
Improvement work gives patients a voice

Cindy Dumba has volunteered hundreds of hours in the last four years to make health care better for

patients and families in Regina Qu’Appelle Health Region.

She commits her time for a couple of reasons – she doesn’t want others to experience the frustrations

she and her family have when navigating the health care system, and she believes that each of us has an

important role to play in making health care patient- and family-centred.

Cindy has been both a caregiver – to her parents who suffered from poor health for the last decade of

their lives – and a patient, receiving a total knee replacement.

As a caregiver, she and her parents experienced many frustrations and disappointments, including long

waits for services, her father acquired a superbug which meant the family could no longer touch or kiss

him and were required to glove, gown and mask in his presence, but the most upsetting experience of

all was the care her mother received during her last stay.

“We asked for help, couldn’t get the help. . . There was a fireball of misinformation. Lots of ball

dropping and miscommunication which led to a bad ending for mom. She passed away because care

wasn’t delivered at a proper time.”

Within months, Cindy became a patient herself, receiving a total knee replacement.

“We all think we’re going to be good as new after the surgery and that’s not the way it works. I thought

patients needed to take a little more responsibility in getting educated and learning about what actually

is going to happen to them.”

Soon after, when Cindy was asked to take part in a patient focus group focused on hip and knee surgical

issues, she felt she had a responsibility to participate.

Although she was uncertain at first, “we were welcomed and our voices were heard. We were listened

to. We can see some of our ideas being used every day in the hospitals and it’s making our journeys as

patients and family members much better.”

Cindy has worked on several rapid process improvement workshops (RPIWs), Lean events that create

small changes which are trialed over a one-week period.

“We’ve found waste, we’ve found things that could be done better or quicker. . . . I’m seeing time used

more wisely, more efficient work for sure.

“Ultimately, as a result of this work, health care ends up being more patient- and family-focused

because there’s more time for frontline workers to do what they want to do, what they love to do.”

She said it’s important for health care workers to understand that when patients and their families ask

questions “we’re not challenging their authority, or their professionalism, or their knowledge. We’re

merely asking a question to learn. We want to be part of our own health care teams. We want to be part

of the solution. We just want to be part of the care. And the one thing we all have in common is that we

can all be a patient one day.”
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