic 

directions. It also supports 
excellence in mental health care 
and a safe and respectful 
environment.  
 
Launched in 2015, this is just one 
step in values integration work, a 
Strategic Plan initiative under the 
ñPeople Who Serveò, and also 
includes a Declaration of 
Recovery Values for our patients, 
families, caregivers and staff. The 
rollout included the distribution of 
pocket guides and name tag cue 
cards. Employees were also 
asked to sign a pledge to ñLive 
the Promiseò and all programs 
and departments held special 
meetings to discuss what our 
values mean to them. 
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Enhancing employee 
engagement  
The hospital kicked off 2016 with 
the launch of the employee 
engagement survey. We had a 
response rate of 53 per cent, and 
while thereôs still a lot of work to 
be done there are also a lot of 
reasons to celebrate. 
 
According to the report, Waypoint 
employees report an increased 
sense of job autonomy. Four out 
of five respondents positively 
rated their ability to decide how to 
do their job, and seventy-five per 
cent positively rated their ability to 
take initiative.  
 
The idea of team work stood out 
with five of the seven items 
related to the work/team theme 
having increased since 2013, and 
three-quarters of respondents felt 
the team worked together to help 
each other out. 
 
There was also no statistically 
significant change in the overall 
employee engagement score from 
the previous survey. These 
results are promising and show 
Waypointôs commitment to 
continuing to make the hospital 
the best place to work. 
 

Our Physicians 
Although the sample size was 
small, the physician engagement 
survey had its own causes for 
celebration with nearly 95 per 
cent of responders rating the 
hospital as a place to positively 
practice medicine.  
 
More than 80 per cent responded 
positively to 4 of the 5 
engagement items, with a 
significant increase over the 2013 
scores to the question ñdo your 
values align with those of the 
organization.ò 
 
They also report feeling part of a 
team with more than 90 per cent 
reporting a work environment that 
is respectful and supportive. The 
scores also showed they help 
each other out, people from 
diverse backgrounds feel 
welcome and there is a climate of 
trust on the units. 
 
We are also pleased to report that 
we welcomed five new 
psychiatrists in the last year and 
will be welcoming two new full 
time forensic psychiatrists in July 
2016, bringing us to a full 
complement in that area of 
practice. 
 

Developing Our People 
Leadership can come from 
anywhere in an organization, and 
good leadership is vital in 
achieving our goals. Investing in 
our people ensures our leaders 
are equipped with the necessary 
skills to take us into the future. 
The Developing Our People 
initiative is a long-term program 
that uses the Canadian College of 
Health Leaders LEADS 
framework. It impacts many 
activities including recruitment, 
performance management, 
learning and development, 
change support and succession 
planning. So far, our senior 
leadership team, directors and 
managers are all at various 
stages in the process and the 
learning continues.  
 




