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THE PROVINCIAL PATIENT & FAMILY 
ADVISORY COUNCIL (PFAC) 
Who We Are 
The Alberta Health Services (AHS) Provincial Patient & Family Advisory Council (PFAC) 
consists of patients and family advisors who volunteer their time as advisors to improve the 
quality, safety and experience of health care services.  

Each of our members brings their lived experience of being a patient or a patient’s family 
member to help us understand what matters most as recipients of care and how we can 
effectively design programs that meet the needs of those we serve. Our members work to 
keep the humanity and experiences of patients at the centre of everything AHS does. 

The advisors, together with senior and executive leaders, physicians, clinicians and clinical 
support teams, ensure the voices of patients and families are included in the design and 
planning of policies and services within AHS.  

PFAC’s members come from all areas of the province, and the council is positioned to 
function within the strategic levels of our provincial health system. They offer diverse points of 
view, representing a variety of backgrounds, diversity, ages, education, and geographical 
locations. PFAC advisors seek to understand and represent the wide-range of perspectives 
reflected across the province. 

In the words of one of our AHS senior leaders, the PFAC keeps the system “progressing…and 
not just functioning.”  

What We Do 
PFAC holds regular virtual meetings throughout the year to provide valuable insights on 
provincial policies, leading practices, project planning, program design and more! All 
consultations are aligned with the AHS Four Foundational Strategies (4FS) and the 
objectives and measures in the AHS Health and Business Plan. Members of the Executive 
Leadership Team are invited to each of its regular meetings to bring their priority work for 
consultation, discuss, and participate in strategic patient and family engagement.  

Our History 
PFAC was formed in 2010 and has been operating for more than 12 years. In early 2022, the 
AHS Provincial Patient and Family Advisory Group (PFG) and the Connect Care Patient and 
Family Advisory Committee (CCPFAC) merged into one council. 

“We help AHS see below the ice… to learn what the eyes cannot see…” 
-PFAC Patient & Family Advisor
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MESSAGES FROM THE CHAIRS 

Connie Stuhl 
Patient & Family Advisor Co-Chair 

At this time last 
year, there 
were two 
separate 
provincial 
patient 
advisory 
groups, the 
Connect Care 
Patient and Family Advisory Committee 
(CCPFAC) and the Provincial Patient and 
Family Advisory Group (PFG), each with a 
different focus.  One specifically focused on all 
things to do with Connect Care and the other 
with all other AHS consultations.  We began 
discussions and are now merged into one 
group under the name AHS Provincial Patient 
& Family Advisory Council (PFAC). 

With this merger, we now have a broader base 
of patient and family experience, with greater 
diversity, to draw upon when consults arise.  
The consultations include all aspects from 
AHS, including Connect Care.  The many 
perspectives often create great discussions, 
and in some consults there have been some 
AHA! moments expressed by those who have 
brought their consult questions to us.   The 
patient perspectives on the various topics have 
been valued, appreciated and commended in 
helping to shape AHS in keeping with their 
Patient First Strategy. 

Thank you to the Engagement and Patient 
Experience team for all their work in bringing 
us together, and working with those who wish 
to consult with the patient advisors, especially 
in the trying times over the past two years. 

Dean Radbourne 
Patient & Family Advisor Co-Chair 

This past year, patient 
and family advisors 
from the AHS 
Provincial Patient and 
Family Advisory Group 
(PFG) and the Connect 
Care Patient and 
Family Advisory 
Committee (CCPFAC) 
came together creating the new Provincial 
Patient and Family Advisory Council (PFAC). 

Our council has worked hard to maintain an 
environment where the patient voice can be 
heard and utilized to improve all aspects of the 
health journey throughout AHS.  

With COVID in the forefront again this past 
year, our council was eager to provide insight 
and wisdom on topics like virtual health, family 
presence and visitor access, and more. Having 
the patient voice at the table, at all levels of 
health care, ensures a system that is truly 
patient-centered and can provide the best 
possible outcomes for its users and their 
families. 
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Rollie Nichol | MD, MBA, FCFP, CEC, CCPE 
AHS Associate Chief Medical Officer & PFAC Co-Chair 

The AHS Provincial Patient and Family Advisory Council (PFAC) 
continues to provide exceptional value to our patient service areas, our 
policy formulation, and to innovative and reflective sections of AHS. The 
past year has seen the general challenges of maintaining our community 
in view of the requirements to maintain only a virtual presence.  

In addition, the evolution of the AHS Connect Care journey has 
highlighted the role of the Patient Advisors embedded in Connect Care. 
As that project evolves, the desire to ensure the continuance of the 
learnings and experience of those Patient Advisors has led to the 
integration of the two groups. The value of leveraging the two distinct 
types of experience and patient expertise cannot be overstated; nor can 
the work necessary to keep the individuals engaged be overstated.  

Alberta Health Services continues to lead Canada in supporting and valuing patient input in all areas 
of AHS work. However, we are also ready to display our vulnerability in exploring new territories and 
new experiences in patient input.   

COVID persists and kudos galore to the staff supporting all of our patient and family advisors and 
even more to the Patient and Family Advisors. We have transparently discussed the challenges of 
maintaining our momentum despite the restrictions imposed on us by the pandemic. Our intent and 
capacity has been demonstrated but we are also aware that this cannot be the “New Normal”. We will 
continue to evolve and we will persist in bringing forward the patient voice to improve all of AHS 
processes. 
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CONSULTATIONS & ACCOMPLISHMENTS 

Key Consultations & Accomplishments 

Program/Project Involvement 

PFG & CCPFAC 
Merge 

In January 2022, the Provincial Patient & Family Advisory Group (PFG) and the 
Connect Care Patient & Family Advisory Committee (CCPFAC) merged to create 
PFAC, the AHS Provincial Patient & Family Advisory Council. Utilizing change 
management methodology, merge preparations began in May 2021 and ended with 
evaluation in June 2022. 

The merge of these two long-standing groups, both supported by the Engagement & 
Patient Experience department, helped contribute to operational efficiencies and 
coordinated advisor involvement. 

Together, PFAC’s 25+ members consult on a wide range of provincial matters – 
policies, program development, Connect Care, strategies, business planning, and 
campaigns. The Council provides a single point of contact for AHS staff, physicians, 
and leaders to hear directly from patients, families, and caregivers on what matters 
most to them. 

• Two Executive Sponsors: Dr. Francois Belanger (VP-Quality & Chief Medical
Officer), Sean Chilton (VP-People, Health Professions Strategy & Practice, It)

• Co-Chaired by one AHS Senior Medical Leader and one elected Patient &
Family Advisor

• Monthly meetings from September to June, with additional consultative sessions
as required

COVID Emergency 
Coordination  
Committee (ECC) 

Throughout the second year of the pandemic, the COVID-19 ECC relied upon PFG 
share their experiences and perspectives on the impact COVID precautions had on 
patients and families. 
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Program/Project Involvement 

The group was consulted on several occasion regarding the following issues: 

• Designated support persons and visitor access directives

• Proof of vaccination requirements

• Sibling visitation for long stay pediatric patients

• Resources for addressing harassment and violence from designated
support persons and visitors

• Public messaging regarding the access precautions

• Recommendations for best family presence and visitations practices living
with COVID-19

PFAC & Policy 
Collaboration 

The AHS Policy team has created a strategic relationship with EPE to coordinate and 
prioritize consultations with PFAC advisors regarding OHS policies. This alliance 
aims to have PFAC members provide timely feedback, focusing on how the policies 
could improve patient experience and advance PFCC. 

Several members of PFAC volunteer on an ad hoc basis to review policies as they 
come due for revision or are being newly developed. The aim is to ensure all AHS 
policies, when appropriate, have had advisor input prior to being submitted. Policies 
reviewed by PFAC 2021-2022: 

• Disclosure of Harm - Procedure

• Recognizing and Responding to Hazards, Close Calls and Clinically Adverse
Events policy

• Immediate and Ongoing Management of Clinically Adverse Events procedure

• Disagreement Resolution to promote Safe Care procedure

• Family Presence: Designated Support Persons and Visitor Access policy suite

• Sexually Transmitted and Blood Bourne Infection Testing and Treatment policy

• Clinical Chaperones for Sensitive Procedures policy

• Blood Transfusion policy

Patient Rights & 
Responsibilities 

The Patient and Family Advisory Council (PFAC) has played a key role as a partner 
in moving forward Patient Rights and Responsibilities for Alberta Health Services.  In 
the early days of the project, The PFAC provided consultation to confirm the 
development of an approach to this work as something that is “very important” for 
AHS to do, particularly as a potential positive driver of Patient Experience in our 
organization. 

Further consultations with PFAC provided invaluable feedback to create a set of 
guiding principles for the work.  Those principles were framed around their answers 
to the question “how would we know we have arrived in a healthcare system where 
patient rights and responsibilities are respected and practiced in everything we do?” 
Those guiding principles have been consistently considered by the project team and 
Steering Committee, to shape and direct our ongoing work. 

Several members of PFAC have also become members of the holistic steering 
committee, which is comprised of many leaders from a wide spectrum of areas within 
AHS.  Three PFAC members are part of the steering committee as members-at-
large, and one Patient and Family Advisor (a PFAC alumni) is co-chairing the 
steering committee.  Additional consultations with PFAC will occur as we seek their 
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Program/Project Involvement 

feedback on content (project deliverable), and on the synthesized stakeholder 
feedback that will ultimately be brought forward to the AHS Executive Leadership 
table for direction and endorsement. 

Critical Care Triage 

At the height of wave 4 of the COVID-19 pandemic, Patient & Family Advisors from 
PFAC were asked to participate in AHS Critical Care Triage process as voting 
members on the final adjudication committees. These committees (North and South 
Triage Committees) were designed to select which patients in need of critical care 
resources would receive intensive treatment due to a lack of resources caused by 
severe hospital pressure from the pandemic. These committees operate using an 
anonymous decision framework approved by the AHS Executive Leadership Team. 
This is the first request of this kind for Patient & Family Advisors in Alberta’s history. 
Fortunately, this process was never enacted. 

In total: 

• 9 current and alumni PFAs volunteered to participate

• >60 volunteer hours were provided to complete training, education, simulation,
and process improvement

Implementation 
Materials for 
MyAHS Connect 
Proxy Access 
(Connect Care 
Consult Example) 

In November 2021, PFAC was consulted by the Connect Care Portals team 
regarding the implementation of changes to Proxy Access for the patient portal, 
MyAHS Connect. 

Parents and guardians of youth aged 14 and older are no longer able to 
automatically access their youth’s MyAHS Connect records except under specific 
circumstances. To support the implementation of this process, PFAs were asked to 
help develop and refine educational resources for youth and adults, as well as 
notification messaging and detailed Frequently Asked Questions. 

Discussion focused on the principles of Patient & Family Centered Care, ease of use, 
and depth/breadth of the available information. The Connect Care Portals team 
revised the materials prior to implementation, posted on the external web, and have 
had high utilization since the process began. The consultors remarked “we left with a 
far better product than when we started” and “the [advisors] helped us see what we 
overlooked.” 

2022-2023 
Operational Plan 

1. Communications

a. Update external website and resources

2. Membership

a. Recruitment drive of ~10 new members for September 2022

b. Offer 2 to 3 educational opportunities for PFAC members related to current
AHS priorities
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ADVISOR DEMOGRAPHICS 

Total # of Advisors = 29 
Total # of hours volunteered = 1,236 
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WHAT WE HEARD FROM OUR MEMBERS 
(From 2021-22 PFAC Annual Advisor Survey)  
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WHAT WE HEARD FROM OUR CONSULTORS 
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LOOKING FORWARD 
With the support and involvement of AHS Senior Leadership, PFAC will continue to play a 

key role in supporting emerging organizational priorities and pandemic recovery initiatives.  

The coming meeting cycle is expected to launch with a review of the AHS Health and 

Business Plan, which will serve to set the tone and priorities for the year ahead. Members 

continue to be directly involved in the AHS Review Sustainability Program Coordinating 

Council (SPCC), the Alberta Surgical Initiative (ASI), and the Quality & Safety Outcomes 

Executive Committee (QSO). 

Strategically, the PFAC support team is working to strengthen understanding and 

perspectives from an indigenous lens, committing to the Truth and Reconciliation Calls to 

Action.  To achieve this, they will be working with the AHS Indigenous Wellness Core to 

establish deliberate consultative practices and educational opportunities for members and 

supporting staff.  

Over the next few months, ongoing recruitment efforts will be driven by a commitment to 

broaden the diversity of our membership. Additionally, we will develop new and innovative 

processes to create more inclusive, accessible, and appropriate spaces to engage with 

patients and families – enabling the continued progress towards a more socially just 

healthcare system.   

PFAC members remain committed to enhancing patient experiences across Alberta by 

sharing what matters most to patients, families, and caregivers.  PFAC continues to serve as 

a model of inclusive, transparent, and evidence-informed processes for those who join our 

table.  

Want to consult with us? 
If you would like to include patient and family voices in your work, please contact the 
PFAC Engagement & Patient Experience Support Team at patient.engagement@ahs.ca 

For more information, visit ahs.ca/pfac 

mailto:patient.engagement@ahs.ca
http://www.ahs.ca/pfac
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