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Executive Summary

While COVID-19 continued to dominate the world in 2021, our hospital found a way to do what we
do best: care for children and families. During this time, the health and safety of patients, families
and our staff remained at the forefront. All screening, protection and sanitary measures remained in
place, we continued to respect all Headquarters and Government protocols and we remained a
COVID-free hospital. Our COVID hotline answered numerous calls from staff and families (in peak
times, 25 calls per day) and we tested patients and staff all while continuing to help our McGll
University Health Center (MUHC) partners when needed.

With the protocols and processes that were so well established in 2020, our hospital was equipped
to weather the storm exceptionally well and in fact, it can be said that the pandemic, with all its
restrictions, has fueled our teams to continue to strive to do even more for our patients and families.

2021 saw the arrival of Dr. Thierry Benaroch as the new Chief of Staff. He brought his extensive front
line experience and network, his dynamism as well as his teaching experience to the table. Together,
the Leadership team continued to tackle all of the hospital priorities set forth in the Action Plan of the
Strategic Plan in order to meet our objectives. In addition, the hospital Leadership team has continued
to focus on the development of an organizational plan and the person-centered approach and
together with our Board of Governors and Temples the advancement of Canadian portion of the
international Strategy.

There were many remarkable successes in 2021 which are described in this report. Here are but a
few:

1 We exceeded our targets for our Ambulatory Clinic and Surgical encounters, reaching pre-
COVID volumes all while referrals grew steadily;

1 Our Basic Research Laboratory published a record number of papers and received record
funding;

1 The Inpatient Unit was recognized with the Press Ganey Guardian of Excellence Award for the
6" year and the Pinnacle of Excellence Award for the 3 year.

1 The Quebec Government continued to reimburse COVID-19 expenses in addition to its
commitment of more than 25 million dollars annually.

1 Telehealth expanded in our clinical care, in addition to our physicians who were trained in
2020 and 2021, allied health professionals engaged in telehealth as members of the
rehabilitation team and our nutritionist were trained thereby providing care at home to more
children, teens and families;

1 Our Human Resources Department rebuild developed into a dynamic and cohesive team,
which together with the Board of Governors, presented our first Board Awards;
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1 Our Finance Department restructuring brought new talent to the organization who are
supporting the changes required to comply with all requirements;

1 The latest Press Ganey staff survey saw major improvements in staff morale in most sectors
of the hospital;

1 As part of the implementation of our Planetree initiative (person centered approach), we
launched a series of activities to bring the Shriners Hospitals for Children values to the forefront
and to ensure that our staff understands the values and the behaviors that are expected with
each value.

Clinical

In 2021, we achieved 23,795 ambulatory care encounters, which was a 20.2% increase from 2020
and just below our pre-COVID 2019 encounters (24,743).

We continued to focus energy on increasing our points of contact with families in their own
community reaching 489 telehealth encounters, and 190 outreach encounters, despite the fact that
most interprovincial outreach clinics continued to be on hold due to COVID.

Overall, the total number of surgeries (1,260) was 20% more than the 2020 volume, and 16 more
surgeries than in 2019 (despite our COVID challenges). Day Surgeries account for 70% of total
surgeries performed at Shriners Hospitals for Children - Canada.

Overall, in relation to 2020, the volume of clinical activity in Rehabilitation increased in 2021. In
Physiotherapy (PT), the total number of 2021 visits, 8329, corresponds to 6% less than in 2019 (8329
total visits cf. 8858). In Occupational therapy (OT), the 2021 total of 2483 visits corresponds to 13%
less than in 2019, with its total of 2864 visits.

In 2020, the Motion Analysis Center (MAC) saw 211 patients. This is below average for two reasons,
one being the absence of a full time physical therapist for several months, and the other is a result
of the impact of COVID-19.

Our Inpatient Unit received the Press Ganey Guardian of Excellence Award for the 6™ year in a row,
and for a 3 year we also received the Pinnacle Award.

1 COVID testing for patients totalled 1099 and reached 479 staff and/or family members
1 Approximately 100% of services were resumed as compared to 2020
M There continued to have been no COVID outbreaks at SHC-Canada

During this time, our employees continued to adapt to our growth and respond to the increasing
demands of our reality incorporating all of the new COVID processes.

Human Resources and Personnel (’

The Human Resources (HR) team at SHC-Canada became fully operational in 2021. The service was
awarded two (2) additional FTE’s in order to support its capacity to fulfill the entire HR offer of service
within our evolving organization. An additional Human Resources personnel officer and a new
occupational health and safety nurse were added to the service.

Shriners Hospitals for Children - Canada 2



We continue to progress with the various initiatives within our two-year action plan as several policies,
procedures and programs have been finalized and implemented within the past year. Some of these
initiatives bring increased clarity to processes while others bring a renewed support to the
development and mobilization of staff and managers.

The Press Ganey Employee Engagement survey was launched in June as part of the renewed exercise
throughout the Shriners’ network. We are pleased to announce that SHC-Canada scored 4.27 out of
5 for global employee engagement, a measure of overall employee workplace satisfaction. 206
employees responded to the survey which corresponds to 53% of our workforce.

Management Development

In September 2021, HR launched its formal Management Development Program. The content of the
program was presented to the Senior Management Committee, the Management Committee and to
the HR Board of Governors Committee. The feedback was very positive and the content was well
received. To kick off the program, in October, managers were invited to participate in a short survey
to communicate their preferences and their needs with respect to management development. 60%
of managers responded to the survey. They identified the following global priorities:

1 Managing budgets;

1 Managing employee performance;

7 Strategic planning;

1 Leadership and management fundamentals and

1 Dealing with difficult employees.
A coaching component will be included in this program in 2022. 73% of managers communicated
that a professional coach would be helpful to them as managers. Their priorities include:
Leadership skills;
Managerial courage;
Change management;
Managing conflict and
Strategic ability.
The first two activities, Management Training and the Coaching program, will be launched in the
Spring of 2022.
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Personnel

The staffing situation at SHC - Canada remains stable as we continue to navigate through a global
pandemic. HR continues to make efforts to ensure that the career opportunities are visible to
potential candidates through the increased use of social media such as LinkedIn. The team also took
advantage of tools to facilitate the sourcing of talent. The HR staff had the opportunity to participate
in career fairs that took place at local colleges. Not only did this give the team an opportunity to
recruit new candidates, but it also helped to increase our visibility as an employer within the Montreal
job market.

At the end of the year, we developed at tool to introduce the process of Exit Interviews. This
voluntary process helps HR and management to understand the reasons for employee departures,
gives us insight into organizational problems, helps gauge organizational culture, gives employees a
platform to air concerns and identifies how the organization may adjust its practices to ensure a better
retention of employees.
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Employee Recognition and Mobilization

The highlight of the employee recognition events in 2021 was the first annual Board Awards. In
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