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Land Acknowledgment
We wish to acknowledge that the land on 
which we gather is the traditional and 
unceded territory of the Coast Salish Peoples, 
including the Musqueam, Squamish, and 
Tsleil-Waututh Nations. 

Vancouver Coastal Health is committed to delivering 
exceptional care to 1.2 million people, including the First 
Nations, Métis and Inuit in our region, within the traditional 
territories of the Heiltsuk, Kitasoo-Xai'xais, Lil'wat, Musqueam, 
N'Quatqua, Nuxalk, Samahquam, shíshálh, Skatin, Squamish, 
Tla'amin, Tsleil-Waututh, Wuikinuxv, and Xa'xtsa.
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Experience in Care 

The Experience in Care team is a regional Vancouver Coastal Health program integrated 
with Quality, Clinical Risk, and Safety. 

Our mission is to use a people centred approach to understand, embed and improve 
experiences in care in partnership with patients, families, caregivers and staff.  

People-centred care is foundational to healthcare excellence.. 

A goal is a culture shift from “doing to/for” to “doing with”



People Centered Care 



Patient Stories Video 



Patient Stories Project 



Experience in Care



Background



Background



The Why 
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The Patient Stories Project 
The Early Days



Jaclyn’s Story 



Research
Impact on Staff 

“It’s like a very visual reminder…that we do good work here, 
regardless of how we feel sometimes when we go home,  

…the moral distress,…the compassion fatigue…we do good 
work, and people do get better…”

-ICU Nurse



Research  
Impact on Patients 
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Vision and Goals



Describe the event that brought you to the hospital.
Example - Why did you come to the hospital, Where were you looked after, How long did you 
stay When were you discharged home? *in two or three sentences please describe the event 
that brought you to the hospital*

Who made a difference in your journey, and how?
Example – What are some specific interactions that you remember, what was the name and 
role of the individuals involved (if you can remember), how did that make you feel and why?

Tell us about what life is like for you today?
Example – Where are you at in your recovery? What are you enjoying doing now? What is 
something you are proud of lately?

Optional - Is there anything else you would like to say to the people who cared for you? 
Example - In one or two sentences, what would you write to them on a thank you card?







Cultural Safety 

Invitation calls out 

voices that are marginalized

Every patient is asked an Indigenous Self 

Identifying question

Patients who identify as indigenous are offered additional resources through the Indigenous 
Patient Experience Team.



1. Our Experience in Care team, who supports the Patient Stories Project, 
will have completed the Indigenous Culturally Safe (ICS) education. 
2.In the updated materials, voices of the marginalized are specifically 
called out. 
3. Every patient who submits their story is now asked the Indigenous self 
identifier question, and we provide transparency about why it is being 
asked.
4.Patients who identify as indigenous will be offered to be interviewed 
by members of the Indigenous Patient Experience Team, in person if 
they choose, and offered resources to ensure every effort is made for 
cultural safety throughout the process. 
5. If sharing their story is triggering, resources will be provided to contact 
for further support. 
6. Patients can remain anonymous and withdraw their story at anytime.
7. Patients approve their stories prior to sharing it with the teams.
8. Safeguards are in place to connect patients to the Patient Care Quality 
Office to submit a complaint if necessary. 
9. Patients will be asked for consent to be further contacted in the future 
to ask additional questions about their experience, or to participate in 
other quality improvement or education opportunities. 
10. Patients will be given a copy of their story and a thank you letter to 
reveal the impact of sharing their story with their teams. 
11. We are on a path to developing and learning a process towards data 
sovereignty for Indigenous patients who share their story. 

Cultural Safety 
On a path of learning and listening 



Partnering with the Trauma Program 



Trauma Patient Journey 



VGH Trauma Clinic





Sharing Patient Stories
Education Days & Patient Visits 



Sharing Patient Stories
Grand Rounds & Teaching



Sharing Patient Stories
Organization Campaigns; Falls week 



To Learn More 
www.ONEVCH.ca



To Learn More 
Patient Stories Tool Kit 





Thank you

lara.gurney@vch.ca 
LinkedIn 
Twitter @laragurneyRN


