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MESSAGE FROM 
THE CEO
Every day, in everything we do, all employees and 
practitioners in the Regina Qu’Appelle Health Region 
are expected to embody our organization’s values: 
compassion, respect, collaboration, knowledge and 
stewardship.

These are more than just words. By “Living Our 
Values” we can each help to create an environment 
that fosters respect, pride and accountability while 
enhancing our relationships and our reputation. In 
doing so, we can provide a high quality experience 
for our patients, clients, residents and their families, 
co-workers and all those who interact with our 
health system.

This document has been designed to inform, guide 
and support you towards making a difference 
by “Living Our Values.” It outlines the RQHR 
philosophies and its commitments, and it gives  
clear guidelines on appropriate behaviours.

To find out more, speak to your manager or consult 
the “additional resources” section at the back of  
this guide.

Please read “Living Our Values” thoroughly and refer 
to it often. Together with your commitment, we can 
achieve our Vision of “healthy people, families and 
communities.”

Keith Dewar 
President and CEO

2016
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THE SUNFLOWER
(Helianthus annuus)

In most healing traditions and through generations of healers in the early 
beginnings of medicine, concerns of the body and spirit were intertwined. 
In seeking to find a balance between modern and traditional beliefs, the 
sunflower has become a symbol of healing and hope for many.
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CONNECTING 
THE DOTS
The Vision, Mission, Values and Commitments of the Regina Qu’Appelle 
Health Region set a clear sense of direction for our organization and those 
who work within it.

Our Culture speaks to our commitment to put our patients, clients, 
residents and their families first by providing safe, high quality health 
care services in a welcoming environment. It is built on the foundational 
principles of a culture of safety, patient- and family-centered care, 
continuous improvement, and thinking and acting as one system.

Our priorities and actions build on the strong foundation we have laid  
to become the health care provider we have envisioned in our Vision  
and Mission.

Our Vision
Healthy people, families and communities.

Our vision statement inspires, energizes and helps to create a mental 
picture of the best possible outcome for our communities.

Our Mission
The Regina Qu’Appelle Health Region is a provincial and 
community provider of a full range of safe, quality health 
services, education and research that inspires public 
confidence. We achieve success in meeting the diverse 
health needs of our communities through the strength 
of our people, partnerships and personal responsibility 
for health.

Our mission statement articulates who we are, our purpose and how  
we will achieve success.
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Our Values
Together we succeed through…

Compassion 
Our caring approach to people, families 
and communities.

Respect 
Honesty, trust and valuing diversity, 
as well as similarity, will guide all 
relationships, decisions and actions.

Collaboration 
Relationships built upon a shared vision, 
open communication, involvement and 
genuine recognition for people’s and 
partners’ contributions.

Knowledge 
Continuous improvement and effective 
decision-making based on the pursuit 
of knowledge, evidence, standards of 
practice and sound ethics.

Stewardship 
Accountability for the people and 
resources entrusted to us, and the 
courage to do what is right.

Access to the right care, in the right place,  
by the right provider is a cornerstone of high quality care.

“we are what 
we do”
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A woman, injured in a tragic car accident, which claimed the life 
of her husband, was transported to hospital in Regina. Since she 
did not speak English, staff requested a translator. A woman from 
Housekeeping volunteered to translate and provided comfort and 
support long after her shift had ended. She translated information 
for medical staff and answered the patient’s questions. She 
contacted the patient’s children in Europe and provided them  
with information and reassurance that their mother was in good 
hands. She purchased a meal for the patient using her own funds.

The compassionate woman gave her very 
best that night to help a patient in crisis as 
well as support hospital staff that needed 
her skills.  

Support Services and  
Central Scheduling worker

THERE ARE ANGELS 
AMONG US
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OUR CULTURE – 
OUR COMMITMENTS

Our Culture
The Regina Qu’Appelle Health Region is committed to building a culture 
of safe, high quality care from the perspective of our patients, clients, 
residents and their families in a welcoming environment.

Our Commitments
Patients and Families First: We will consistently ensure our 
patients, clients, residents and their families receive the best possible health 
care experience.

We will achieve this by applying these four core principles*:

• Dignity and Respect. Health care practitioners listen to and 
honour patient and family perspectives and choices. Patient and 
family knowledge, values, beliefs and cultural backgrounds are 
incorporated into the planning and delivery of care.

• Information Sharing. Health care practitioners communicate 
and share complete and unbiased information with patients and 
families in ways that are affirming and useful. Patients and families 
receive timely, complete, and accurate information in order to 
effectively participate in care and decision-making.

• Participation. Patients and families are encouraged and  
supported in participating in care and decision-making at  
the level they choose.

• Collaboration. Patients, families, health care practitioners 
and health care leaders collaborate in policy and program 
development, implementation and evaluation; in facility design; 
and in professional education, as well as in the delivery of care.

*  Institute for Family-Centered Care. n.d. Advancing the Practice of Patient- 
and Family-Centered Care: How to Get Started…, pgs. 1-2. Retrieved from 
www.familycenteredcare.org.

Patients and Families First

OUR CULTURE – 
OUR COMMITMENTS
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Outstanding Client* Service: We will provide safe,  
high quality respectful service in a welcoming environment.

We will achieve this through:

A Welcoming Approach

• Be considerate, respectful and courteous at all times; and

• Listen to truly understand what is important.

Working Together

• Work in partnership to ensure service is coordinated, 
communicated and understood; and

• Share timely, accurate and relevant information with clients  
and the service team to make the best decisions regarding  
service options.

High Quality Service

• Provide service in a timely, skilled and safe manner appropriate  
to patient, client and resident needs.

Continuous Learning

• Focus on continuous improvement through the sharing of ideas 
and by encouraging patients, clients, residents and their families 
to share their service experience.

* Client may refer to:
 1)  clients, patients, residents and their families and/or immediate support systems 

(those important to them);
 2)  An internal client within the organization such as an employee from another 

department/service line.

Outstanding Client Service
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Safety Always: We strive to deliver safe care to all patients, all the 
time. Our commitment guides us continuously to improve the safety of the 
care we provide.

We will achieve this through the following successes:

Patients and their Families…

• Know they are safe, and trust our services;

• Are fully informed and understand their treatments;

• Fully participate in the care process and make decisions on health 
care options; and

• Feel they are heard and respected.

Employees and Physicians…

• Feel confident and supported to engage in conversations on 
patient safety;

• Freely express safety concerns;

• Champion safety practices across the region; and

• Model safety in their conduct and strive for continuous 
improvement.

Patients First…Safety Always!

Safety Always
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In Our Organization…

• A safe environment for patients, employees and physicians 
recognizes that communication and teamwork are essential  
to creating a safety culture across the organization;

• Patient safety is achieved through continuous improvement  
and a fair and trusting culture;

• Quality and safety are measured and results are transparent  
and public; and

• A safety policy framework encourages open disclosure  
of adverse events.

 
Quality and safety is everyone’s responsibility.  

Our goal is to ensure the safety of all those  
who use our services and provide care within it. 
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Caring and Accountable Leadership: We recognize  
that leadership, at every level, is crucial to our success.

Leadership is about people working together to envision and achieve  
a preferred future. It is the ability to inspire, nurture, and mentor others 
toward our shared vision of healthy people, families and communities. 
We will achieve this through a team approach where it is not only those in 
management roles that are expected to lead. Everyone in our organization 
will strive to be better at what we do, possess the courage to do what is 
right, and remain accountable for our thoughts and actions.

Caring and Accountable Leadership

CREATING A  
BETTER VIEW

A woman admitted to palliative care often sat by a window overlooking 

the parking lot. Since she rarely left her room, staff wanted to improve 

her view. The woman had often wintered in a warm climate so staff 

set up a reclining lawn chair with a mannequin in a bathing suit and 

sunglasses. The woman’s family decorated the area with beautiful pots 

of flowers and a three tiered bird feeder. One day there were more 

than 25 gold finches on the feeder, more than anyone had seen before. 

The remarkable effort between staff  
and family inspired conversation  
and the lovely view brought joy 
to everyone.

“When we aren’t enjoying our view, we may just 

need a different perspective.”

Rural Health Care Centre staff
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Ethical Decision-Making*: We will foster an environment where 
the ethical dimensions of care are always considered.

We will follow an ethical framework that provides a standardized approach 
to working through ethics issues and making decisions. The framework 
can include codes of conduct, guidelines, processes and values to guide 
decision making. We will achieve this through ethical behaviour that 
includes, but is not limited to, maintaining confidentiality, protecting and 
properly using the organization’s assets, and complying with laws, rules  
and regulations.

* See also “Ethical Decision-Making Framework” on page 22.

Ethical Decision-Making
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OUR VALUES  
IN ACTION
As a representative of the Regina Qu’Appelle Health Region, it is expected 
that each one of us will act in a manner that best serves our patients, clients, 
residents and their families, and co-workers, and reflects favourably on the 
organization and ourselves. We recognize and value the unique characteristics 
which enrich our society and make people distinct from one another.

These are some of the behaviours that put our values into action:

Compassion
Our caring approach to people, families,  
and communities.

Show You Care

• Be kind and empathetic. Hear their story. Ask how you can help;

• Connect with people by recognizing their feelings;

• Put your heart into doing your job well;

• Be approachable and welcoming;

• Smile and greet people. Respond in a positive way and, where 
possible, acknowledge them by name;

• Respond to requests in a timely, co-operative and informative 
manner; and

• Create a quality client experience.
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Respect
Honesty, trust and valuing diversity, as well as 
similarity, will guide all relationships, decisions 
and actions.

Value Others

• Treat clients, their families and your co-workers with dignity  
and respect;

• Appreciate distinct qualities of others including language, race, 
culture, ethnicity, nationality, gender identity, sexual orientation, 
religion, age, disability, family status, education and socio-
economic background;

• Be sensitive, caring and compassionate while maintaining  
the self-esteem of all the people with whom you interact; and

• Eliminate bullying and hurtful behaviour. Treat others as you want 
to be treated.
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Collaboration
Relationships built upon a shared vision, 
open communication, involvement and 
genuine recognition for people’s and partners’ 
contributions.

Be a Team Player

• Recognize the unique experiences of others and support them  
in becoming valuable members of the team;

• Extend the spirit of teamwork to all team members through 
inclusiveness, considering the perspective of others, honest 
conversation and commitment to team accountability;

• Take responsibility for your own actions and behaviours;

• Be honest and consistent in your actions;

• Be committed to your team’s success by working together and 
following through with group plans, sharing information and 
getting results;

• Offer assistance; do not wait to be asked;

• Share your knowledge, seek input of others and recognize 
accomplishments of all team members; and

• When caring for patients recognize that they, and their families, 
are equal partners in the care team. Share useful information and 
seek their input.

Communicate Effectively

• Communication is a two-way process. Listen carefully and 
try to understand what is being said, then speak clearly to be 
understood or to clarify a statement;

• Your choice of body language, tone of voice and words directly 
impact the manner in which the message is received;

• Eliminate gossip: speak about others as if they were standing near 
you. Reduce destructive venting and complaining; and

• If you have a concern, speak to your manager or supervisor. If you 
are a physician, or other practitioner staff, contact Practitioner 
Staff Affairs.
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Show Recognition

• Acknowledge and celebrate the good deeds of others both 
formally and informally. “Thank you” is a powerful word.

Focus on Solutions

• Handle problems and concerns in real-time; and

• Be part of the solution. Bring forward the problem and a solution 
at the same time.

Contribute to Organizational Success

• Engage in activities that support the organization’s objectives;

• Seek out opportunities to improve our services and work 
environment; and

• Build relationships and partnerships to make a positive difference.

Knowledge
Continuous improvement and effective decision-
making based on the pursuit of knowledge, 
evidence, standards of practice and sound ethics*.

Be Open to Continuous Learning

• Find ways to increase your knowledge and experience;

• Find out about professional development opportunities offered by 
the region;

• Learn from others;

• Share knowledge and information with others; and

• Look for opportunities to participate in research projects.

*See also “Ethical Decision-Making Framework” on page 22.
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Stewardship
Accountability for the people and resources 
entrusted to us, and the courage to do what is right.

Protect Privacy and Confidentiality

Take personal responsibility to ensure you are protecting the privacy 
and confidentiality of others. Employee, physician and organizational 
information is confidential. Patients’ personal health information is also 
confidential and it is protected by law through the Health Information 
Protection Act (HIPA).

Only access and use information that is required for the performance  
of your duties.

Communicate only to those who have a need to know.

Safeguard People and Resources

Take responsibility to safeguard the people and resources entrusted to us. 
Use employer resources for legitimate business purposes only. Comply with 
safety and security measures, as they are designed to protect.

Be Accountable for Our Actions

We are accountable for our actions and decisions, including the outcomes 
they produce. Policies and processes exist to help us make the best 
decisions. Talk with your manager if you are unsure. If you are a physician, 
or other practitioner staff, contact Practitioner Staff Affairs.
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Use Information Systems and Electronic Communication Responsibly

The purpose of these systems is to enhance business performance;  
use them in accordance with that purpose.

All staff, including physicians, are expected to maintain professional 
standards and conduct when utilizing personal communication devices  
and social media.

Safeguard passwords and identification codes to prevent unauthorized 
access to electronic data.

Advocate a Safe and Healthy Lifestyle

Take responsibility for your own safety and the safety of others by engaging 
in safe work practices every day. Use appropriate safety precautions and 
equipment. Promptly report unsafe or unhealthy conditions and take 
suitable steps to correct those conditions immediately. Take responsibility 
for your own health. Seek ways to balance family and work issues, maintain 
a healthy diet and exercise to improve your personal health and well-being. 
Find out about lifestyle resources offered by the region.

By Living Our Values each of us can make 
a difference, and we will create a safe, 

supportive, high quality workplace.
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The lively nine year old sports enthusiast was coaxed by his mother 
to shyly pull me aside after his appointment. I have been involved 
with this boy and his family since he was nine months of age to 
provide therapy to improve his balance and movement, to motivate 
him and to build confidence in his own abilities. I have watched 
him grow from an engaging toddler to an active intelligent boy. 
I was touched and surprised that the hero he chose to describe 
for his school project was me.

“She is my hero because she helps me with 
my disability and she makes braces for 
my legs.”

His unexpected appreciation inspires me 
to continue the work I love.

Pediatric Physical Therapist

MAKING A  
DIFFERENCE
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ETHICAL DECISION-
MAKING FRAMEWORK
The RQHR integrates ethics into the services provided everyday through 
an organizational ethics framework. The framework helps to guide ethical 
thinking and to ensure that ethics is part of daily patient- and family-
centred practice. The goal is to foster an environment where the ethical 
dimensions of care are always considered.

There are four dimensions of organizational ethics:

1. Clinical Ethics – ethical decision-making at the point of care involving 
patients, families and members of the health care team.

2. Research Ethics – ethical decision-making related to research projects.

3. Professional Ethics – ethical behaviour and decision-making at the 
level of the individual practitioner and employee.

4. Ethical Decision-Making – ethical decision-making processes which 
are imbedded in daily practices and are foundational to the operations 
of the Region.

Ethical decision-making refers to the process of evaluating and choosing 
among alternatives in a manner consistent with ethical principles. A good 
decision is both ethical and effective, meaning it generates and sustains 
trust; and demonstrates respect, responsibility, fairness and caring while 
accomplishing the goals assessed as most important by the organization.
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Consideration of the following seven tests helps to ensure that the 
organization’s ethical principles (i.e.: beneficence, non-maleficence, 
autonomy and justice) are being met.

1. Relevant Information Test. Have I/we obtained as much information 
as possible to make an informed decision and action plan for this 
situation?

2. Involvement Test. Have I/we involved all who have a right to have 
input and/or to be involved in making this decision and action plan?

3. Consequential Test. Have I/we anticipated and attempted to 
accommodate for the consequences of this decision and action plan 
on any who are significantly affected by it?

4. Fairness Test. If I/we were assigned to take the place of any one of the 
stakeholders in this situation, would I/we perceive this decision and 
action plan to be essentially fair, given all of the circumstances?

5. Enduring Values Test. Does this decision and action plan uphold  
my/our priority enduring values that are relevant to this situation?

6. Universality Test. Would I/we want this decision and action plan to 
become a universal law applicable to all similar situations, even to 
myself/ourselves?

7. Light-of-Day Test. How would I/we feel and be regarded by others 
(working associates, family, etc.) if the details of this decision and 
action plan were disclosed for all to know?

 Ethical Decision-Making Copyright holders: Doug Wallace and Jon Pekel,  
Twin Cities consultants, Fulcrum Group
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OUR PHYSICIAN 
PARTNERS
Guided by the parameters of their professional 
ethics and working within the governance system 
of the organization, physicians are expected to 
provide high quality patient care.

Supportive Environment for Physicians
Physicians in the Regina Qu’Appelle Health Region are valuable members 
of the health care team and must promote values of compassion, respect, 
collaboration, knowledge and stewardship.

Physicians are granted hospital privileges through the RQHR Practitioner 
Staff Bylaws. These bylaws coupled with practitioner rules and RQHR 
policies outline the governance structure and relationship between the 
region and our physician colleagues. In addition, the region provides 
supports to physicians including learning and development, leadership 
and collaboration opportunities. Together, these enable the provision of 
high quality medical care to patients, clients, residents and their families in 
southern Saskatchewan. As an Academic Health Science Centre the region 
provides education and research experience for many learners in medicine, 
nursing and allied health disciplines.

For further information, please contact Practitioner Staff Affairs at 
306-766-0744.
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Bedridden, nauseous and constantly in pain. This was not what 
one patient thought her life would be at 28 years old. It all changed 
when she found a nephrologist trialing an innovative procedure. 
It was going through its trial phase, but the doctor believed he could 
help her pain and was willing to try.

“For once I felt like a person and not an issue,” she recalls.  
“What got me most was his genuine concern for me.” 

“He came in like a superhero 
in a cape.”

One week after surgery she no longer needed 
pain medication. Thanks to his compassion 
and innovation, she is now back to living life 
and doing the things she loves.

SUPPORTIVE INITIATIVES, 
POLICIES & PRACTICES
Supportive initiatives, policies and practices are in 
place to help you be successful in the workplace.

We want you to be productive and successful in your career with the Regina 
Qu’Appelle Health Region, and we have developed a number of initiatives, 
policies and practices to support you in achieving your goals. For further 
information contact your immediate supervisor or manager, check the  
RQHR intranet, or visit a Visibility Wall or bulletin board in your area.

A HEALING  
HERO
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Additional Resources
If you have any questions about the contents of this brochure, talk to 
your immediate supervisor or manager. If for some reason you are 
uncomfortable speaking with your immediate supervisor or manager, 
feel free to contact:

Workforce Planning and Development – People and Safety
4211 Albert Street
Regina, SK
Phone: 306-766-7266

Acknowledgement
Thank you to everyone who graciously shared their story with us.  
If you would like to contribute a story to the Strength of Our People series,  
please email communications@rqhealth.ca.

To view more stories, go to our website at rqhealth.ca.

ADDITIONAL RESOURCES
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https://www.facebook.com/ReginaQuAppelleHealthRegion
http://www.linkedin.com/company/regina-qu%27appelle-health-region
https://twitter.com/rqhealth
https://www.youtube.com/user/rqhr
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