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We understand these are crucial times in Alberta. To respond to them, the HQCA, together with 
our health system partners, must evolve.

This past year The Minister of Health conveyed his vision for a reframed and expanded 
mandate for the HQCA, directing us to play a significant role in increasing patient safety 
and in enabling person-centred, quality care. The inclusion of a person-centred approach to 
our mandate means putting Albertans at the centre of all that we do, and respecting their 
diverse and unique needs, cultures, and values.

In response, the HQCA Board and its Executive Management have considered how to harness 
and adapt the organization’s expertise, experience, and reputation to generate the greatest 
value for Alberta’s healthcare system. 

We recognize that our people and our relationships and partnerships are essential to delivering 
on our expanded mandate. Promoting and improving high quality, safe, and person-centred 
care is a multifaceted endeavour and we embrace this challenge whole-heartedly. 

The inclusion of a person-centred 
approach to our mandate means 
putting Albertans at the centre of 
all that we do.

Message from the Board Chair and Acting CEO

Charlene McBrien-Morrison
Acting Chief Executive Officer 

Brent Windwick
Board Chair
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Working with our partners, we will fulfil our mandate, in alignment with the priorities of the 
healthcare system. For example, recent HQCA engagement with Albertans has described the 
impact COVID-19 has had on the lives of Albertans, thus contributing to future approaches to 
care and pandemic planning. 

The comprehensive yet focused scope of the HQCA’s 2021-2024 Strategic Business Plan 
demonstrates the maturity of an organization that has evolved over the last two decades. 
What began as a handful of professionals passionate about furthering quality and patient safety 
in Alberta’s health system, is now a team with a broad range of expertise in areas such as 
patient engagement, improvement science, health analytics, knowledge translation, and audit 
and feedback. 

Listening to the voice of Albertans, the HQCA will take this expertise and continue to promote 
and improve person-centred care, patient safety, and health service quality in all of our activities.

Brent Windwick Charlene McBrien-Morrison
Board Chair Acting Chief Executive Officer 
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What began as a handful of 
passionate professionals is now 
a team with a broad range of 
expertise.
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Who we are

The HQCA falls under the umbrella of the Alberta Ministry of Health, which also includes the 
Department of Health and Alberta Health Services (AHS).

The Department of Health implements the Government of Alberta’s strategic direction for 
health and is responsible for overall policy, legislation, and monitoring of the health system.

AHS is the health authority responsible for the delivery of a substantial portion of healthcare 
services across the province.

The HQCA has a legislated mandate under the Health Quality Council of Alberta Act to 
promote and improve patient safety, person-centred care, and health service quality on a 
province-wide basis. 

Our success is dependent on effective collaboration with health system partners such as 
patients and their families, Alberta Health, health service delivery organizations including AHS, 
health professionals, and academia, as well as other provincial and national quality and safety 
organizations.

MINISTER OF
HEALTH

ALBERTA HEALTH
SERVICES

DEPARTMENT OF
HEALTH

HEALTH QUALITY
COUNCIL OF ALBERTA

PURPOSE

The HQCA Strategic Business 

Plan is a document to support 

public accountability over a 

three-year timeframe. It describes, 

at a strategic level, the actions 

we will take in carrying out our 

legislated responsibilities – 
promoting and improving patient 
safety, person-centred care, and 
health service quality.
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ORGANIZATIONAL STRUCTURE

The HQCA is governed by a board 

of directors, appointed by the 

Minister of Health. Members 

include healthcare professionals, 

business leaders, academic 

representatives, and the public.

MINISTER OF
HEALTH

BOARD OF
DIRECTORS

CHIEF EXECUTIVE
OFFICER

EXECUTIVE
DIRECTOR

DIRECTOR,
COMMUNICATIONS

& ENGAGEMENT

DIRECTOR,
FINANCIAL
SERVICES

DIRECTOR,
HEALTH SYSTEM

ANALYTICS

DIRECTOR,
HEALTH SYSTEM
IMPROVEMENT

PATIENT & FAMILY
ADVISORY 

COMMITTEE
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What guides our work

1010101001010101010011001010101011000100010010101001000100100100

The HQCA Strategic Business Plan is in alignment with the Ministry of Health outcomes, HQCA 
Act, and the Alberta Quality Matrix for Health; and is informed by our Patient & Family Advisory 
Committee and health system partners. 

MINISTRY OF HEALTH BUSINESS PLAN OUTCOMES 2021-2024

1.  A modernized, seamless health care system built around the needs of individuals, families,  
 caregivers and communities, and supported by competent, accountable health professionals.

2.  A safe, person-centred quality health system that provides the most effective care for each  
 tax dollar spent.

3. The health and well-being of all Albertans is supported and improved, and health inequities  
 among population groups are reduced.



PHARMACY

CLINIC

HEALTH QUALITY COUNCIL OF ALBERTA ACT

The Health Quality Council of Alberta Act was amended in July 2020. It reflects a new and 
expanded mandate, with a particular focus on person-centredness. The legislated mandate is 
articulated in the following objectives:

â Assist in the gathering of information and evidence, 

 including by means of research activities and reviews, the evaluation of programs and   
 other initiatives, and the synthesis, dissemination, and exchange of knowledge relating to  
 patient safety, person-centred care, and health service quality. 

â Identify effective practices and make recommendations

 for the improvement of patient safety, person-centred care, and health service quality.

â Assist in the implementation and evaluation of activities,

 strategies, and mechanisms designed to improve patient safety, person-centred care, and  
 health service quality.

â Engage with Albertans

 on their experience and satisfaction with patient safety, person-centred care, and health  
 service quality.

â Assess or study matters

 respecting patient safety, person-centred care, and health service quality.

2021-2024 Strategic Business Plan 6



BEING HEALTHY

Achieving health and 

preventing occurrence

of injuries, illness, 

chronic conditions and 

resulting disabilities.

GETTING BETTER

Care related to 
acute illness or 
injury.

LIVING WITH ILLNESS 

OR DISABILITY

Care and support 

related to chronic 

or recurrent illness 

or disability.

END OF LIFE

Care and support that

aims to relieve suffering

and improve quality of 

living with or dying 

from advanced illness 

or bereavement.

APPROPRIATENESS

Health services are 

relevant to user needs 

and are based on 

accepted or evidence-

based practice.

EFFECTIVENESS

Health services are 

based on scientific 

knowledge to achieve 

desired outcomes.

EFFICIENCY

Resources are 
optimally used in

achieving desired 

outcomes.

SAFETY

Mitigate risks to 

avoid unintended 

or harmful results.

www.hqca.caAdopted June 2005 by the Health Quality Network, an HQCA collaborative. Adapted from the Agency for Healthcare Research and Quality, U.S. Deprtment of Health and Human Services under contract to the Institute of Medicine. 

ACCEPTABILITY

Health services are 

respectful and 
responsive to user 

needs, preferences 

and expectations.

ACCESSIBILITY

Health services are 

obtained in the most 

suitable setting in a 

reasonable time 

and distance.

DIMENSIONS
OF QUALITY

AREAS
OF NEED

ALBERTA 
QUALITY MATRIX 
FOR HEALTH
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ALBERTA QUALITY MATRIX FOR HEALTH

The HQCA’s Alberta Quality Matrix for Health helps organize information and thinking and serves as a lens through which the healthcare 
system can be viewed. It provides a common language, understanding, and approach to defining health system quality for Albertans and 
health service providers and organizations.



VISION
Quality healthcare for all.

Dimensions of quality:
Acceptability ¡ Accessibility ¡ Appropriateness

 Effectiveness ¡ Efficiency ¡ Safety

MISSION
To promote and improve patient safety, 
person-centred care, and health service 
quality throughout Alberta. 

Engage
Engage with Albertans and our 
healthcare partners on their 
experiences and perspective with 
patient safety, person-centred 
care,and health service quality.

Assess
Evaluate, review, research, and 
analyze by gathering information 
and evidence that inform 
recommendations to drive 
actionable improvement.

Improve
Identify and influence adoption 
of effective practices through 
the synthesis,dissemination, and 
exchange of knowledge to 
improve experiences, outcomes, 
and value for Albertans. 

Integrity
We take an ethical 
approach, are objective
in our analysis, and 
are transparent with
our work.

Evidence
We believe in the 
power of information 
and use trusted sources 
to inform our work.

Inclusivity
We believe diverse 
perspectives strengthen 
our organization and 
our work.

Participation
We believe our work 
is better when the
wisdom of others is
incorporated.

Independence
We work to achieve 
our legislated mandate 
without inappropriate 
influence or bias. 

=

People
The people of Alberta 
are at the centre of 
what we do. 

Our values underpin the collective wisdom and expertise of our staff, Board, and patient and family advisors to deliver on our Vision and Mission.

The Strategic View provides the framework that guides the HQCA’s strategic decision-making and planning. 
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Strategic view

STRATEGIES Fullfilling our legislated mandate to: 

OUR VALUES What makes us who we are? Here’s what we believe in: 



Engage with Albertans and our 

healthcare partners on their  

experiences and perspective with 

patient safety, person-centred care, 

and health service quality.

Strategies: engage, assess, improve

ENGAGE

Patients, families, and caregivers are the foundation for healthcare decision 

making. Understanding and responding to their experiences are 

integral to achieving person-centred care. The HQCA is well positioned to 

expand its outreach by building on existing engagement activities. In 

doing so, the HQCA supports the system-level objective of achieving a 

healthcare system that is built around Albertans’ and patients’ needs. 

HOW ARE WE CURRENTLY ENGAGING WITH ALBERTANS? 

â HQCA Patient and Family Advisory Committee, an 11-member committee with diverse    
 representation from across Alberta, identifies, studies, reviews, advocates, and advises the HQCA  
 on patient safety, person-centred care, and healthcare quality from a patient/family perspective.

â We use multiple engagement approaches (e.g., surveys, focus groups, and interviews) to collect   
 and report on the experience of those that use our healthcare system. Examples include: 

 ¾ COVID-19 experiences and impact studies conducted in 2020. 

 ¾ Continuing care experience surveys and interviews in long-term care, home care, and   
  designated supportive living.

â We engage with Albertans and health system partners as part of our system reviews and   
 assessments aimed at improving healthcare services. Examples include:

 ¾ Continuity of Patient Care Study (Greg Price story)

 ¾ Crowfoot Village Family Practice and Taber Clinic Case Study Evaluation

 ¾ Healthcare System Patient Complaints Management Review

9
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â Current and future engagement activities will continue to model the concepts of person-  
 centred care.

â We will expand our engagement activities by:

 ¾ Developing a network of Albertans from which to access diverse voices regarding   
  healthcare experiences. 

 ¾ Capturing the experiences of underrepresented populations to be more inclusive of all  
  Albertans.

â Engagement activities will continue to follow best practices established by the    
 International Association of Public Participation and other leading practices, adapting  
 to the needs of our target populations.

HOW WILL WE ENGAGE WITH 
ALBERTANS OVER THE NEXT THREE 
YEARS?

2021-2024 Strategic Business Plan



HOW ARE WE CURRENTLY ASSESSING ALBERTA’S HEALTHCARE SYSTEM?

â Since 2011, the HQCA has been providing Primary Healthcare Panel Reports upon request to family physicians across  
 the province. This resource is an invaluable tool to support and inform program planning, panel management, quality  
 improvement, and policy development at the various levels of the primary healthcare system.

â We conduct quality and patient safety assessments, studies and reviews ranging from the investigation of specific  
 adverse events to more systemic issues. Each of these reviews has resulted in a series of recommendations aimed  
 at improving health service quality and patient safety at various levels of the healthcare system. Examples include:

 ¾ Review of Operations of Ground Emergency Medical Services 

 ¾ Crowfoot Village Family Practice and Taber Clinic Case Study Evaluation

 ¾ Healthcare System Patient Complaints Management Review

â We provide various levels of reporting on Albertans’ experiences across the healthcare system. For example,   
 individual site/operator/zone level reports that provide detailed information on areas where a particular area of the  
 health system is performing well and where it can be improved.
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Assess, evaluate, 
review, research and 
analyze by gathering 

information and evidence and 

make recommendations to drive 

actionable improvement.

Strategies: engage, assess, improve  

ASSESS

Analytics, evaluation, and assessment are a means of understanding where the health 

system is doing well and where there are opportunities for improvement. Moving forward, 

we will direct our analytic capabilities to: assist our health system partners to evaluate 

programs and other initiatives that identify effective practices and reduce variation; further 

support evidence-based decision making; and support a sustainable healthcare system. 

In doing so, the HQCA supports the system-level objective of achieving a safe, high quality 

health system that is sustainable into the future. 

hqca.ca
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â We will continue to collaborate with our partners to identify variation across the healthcare   

 system, promoting opportunities for improvement through the implementation of evidence-based   
 practices, thus contributing to improving outcomes and reducing costs. 

â We will explore transitions of care across the healthcare system, as well as the social and   
 community services sector, to identify opportunities to improve patient safety, person-centred care,  
 and quality of care.

â We will work with health system partners to identify and adopt patient reported outcome   
 measures that can be used to guide appropriateness and efficiency assessments. Partners   
 include, but are not limited to: 

 ¾ University of Alberta’s PROMs and EQ-5D Research and Support Unit

 ¾ Institute of Health Economics

â We will assist in the assessment of less studied areas of health service delivery related to   
 patient safety, outcomes, and person-centred care. 

â We will continue to support the goal of accessible and coordinated mental health and   
 addiction services and supports.

â We will support the Alberta Surgical Initiative, as needed, from the perspective of patient safety,  
 person-centred care, and quality.

HOW WILL WE ASSESS THE 
HEALTHCARE SYSTEM OVER 
THE NEXT THREE YEARS?
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HOW HAVE WE INFLUENCED THE IMPROVEMENT OF ALBERTA’S HEALTHCARE SYSTEM?

â Patient Experience Awards recognize and spread knowledge about initiatives that improve the patient’s  
 experience in accessing and receiving healthcare services. 

â We have developed leading practice resources that promote and improve patient safety and quality 
 healthcare for both providers and the public. Examples include:

 ¾ It’s Okay to Ask – tools and tips to help Albertans communicate with their healthcare team.

 ¾ Playing it Safe: You and Your Medications – gives Albertans information that can help them take an   
  active role in their own medication safety.

 ¾ Just Culture website – resources and tools to help organizations, providers, and patients felt comfortable  
  raising concerns about patient safety that supports a reporting and learning culture.

 ¾ Disclosure of Harm to Patients and Families Framework and support materials – helps health care   
  providers through a process of open disclosure when a patient experiences unanticipated harm.

Improve by identifying and in�uencing 

adoption of effective practices and 

synthesizing, disseminating, and 

exchanging knowledge that improves 

the experiences, outcomes, and value 

for Albertans.

Strategies: engage, assess, improve  

IMPROVE

Our core mandate is to promote and improve patient safety, person- 

centred care, and the quality of health services. To do so, we share 

our expertise and provide a credible, objective voice to our 

partners. We will continue in this role. This strategy supports the system- 

level objectives of creating a modernized, seamless healthcare system 

that leads to improved health outcomes and a safe, high quality health 

system that is sustainable into the future.
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HOW HAVE WE INFLUENCED IMPROVEMENT – CONTINUED

â Quality Exchange shares information about positive things happening in Alberta’s healthcare system.   
 Examples include:

 ¾ A four-part series featuring positive initiatives at long-term care sites in Alberta.

 ¾ A two-part series featuring positive initiatives taking place in primary care.

â We have conducted assessments, studies, and reports that interpret health system data. This data supports  
 quality and safety management, and helps identify areas of improvement. Examples include:

 ¾ FOCUS on Healthcare interactive online reporting.

 ¾ Primary healthcare – physician/clinic/PCN panel reports.

 ¾ Setting a Foundation for Measuring and Reporting on Quality in Primary Care Networks 2020. 

 ¾ Understanding Parent and Guardian Experiences with Mental Health Services for Children and Youth.

2021-2024 Strategic Business Plan



â We will support our partners’ efforts to improve patient concerns management across 
 the province.

â We will work with our partners to identify and support the adoption of person-centred  
 care principles across the health system.

â We will continue to foster and support a systems approach to patient safety and patient  
 safety culture.

â We will continue to foster and support a culture of improvement and quality and safety  
 management.

 ¾ Further leverage the power of audit and feedback reporting to improve and support   
  sustainability; providers will be able to see their contribution to system goals and align  
  improvement efforts accordingly. 

 ¾ With our health system partners create learning opportunities and resources for   
  Albertans and providers that support person-centred care.

 ¾ Support our partners in their efforts to build improvement capability through effective  
  and efficient use of our collective resources.

 ¾ Build strong and effective networks locally, nationally, and internationally to identify  
  effective practices and innovations in patient safety, person-centred care, and health   
  service quality.

HOW WILL WE PROMOTE AND 
IMPROVE PATIENT SAFETY, 
PERSON-CENTRED CARE, AND 
HEALTH SERVICE QUALITY OVER 
THE NEXT THREE YEARS?

15
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