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Thank you to our partners….. 



OCAN Community of Interest  
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Multi-stakeholder group focused on collaboration and knowledge 
exchange related to the use of OCAN  
 
Purpose: Bring together a diverse group of stakeholders to share 
information around the common topic of OCAN use in the interest 
of improving practice, service and systems planning at various 
levels. 
 

Led by Oak Centre, with support from CCIM and EENet 
 
Join the CoI https://www.eenetconnect.ca/g/ocan-community-
of-interest  
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Evidence 
Exchange 
Network 

Province-wide knowledge exchange 
network, supported by knowledge 
brokers. 

 

  
Connects stakeholders with each 
other and with the evidence they need 
to make decisions. 

 

Located in CAMH’s Provincial System 

Support Program. 

EENet.ca 



Provincial System Support Program (PSSP) 

PSSP works with partners across the 
province to move evidence to action in 
support of Ontario’s Comprehensive 
Mental Health and Addictions Strategy.  

  

Has offices throughout Ontario. 

  

Provides capacity and expertise in: 

- Knowledge exchange 

-Data and evaluation 

- Implementation  

-Coaching 

- Equity and engagement 



AGENDA 
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 1 
 Introduction 
to quality 
improvement 

 2 
 Hearing 
from clients 

 Instructions  Emotional 
mapping 
activity 

 3  4 
 Debrief 

 5  6 
 Next steps  



Purpose: Understand your 
experience with OCAN to make the 

process better 
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Introduction to Quality 
Improvement 
Diagnosing a Problem with 
Experience Based Co-Design (EBD) 
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What is Quality 
Improvement? 



What is quality improvement (QI) in 
health care? 
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Source: 

Health Quality Ontario - Quality Improvement page 

Paul Batalden and Frank Davidoff. What is "quality improvement" and how can it transform healthcare?  Qual Saf Health Care. 2007 Feb; 16(1): 2–3. (PubMed) 

IDEAS Glossary:  http://online.ideasontario.ca/terms/quality-improvement/ 

http://www.hqontario.ca/Quality-Improvement
http://www.ncbi.nlm.nih.gov/pmc/articles/PMC2464920/


Working Together to Achieve a Quality Culture 
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The Model for Improvement 

Specify and set the aim 

                     Establish measures 

         Change concepts &  

          change ideas 

PDSA Cycle 

Langley, Nolan, Nolan, Norman, Provost; 

The Improvement Guide, 1996. 

A P 
S D 



3 Ways to Do Quality Improvement  

Don’t listen 

very much to 

our users, & 

we do the 

designing 

 

Listen to our 

users, then 

go off to do 

the 

designing 

 

Listen to our 

users, & then 

go off with them 

to do the 

designing 

(Professor Paul Bate 2007) 



What is Experience Based Co-Design (EBCD)? 
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Experience Based Co-Design is about designing 
better experiences…  



Service Providers Understanding the Process 
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Helpful 

 

Relief 

Comfortable 

Prepared 

 

Love it 

  

  

  

  

  

  

Trepidation 

  

  

  

  

 

Disappointed 

Confused 

Miscommunication 

Impatient 

Anxious 

 

Very Pleased 

Warm 

Welcoming 

Friendly 

  

  

Hesitant 

Nervous 

“I can’t 
recall” 

“Quite a bit 
of 

paperwork 
but was 
warned 

about it” 

“Somethin
g was 

possible 

“In the 
company of 

caring people” 

“Had impression 
that it would stat 

sooner” 

“Lengthy wait” 

“No start date 
given” 

“It’s like watching 
your kids go off to 

school for the 
first time” 

“The trial visit 
took away some 

of the fear” 

“Given a time 
frame of 2 weeks 

to start” 

  

INTAKE 

  

  

ASSESSMENT 

  

TRIAL VISIT 

  

WAITING 

  

FIRST DAY 

“I can’t 
recall” 

“Quite a bit 
of 

paperwork 
but was 
warned 

about it” 

“Something 
was 

possible 

“In the 
company of 

caring people” 

“Had impression 
that it would stat 

sooner” 

“Lengthy wait” 

“No start date 
given” 

“It’s like watching 
your kids go off to 

school for the 
first time” 

“The trial visit 
took away some 

of the fear” 

“Given a time 
frame of 2 weeks 

to start” 

Client/Caregiver – Understanding of the Experience of the Process 



Initial Engagement of Clients and Families 
(Capture vs. Co-Design) 
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Co-Design WITH Clients 
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Hearing from clients/service 
users 

2 
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Our Motto at CMHA-CT 
 

We are included in all 
projects, workshops, 
trainings and 
committees as much 
as possible 



Our CMHA-CT Ambassadors  
 

 

 
In this picture, our 
Ambassadors are 
assisting clients to fill out 
a Recovery Self-
Assessment.  They also 
assist with WRAP and 
volunteer at CMHA events 
when needed. 



Excellence in Quality Improvement Team (E-QIP) 
 

 



Emotional Mapping Exercise 

April 2019  

CMHA ONTARIO CONFERENCE 
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 Why I got involved… 
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Experiences of Niagara Region Service Users 

“Productive 

I feel like I am 

getting things 

done.” 

“Supported 

I know that if I 

have concerns I 

can talk to my 

worker.” 

“Empowered 

I feel like I can reach 

my goals.” 

“Anxious 

I am nervous that I will 

not be able to get the 

help I need.” 

“Hopeless 

my worker doesn’t 

follow up with me.” 73% 

27% 

“Overwhelmed 

I am not getting 

enough help.” 
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Responses of Niagara Region 
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PROCESS STEP # 

 
Comfort with workers  

asking to complete  

self-assessment 

Comfortable to  

complete self- 

assessment 

Uncomfortable  

With technology 

Find OCAN 

conversations with 

worker helpful 

Do not feel 

workers are  

helping with  

goals 

Frustrated doing  

Another OCAN when 

Goals from previous 

OCAN not met 

3 most positive steps/what’s working 

3 most negative steps/pain points 

LEGEND 

HELP 
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Niagara Service Users Fishbone 

Service User 
•Not aware goals are part of OCAN 2 dots 
•What’s in it for me? 

•Never got a call for reassessment 3 dots 
•Don’t understand; don’t want to do 

•Waste of time 

•Uncomfortable with worker doing the OCAN 

Technology 
•Never had the chance  (paper only) 1 dot 
•Willing to learn 4 dots 
•Takes too long 

•Don’t know how 

Why are 
people’s 
goals not 
being met? 

Worker 
•OCAN done because directed to 

•Skills of the worker 2 dots 
•No follow-up on goals 6 dots 
•Changing workers 2 dots 
•Identify OCAN specific staff 1 dot 
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Niagara Service Users Driver Diagram 

Service users will 
report ongoing use 
of the OCAN in 
recovery oriented 
service planning by 
90% 

 

No follow-up on 
goals 

Staff workload 

Staff accountability 

Staff ownership 

Training comfort 

Portal access 

No structure for 
follow-up 

Restructure time 

Buddy system 

Schedule training sessions 

Implement member portal 

Develop protocol for structure of follow-up 

Priorize OCAN  

Staff reports on progress  

No call for 
reassessment 

Willing to Learn 
Technology  

Infrastructure for supervision to discuss staff work on OCAN 
(Schedule regular supervisory meetings) 

Encourage staff to go over goals 

Meet with supervisor 

Not enough time 

Supervisory 
accountability 

Staff hesitation, not 
following-up on goals 

  



What I learned… 
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Instructions for 
Participants  

3 
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Instructions  

1. The purpose of this activity is to better understand your experience at each 
step of the OCAN process 
 

2. Go through each step, and choose either a positive or negative emotion 
that you feel when you complete that step 
 
3. What to write on the sticky note: 

• Write down the emotion you feel, and why you feel this emotion 
o Use one colour post-it note for a positive emotion 
o And another colour post-it note for a negative emotion  

• Then write the corresponding process step number on the post-it note 
 

4. When you are done, put your post-it notes on the wall under the 
corresponding step 

 



  

Tip  
Don’t get caught up 
in thinking about 
the perfect emotion 
to describe your 
experience – just 
pick the first one 
that comes to you! 
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Going through the OCAN Process: 9 Steps 

1.  
My worker 
introduces 
OCAN and 
explains the 
purpose of 
the self-
assessment 

2.  
My worker 
asks if I 
want to 
complete 
the self-
assessment 

3.  

I get 
support to 
complete 
the self-
assessment 
if needed 

4.  

I complete 
the self-
assessment 

5.  
I enter the 
OCAN self-
assessment 
into the 
computer 

6.  
I have a 
conversatio
n with my 
worker 
about my 
areas of 
need 
(domains) 
and actions/ 
goals 

7.  
I decide the 
actions/ 
goals I want 
to prioritize  

8.  
My worker 
regularly 
works with 
me on my 
areas of 
need 
(domains) 
and goals 
from OCAN 

9.  
My worker 
asks me to 
do another 
OCAN self-
assessment 
to review 
my progress 
(reassessme
nt) 



Your emotions can fall into two 
categories 

 Positive: 

 Confident, Comfortable, Empowered, 

Enthusiastic, Grateful, Happy, Hopeful, 

Interested, Optimistic, Pleased, 

Productive, Relieved, Safe, Satisfied, 

Successful, Supported, Valued 
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 Negative: 

 Angry, Anxious, Confused, 

Depressed, Disrespected, 

Frustrated, Guilty, Hopeless, 

Ignored, Insecure, 

Overwhelmed, Resentful, 

Sad, Scared, Uncomfortable, 

Unsure, Worried 

  

  

*feel free to make up your own! 
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Example: Positive Emotion  

# 6 
 

Relieved 
 

I feel relieved to have 
control in the process, to 

meet my immediate 
needs 
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Example: Negative Emotion 

#1 
 

Worried 
 

I feel worried about how 
my answers will be used 
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Assign one person in the room to type 
questions into the chat pod, and who 
can report back at the end 



Now let’s get set up……. 
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Are there any questions before we begin? 



Emotional Mapping Activity 
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Let’s go! 
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10 min 
left 



45 

5 min 
left 
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Time’s 
up! 



Debrief 
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Which step had the most: 

  

Positive emotions – and what were the main 
reasons 

Negative emotions – and what were the main 
reasons 
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Now write in the chat pod 



Next steps 
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• Capture it in the PP reporting 
template (following slides) 

• Quality improvement (QI) – making 
things better for clients 

•  Using different QI tools 

•  Co-designing with clients 

• Report back to clients 
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How can you use this information? 



Report back to the CoI 

 We will be gathering the information from this 
event, to take a look at results from ACROSS the 
province. To help us, please: 

• Gather your findings from this focus group 
(including the positive and pain points) 

• Send rebecca.konigs@camhca a summary of your 
results using the following template – due back 
in three weeks on May 1st 2019 

• We will then follow up with you on the 
provincial results later this summer 
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mailto:rebecca.konigs@camhca
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Template: Making it Easy for you to 
Summarize Emotional Mapping Results 

 

Download in the file share pod 
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Questions? 



54 

Evaluation 

Please take 3 min to complete this 
evaluation 

https://www.surveymonkey.com/r/OCANPart2  

Thank you! 

https://www.surveymonkey.com/r/OCANPart2
https://www.surveymonkey.com/r/OCANPart2

