GREEN COLLEGE
WOODSTOCK ROAD
OXFORD 0X2 6HG

e e ‘ Telephone  0BOJ 27471
BoohLes Fax RES 274796

From the Academic Tutor ,IT -

My Peter Ellis
President and Chief Executive Officer
Sunnybrook Health Science Centre

Toronto
Canada 7 September 1992

Dear Mr Eilis,

I write on behalf of the College's Academic Committee to say how pleased we are that you
have apreed to lead one of pur seminars an the Organisation and Dehvery of Medical
Care.

I understand that Dr Gatherer has appreached you informally and that yon are willing to
give a talk en "Corporate Accountability: Value for Money versus Ethics? at §.00
pm on Thursday, 19 November in the E P Abrahams Lecture, Green College.

I shall be delighted if you are ahle to dine in College after the semnar and I shall be
happy to arrange overnight accommodation for you if necessary. Perhaps you will be kind
enough to let me know? You may alsop wish to let me have details of any audio-visual aids
you may require.

Dr Gatherer will he acting for the College and I know he is looking forward to yvour
SEeINinAaT.

Yours sincerely,

Dir Niall B Moora
Academic Tutor
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So, OBVIOUSLY, WE'LL
HAVE TO CUT PATIENTS

AND CLINICAL
SERVICES...
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ADMIN|STRATION

PAVES THE wAY.




CORPORATE VALUES & CULTURE

4 BOTTOM LINE

¢ CUSTOMER FOCUSSED

¢ ANTI-PROFESSIONAL
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STRATEGIC ISSUES

PROGRAMMES

HOSPITAL BASE/CLINICAL SERVICES
EDUCATION/RESEARCH/ACADEMIC LINKAGES
COMMUNITIES

ORGANIZATIONAL CULTURE AND CLIMATE/STAFF DEVELOPMENT
- FINANCIAL AND RESQOURCE DEVELOPMENT
TECHNbLDGY/INFDHMATIOH SYSTEMS
QUALITY IMPROVEMENT
INTERPROFESSIONAL HELJ;.TIDMS
ENVIHONMENT

AMBULATORY CARE

WOMEN'S ISSUES




MANAGEMENT PRINCIPLES

MAINTAIN A CLIENT FOCUS

CONTINUALLY STRIVE TC IMPROVE QUALITY

EFFECTIVELY USE RESOURCES

DEVELOP PEQOPLE TO MAXIMIZE THEIR POTENTIAL

BE GOAL ORIENTED AND GOAL DRIVEN

COMMIT TO CORPORATE GOALS AND OBJECTIVES




MANAGEMENT PRINCIPLES AND STANDARDS OF PRACTICE

MANAGERS SHALL COMMUNICATE OPENLY AND HONESTLY WITH STAFF
AT ALL LEVELS OF THE ORGANIZATION.

MANAGERS SHALL BE EFFECTIVE DECISION MAKERS WHO ARE
PREPARED TO MAKE DIFFICULT DECISIONS WHEN NECESSARY.

MANAGERS SHALL BE TRUSTWORTHY AS WELL AS TRUSTING OF OTHERS.

MANAGERS SHALL BE SENSITIVE TO "FUTURE" ISSUES AND ADEPT AT
PLANNING FOR THE FUTURE.

MANAGERS SHALL BE NON-DISCRIMINATORY IN THE DEALINGS WITH
STAFF AND TREAT COLLEAGUES AT ALL LEVELS WITH RESPECT AND
DIGNITY.




PATIENT/FAMILY CONCERNS

BY TYPE, BY YEAR

90/91
COMPLAINANTS 309
ATTITUDE 65
COMMUNICATION 51
ADMINISTRATIVE/SYSTEMS 122
QUALITY OF CARE | 97
LOST ARVICLES 28

ENVIRONMENT 19

TOTAL: 352
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DOCTOR

NLRSE

RECEPTIONIST

PROVESS. SUPPORT

TECHBNICIAN

HOSFITAL SUPPORT

OTHLER

Quality of

{Cdre

75 (48)

43 (38)

303

3(3)

NOTE: {} = 90/9] FIGURES

Attitude

22 (12)

26 (26)

21 (18)

- (2)

3(¢)

1 (7)

4()

Cormanuni-

cation

45 (28)

12 (6)

11 (8)

1 (4}

1(1)

3(0)

L (1)

Admin.

84 (29)

26 (17)

12 (6)

5 (7)

2 (2)

42 (33)

14 (13)
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