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Setting a New Standard in Quality and Value

Dear Patient,
On behalf of the entire team, I would like to welcome you and your family to 
our hospital. We know that this may be a difficult time for you and your family. 
Our staff and volunteers are committed to ensuring that you have a positive 
experience and get back to the comfort and safety of your home as soon as 
possible. 
You likely have many questions about your care and hospital stay, which this 
Patient Guide will help to answer. If you wish to speak to someone, you can talk 
to a member of your care team, the manager on your unit, or the Patient Relations 
department.
For over 86 years, our hospital has been the hospital of choice for the people of 
east Toronto. Our teams provide high-quality care for everyone who walks through 
our doors. We have been there to look after you and your loved ones during all 
stages of life; delivering babies, caring for children during their growing years, 
providing emergency, mental health or surgical services, or enhancing the quality 
of life during one’s final days. 
We continue to set new standards in patient care, including faster diagnoses 
for cancers and specialty services like thoracic surgery. As we get ready for the 
construction of our new Ken and Marilyn Thomson Patient Care Centre, we will be 
able to provide even better care for generations to come. 
Your comments and suggestions are important to us. Please feel free to give us 
feedback that will help us understand how we can make your time with us as 
comfortable as possible. 
Sincerely, 

Sarah Downey
President and Chief Executive Officer
Michael Garron Hospital
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Behind-the-Scenes
An Evening of Discovery and Innovation 

March 2, 2016

We are $50 million stronger, thanks to a historic gi�  from Berna and Myron Garron. It is the 
largest donation in the hospital’s history, and the largest ever to a community hospital in Canada. 

Berna and Myron have made this magni� cent gi�  to honour their late son, Michael, who was 
born at Toronto East General. He died of cancer at the age of 13. Near the end, afraid of being 
forgotten, his mother reassured him that he would always be remembered.  

We are proud to honour the gi�  from the Garrons and help keep the memory of their son alive by 
renaming the building at 825 Coxwell Avenue, the Michael Garron Hospital. It is the heart of the 
newly forming Toronto East Health Network (TEHN) which will build on our legacy to 
enhance outreach into the community and give us a strong foundation for an even brighter 
future. � e TEHN will improve the coordination of care for patients in the community through 
a partnership between the hospital and other local health care providers. 

Michael Garron Hospital is an award-winning community teaching hospital, focused on 
patient-centred care in some of the most socially and economically diverse neighbourhoods 
of Toronto. 

825 Coxwell Avenue
Toronto, Ontario M4C 3E7

T  416.469.6003 - F  416.469.6605

Toronto East General Hospital Foundation foundation.tegh.on.ca @EastGeneral � .com/TorontoEastGeneral @TorontoEastGeneral
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Your Notes

Mission, Vision and Values
Mission
As Ontario’s leading community teaching hospital, we achieve the highest 
standard of patient care, teaching, innovation, community partnership and 
accountability: Above all, we care.

Vision
Setting a New Standard in Quality and Value.

Values
We value Excellence, Kindness and Respect
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Accessibility
We are committed to providing accessible service for all. Services will be provided in 
a manner that respects the dignity and independence of persons with disabilities.  
The provision of service to persons with disabilities will be integrated wherever 
possible. Persons with disabilities will be given an opportunity equal to that given 
to others, to obtain, use or benefit from the goods and services provided by and on 
behalf of the organization.  For your convenience, the hospital’s Accessibility Plan can 
be found under the “Patient and Visitors” section of our website at www.tegh.on.ca.

Patient Rights & Responsibilities
Everyone at the hospital – patients, family members, friends, staff, 
doctors, volunteers and students – has the right to:

• A safe place.
• Be treated with courtesy and respect.
• Be free from abuse or discrimination based on age, gender, gender identity, 

sexual orientation, race or religion.
• Have individual needs and preferences respected.

Our staff will do everything they can to ensure you are safe and treated with courtesy. 
Please do your part by treating our staff and other patients in the same manner.
Together, we are partners in making the hospital experience safe.

Hospital Map
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Your Rights:
While you are at the hospital, you have the right to:

• Ask for and receive information about your care.
• Take part in decisions about your care, suggested tests and treatment.
• Speak freely about your concerns and ask questions. 
• Know the names and roles of those involved in your care.
• Know when healthcare students are involved in your care. 
• Choose to have family or a friend involved in your care.
• Have your privacy and personal space respected.
• Have your personal and health information kept private and confidential.

Your Responsibilities:
While at the hospital, you - as well as your family and friends - have 
responsibilities to your healthcare team and other patients. You have a 
responsibility to:

• Respect the privacy and personal space of others.
• Give your healthcare team accurate and complete health information.
• Participate in making decisions about your treatment, plan of care and plan for 

leaving the hospital.
• Let your healthcare team know when you want family or a friend to be 

involved in your care.
• Ask questions when you do not understand information you have been given.
• Accept responsibility for the decisions you make about your treatment.
• Follow your plan of care or tell your healthcare team if you are unable to do so.
• Understand that other patients may have care needs more urgent than your own.
• Know that your healthcare team cannot follow requests that are considered to 

be medically, legally or ethically inappropriate.

Your Healthcare Team 
The most important member of the healthcare team is you/your family. 

Your healthcare team may include the following: 
• Doctors
• Nurses
• Pharmacists
• Social Workers
• Dieticians
• Psychologists
• Physiotherapists

MGH is a teaching partner with the University of Toronto and a number of other 
learning institutes. Therefore, during your time at the hospital you may be seen by 
medical trainees and students. In addition the hospital continuously participates in 
research studies and innovative initiatives. 

• Respiratory Therapists
• Occupational Therapists
• Speech Language Pathologists
• Spiritual Care Professionals
• Technologists
• Patient Care Assistants
• Volunteers
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Directions to the Hospital
The hospital is located at 825 Coxwell Avenue, between Mortimer and  
Sammon Avenue. 

By Car
Exit at Don Mills Road South off the Don Valley Parkway and travel eastbound 
(turn left) onto O’Connor Drive. Turn right (travel south) at Coxwell Ave.
Metered parking is available around the hospital. Visitor parking is available off of 
Sammon Ave. and Mortimer Ave.

By TTC
The hospital is located just north of the Coxwell subway station. The Coxwell 
subway station is located at 1568 Danforth Ave., between Greenwood and 
Woodbine along the Bloor-Danforth line. At Coxwell subway station take the 
northbound bus (#70 or #70A) to Sammon Ave.

Wheel-Trans
Wheel-Trans picks up registered Wheel-Trans customers with mobility difficulties 
at the Coxwell Lobby Entrance (main entrance of building).  To apply for Wheel-
Trans registration please call Wheel-Trans customer service Monday to Friday 
from 8:00 a.m. to 4:00 p.m. at (416) 393-0464.

Taxi Cabs
Many taxi companies service the hospital and taxi cabs are readily available at the 
Coxwell Lobby main entrance. A direct-dial telephone line to Beck Taxi is located on 
the wall beside the revolving door entrance in the Coxwell Lobby. To request a taxi 
please call (416) 751-5555 or on-line at www.becktaxi.com
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Parking
Parking Rates
Parking for patients and visitors is located in the Sammon Avenue and  
Mortimer Avenue parking lots.
Every 20 minutes or less costs  ...... $3
Maximum (7:00 a.m. – 6:00 p.m.) ... $15
Flat rate (6:00 p.m. – 7:00 a.m.)  ..... $7

Weekends and Holidays
Flat Rate (7:00 a.m. – 5:00 p.m.) ..... $7
Flat Rate (5:00 p.m. – 7:00 a.m.) ..... $7
Lost Ticket (minimum fee) ............... $22
There are no in/out privileges.  

Parking Meters and Wheelchair Accessible Spaces
Several wheelchair accessible parking spaces are located in the Sammon Avenue 
and Mortimer Avenue parking lots. There are additional wheelchair accessible 
parking spots located along the Admitting driveway via Sammon Avenue. 
Parking meters are also located throughout the campus and are monitored 24 hours 
per day, seven days a week. Vehicles parked at expired meters or spaces will be 
ticketed.  Please be aware that all street parking meters are operated and enforced 
by the City of Toronto in accordance with the City of Toronto parking bylaws.

Pay and Display Parking
Machines are located within both parking lots and accept bills, coins and credit 
cards.

Coxwell Avenue Driveway
Parking is prohibited in the Coxwell Avenue driveway as it is a fire route.   
Vehicles parked in the driveway will be ticketed by the City of Toronto.
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Admission to the Hospital
If you or a family member is being admitted to the hospital, or you are visiting a 
friend or family member, we want your stay to be as comfortable as possible and for 
everyone to be informed about their care. If you are unsure about anything or have 
a question, please do not hesitate to ask any member of the care team. This section 
of the Patient & Family Guide provides you with information about some of what you 
can expect when admitted to the hospital and preparing to go home.

Food Services
Patient Food Services
We prepare approximately 1000 patient meals daily. Meals and menus are 
planned to provide balanced nutrition.
A selective menu may be delivered each morning based on the diet selected for 
you by your clinician.  You can mark your menu choices for the following day.
Food Services staff will deliver your meals during the following times:

• Breakfast: 7:40 a.m. to 9:00 a.m.
• Lunch: 11:40 a.m. to 1:00 p.m.
• Dinner 4:40 p.m. to 6:00 p.m.

Services in your Room
Telephone Service
A telephone is located beside most beds for a flat fee of $3.70 a day 
$71.15 per month plus tax. This will enable you to make and receive 
external calls. External calls can be received from 7:30 a.m - 9:00 p.m. To activate 
your phone dial ext. 6628 from the bedside phone or a credit card payment can be 
made by calling the Hospitality Network 1-866-223-3686.  
The main patient inquiry phone number is (416) 469-6487. Other services or 
departments can be reached from within the hospital by dialing the four-digit 
extension or from outside by dialing the main switchboard at (416) 461-8272 
and then dialing the extension when prompted to do so.  All internal calls (4-digit 
numbers) are free of charge.
To place a local call: Dial “9” followed by the phone number. Upon being discharged 
please settle your telephone bill by calling the Hospitality Network 1-866-223-3686 
and remember to let your friends and  family know that you are leaving so the next 
patient does not receive your calls. 

Television Services
Televisions are located beside most beds.  If you require television service simply 
call ext. 6628 from your bedside phone or a credit card payment can be made by 
calling the Hospitality Network 1-866-223-3686.  
The cost of renting a television is $12.00 a day or $232.25 per month plus tax. 
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Using your Call Bell     
When pressing your call bell button the call will automatically be directed 
to your nurse. Your nurse will receive an alert on their Vocera badge 
(seen to your right). Vocera is a two-way speaker communication device 
allowing patients to connect with their care providers. Note, not all units 
are currently equipped with this technology. If your call is not responded 
to immediately your nurse may be caring for another patient, in a public 
area or unable to receive your call. Vocera is used as a communication tool to 
inform your care provider that you require assistance however, it is preferred that 
all clinical or confidential discussions about your care occur in person. 

Your Insurance Coverage
If you are a resident of Canada, you must have your health card on every visit 
to show that you are entitled to healthcare services paid for by your government 
health insurance plan such as OHIP.
If you have private insurance coverage, it is your responsibility to know what type 
of insurance you have. We are not able to contact insurance companies to ask 
about coverage.

• Ask your insurance company if you have semi-private or private room 
coverage. If your insurance does not cover the total cost of the room you 
have selected, you are responsible for paying the difference. Requests for 
specific room types are subject to availability.

• If you are on maternity leave and are the primary holder of the insurance 
policy, ask your insurance company if you have coverage while on maternity 
leave.

We do not bill travel insurance companies for charges. You will need to pay 
these charges directly to the hospital and request payment from your insurance 
company. Government health insurance plans pay for services that are medically 
necessary and for standard ward room accommodation.

The following are not covered by government insurance:
• Semi-private and private rooms (only standard ward rooms are covered).
• Ambulance transfer services.
• In-room telephone and television services.
• Orthopaedic equipment (e.g. crutches, canes, walkers, collars).
• The Deluxe Private Birthing Suite with jacuzzi for maternity patients.

If you do not have valid federal and provincial government insurance coverage, 
you will be responsible for all charges during your hospital stay including standard 
room fees, physician fees, diagnostic exams or tests.
If you do not have insurance coverage, you will be asked to sign a guarantee of 
payment agreement. Payments can be made by cash, cheque, debit, Visa,  
Master Card or American Express. Alternatively you may pay online by selecting 
MGH as payee through your online banking service.
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Visiting Patients at Michael Garron Hospital
We understand that family and friends play an important part in patients’ healing.  
That’s why we welcome families according to patient wishes.

• The number of people welcomed at any one time is best decided in 
agreement with the patient and the healthcare team and, in a shared room, 
with the other patient(s). The size of the room may limit the number of family 
and friends who can be present at one time. 

• Sometimes we may need to restrict visits because of treatments or to 
protect the safety, privacy or rights of other patients.

• Please check with the healthcare team on the unit you are visiting to learn 
about special guidelines for that area. 

• Please do not visit if you are feeling unwell, have an infection, symptoms of 
respiratory or flu-like illnesses, undiagnosed skin rashes, nausea, vomiting 
and/or diarrhea. 

• To help keep everyone safe, it is important that you wash your hands with 
soap and water or alcohol based hand rub when you enter and leave a 
patient’s room.

• Children under 12 are welcome when supervised by an adult who is not the 
patient. 

• Family arriving between 11:00 pm and 6:00 am must enter through the 
Emergency Department and receive a family sticker.

• If you would like to bring your family pet (cat or dog) with you when you visit 
a patient, please arrange this with healthcare team ahead of time.

Please speak to the supervisor or manager of the unit/department if you have 
questions or concerns regarding this policy. 
Effective May 2016
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Infection Prevention and Control
At MGH, our top priority is keeping patients, visitors, staff and volunteers safe and 
healthy.  To achieve this, everyone’s contribution is vital.

We ask that you do not visit if you have any of the following symptoms:
•  Fever or chills
•  Vomiting
•  Diarrhea
•  Cough, sore throat, runny nose, congestion
•  Eye infections such as pink eye
•  Chicken pox, shingles, whooping cough, measles or mumps
•  New or unexplained rash
•  Any other symptom that might be infectious

When patients have an illness that might be infectious and could be passed on to 
others in the hospital, they may be placed in “Additional Precautions” to prevent 
the spread of illness.  A sign will be posted on the door telling visitors what to 
do.  This may require you to wear Personal Protective Equipment (PPE) to keep 
yourself and others safe. 
PPE may include gowns, gloves, a mask and/or eye protection. 
Please ask a healthcare provider for assistance if you do not understand the 
instructions posted on the door.

Hand Hygiene
Cleaning or washing your hands is one of the most effective ways of preventing 
the spread of infection.  In the health care setting, alcohol based hand rub is the 
preferred method for cleaning your hands when they are not visibly soiled.  It is less 
time-consuming to use than washing with soap and water, and contains protective 
emollients to prevent hands from becoming dry and chapped.
While at the hospital be sure to wash your hands each time you enter and leave 
the patient room.  Wash your hands often to prevent the spread of infections!

Plants and Flowers
Plants and flowers are cheerful gifts for patients; however, soil and plants do have 
bacteria that can be harmful to patients who are recovering.  Plants and flowers 
are not permitted in critical care areas of the hospital such as;

•  Special Care Nursery (SCN)
•  Intensive Care Unit (ICU)
•  Cardiac Integrated Unit (CIU)
•  Oncology (H7)
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Infection Control and Hand Hygiene 

Hand Washing

1. Wet hands. 2. Apply soap.

5. Dry hands well with  
 paper towel or hot air  
 blower.

4. Rinse well under  
 running water.

PH
06

05
RT

03
7

3. Lather for 15 seconds.  
 Rub between fi ngers,  
 back of hands,   
 fi ngertips, under nails.

6. Turn taps off with  
 paper towel, if   
 available.

416-338-7600 www.toronto.ca/health

Always Wash Your Hands
Before and after you:

• Prepare or eat food

• Touch a cut or open sore

After you:

• Sneeze, cough or blow your nose

• Use the washroom or change diapers

• Handle garbage

Stop the Spread of Germs
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Isolation Precaution Signs
Here is an example of an isolation precaution sign you may see at  
the hospital:

If you are visiting a person who is under isolation precautions, please follow the 
signage on the door regarding the equipment you will need to use to keep yourself 
and others safe during and after the visit.
Please ask a nurse for assistance if you do not understand the instructions posted 
on the door.
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Going Home
Our goal is to get you back to the comfort of your home as soon as possible.

Discharge time from the hospital is 10:00 a.m. A family member or friend should 
take you home after your hospital stay. A volunteer will be happy to provide a 
wheelchair escort to your desired exit. When you leave, please make sure that 
you have all your belongings as well as your post care instructions. It is important 
to understand all of your medications before you leave the hospital. If you have 
any remaining questions about your care please be sure to ask your healthcare 
provider before you leave.

Paying Your Bill
Please be sure to visit the Business Office on the 1st floor, C-wing. The Business 
Office hours are Monday to Friday from 8:00 a.m. to 4:00 p.m.  

Prescriptions
If you wish to have your prescriptions filled at the hospital there is a retail 
pharmacy, Pharmasave located on the 1st floor, C-wing. Pharmasave will offer to 
pick up a prescription directly from your room and have it prepared for you as you 
leave. To contact Pharmasave directly dial ext. 6149 or (416) 778-1221.

The Discharge Process 
Our goal is to partner with you and/or your family to get you back to the comfort 
and safety of your home as soon as we can, wherever that might be. Soon after 
your arrival to the unit you will receive the “Be Prepared To Go Home Checklist”  
The pamphlet explains the discharge planning process, what you should expect 
and provides a checklist that covers key things you want to ask during your 
hospital stay. 
The healthcare team will start planning your discharge with you soon after your 
admission. Within two days your nurse will discuss with you an estimated date 
when the care team thinks you might be ready to be discharged. This allows you 
and the team to work toward a target discharge date and to plan for any issues or 
concerns. If you were admitted for an elective surgery you would have been made 
aware of your expected length of stay prior to your admission. Once a date has 
been set your nurse or another healthcare provider will have a daily conversation 
with you or someone you want to have involved in your care about your discharge 
plan including:

1) What life at home will be like 
2) The medications you will be taking
3) Warning signs and problems you should watch for
4) Explain test results
5) Review your follow-up appointments  

Getting you back home safely is our priority. Discharge plans are made based on 
your health and well-being and reviewed every day.  
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The healthcare team is committed to provide education in plain language about 
your condition, the discharge process and next steps. You are encouraged to 
share concerns and ask questions. 

Home Care and Other Health Centres
We ask that if you and/or your family are worried about you going home that you 
talk with the care team early in your stay or use the white board in the patient’s 
room to write down your questions/concerns. If you need help when you return 
home the staff from the Community Care Access Centre (CCAC) may be able to 
give you some support. Many services that used to be given in hospital are now 
given in the community and will need to be coordinated.
Under special conditions, you may be discharged to another facility. Our staff will 
help you with this if it is needed. In order to help us plan the best place for you to 
be, you and your family member/ substitute decision maker need to be able to talk 
to the team on the phone or in person every day.
If you need to wait for a bed in a different facility, the MGH team will do our best to 
get support to have you wait at home. If you are approved to stay in the hospital 
while you are waiting for (Long-Term Care or Complex Continuing Care) you will pay 
a co-payment fee. The cost is set by the Ministry of Health and Long-Term Care.
We know that you and your family will need to make lots of choices before you 
leave the hospital.  Your healthcare team is here to help you make the best 
choices for you. Thank you for helping us plan the services you need in the best 
place for you to be.
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Discharge and Homecare Notes
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Privacy 
Your Right and Our Responsibility
During your hospital stay, if someone calls to inquire about you, we will tell them 
that you are in our hospital.
If you do not want this information to be given out, please tell us and we will put 
a confidentiality flag beside your name in our computer system. Then, if anyone 
asks about you (including family and friends calling or arriving to visit), they will be 
told that we do not have any information about you.
Please speak to your nurse if you would like your confidentiality status changed.
For more information about privacy rights related to your personal health 
information, please ask your care provider for a copy of our privacy pamphlet.

How to Contact Us:
If you need more information about how the hospital protects the privacy of your 
information or if you have concerns with our practices, contact:

Privacy Officer 416-469-6580 ext. 7781 (ext. 7781 on internal phones) 
privacy@tegh.on.ca

Use of Cell Phones or other Recording Devices
No photography, video recording or audio recording is permitted on hospital 
property without express permission. This is to ensure the privacy and 
confidentiality rights of patients, physicians, staff, volunteers, and other members 
of the public, including patient visitors, are protected. Please speak with your care 
provider to obtain appropriate permission. If following a discussion with the care 
provider you have any further questions please contact the hospital’s Privacy Office.

Culture of Quiet
We want to reduce noise so you can get the rest you need.  
Too much noise in hospitals can have harmful effects such as:

• Interrupting needed rest and sleep.
• Making your heart beat faster and harder.
• Slowing down wound healing.
• Changing the way you deal with everyday worries.

Most inpatient areas have a special Quiet Time when all staff make an extra effort 
to lower noise so that you can get the rest that you need.

• You can have visitors during regular visiting hours. We understand that 
visitors are important to you.

• We encourage you to use earphones to enjoy your TV and music.
• You will always get the care you need. Your care providers will check on 

you as usual but will not wake you up unless it is important.

mailto:privacy@tegh.on.ca
mailto:privacy@tegh.on.ca
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Access to Health Records
If you have questions about your or your family members health records while in 
the hospital please ask your healthcare provider

Release of Information and Health Records Department
The office is located on the main floor, A-Wing, room A-126. Open Monday to 
Friday, 8:30 a.m. to 4:30 p.m.
If you would like a copy of your medical report(s) after you leave the hospital,  
you need to complete a “Request Access to Personal Health Records” form and 
show valid photo identification with a signature. There is a fee for this service.
Your family doctor will receive copies of your medical reports at no charge to 
you unless you indicated that you did not want copies sent to him/her upon 
registration.
Please note: If your family doctor requests a copy of your medical reports and 
he/she is not listed as your doctor in the hospital system, we will not be able to 
provide a copy. Please check with your healthcare provider to make sure your 
family doctor is correct on your medical record. If your doctor’s name is wrong or 
missing, please call admitting at 416-469-6381 to update your records.
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Safety
Keeping patients safe is a priority for everyone at the Hospital.  We encourage you 
and your family to be an active member of your own health care team.  You can do 
this by asking questions when you do not understand information that is shared with 
you and speaking up if you have questions.  
This section provides you with some specific information on how to ensure and 
protect your safety while in the hospital.

Flu Safety
What You Need to Know About Flu Safety
The flu (influenza) is a very contagious respiratory illness caused by a virus. 
Symptoms of the flu include fever, chills, cough, sneezing, runny nose, headache, 
body aches, and weakness. The flu can be spread by breathing in droplets that 
have been coughed or sneezed into the air by an infected person. The flu virus can 
live on surfaces (door knobs, chairs, tables) for several hours.  By touching these 
contaminated surfaces you can pick up the virus on your hands and infect yourself 
by touching your eyes, mouth and nose. 
Here’s what you can do to help prevent the spread of flu,

• Get your flu shot. This is one of the most effective ways to protect yourself 
from getting the flu  

• Do not visit the hospital if you are feeling sick
• Clean your hands with alcohol based hand rub often

You may see some of our health care providers wearing masks when they are 
treating you, your family member or friend. Please do not be alarmed, they are doing 
their part to help prevent the spread of the flu virus.
Outbreaks
If an outbreak of any illness occurs at MGH, hospital staff  work closely with Toronto 
Public Health to prevent its spread within the hospital.  In the event of an outbreak, 
control measures will be put in place to keep patients, visitors, staff and volunteers 
safe.  Visiting may be restricted during an outbreak in some areas/units of the hospital. 
In these situations, hospital staff will keep patients, families and visitors informed and 
up to date until the outbreak is declared over and the control measures lifted.

Falls Prevention
What can you do to prevent a fall in hospital?

• Be aware of your limitations.
• Listen to staff members who will tell you if it is safe to get in and out of bed or 

off the toilet by yourself.
• Do not climb over the bed rails or the end of the bed. Call staff for help.
• Wear flat, supportive shoes with non-skid soles whenever you are walking or 

getting in and out of a bed or chair.
• Turn the lights on before getting up, especially at night.
• Use glasses, hearing aids, recommended mobility aids or any device needed 

when moving about.
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Keeping You Fully Informed
Disclosure
When you visit a health professional or hospital, you expect to receive the safest 
healthcare available. Even in the best circumstances, the unexpected can happen, like 
a patient receiving the wrong dose of medicine. We call this an accident or adverse 
event. We take these very seriously.
We regret any instance, however rare, when an adverse event occurs. We believe the 
patient or his/her representative has a right to know what happened, why it happened 
and how a similar accident can be prevented from happening again. This process is 
called disclosure.
What can I expect?
If an adverse event occurs during your care, a member of the healthcare team will talk 
to you and, if you wish, your family, about what happened.  You can also discuss any 
changes to your care plan that may be needed as a result of the event.
What will happen next?
When an adverse event occurs, steps are taken to try to prevent it from happening 
again. The healthcare team will investigate what went wrong. You will be informed of 
what is being done to try to prevent the same thing from happening to someone else.
You will be kept up-to-date with progress of the investigation. If you wish, a meeting can 
be arranged for you to discuss what actions have been taken to try to prevent a similar 
event from happening again. We will answer all of your questions honestly and openly.

Fire Precautions
In the event of a fire, “Code red” will be announced on the overhead system along with 
the location of the alarm. You will be informed and assisted by a staff member.  
Fire exits are clearly marked throughout the hospital.  

Scent Sensitive Policy
The hospital is a fragrance free building. In consideration of others who may suffer from 
various sensitivities or allergic reactions, we would request that you and your visitors 
refrain from wearing scents such as perfumes, colognes and scented moisturizers.

Medication Safety
Your care providers need to know the medication you are taking to make sure you are 
receiving the best medication for your situation.

•  Keep an updated list of all your medications, supplements, vitamins and herbal 
remedies.

•  If your medication is changed, ask why.
•  Ask why and how you need to continue to take your medications and for how long.
•  Ask how will you know if your medication is working and about its side effects.
•  Tell a member of your care team if you have ever had an allergic or badsevere 

reaction to any medicine or food.
•  When at home, write down the name, the amount, the time, why and how you 

take each medication.
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Blood Clot Prevention
Hospitalization greatly increases blood clot risk.  Ask your doctor or health care 
provider if you are at risk for blood clots or if you should be on a medication to 
prevent blood clots.
Factors that increase your blood clot risk include: prolonged immobility, surgery or 
trauma, increased estrogen (i.e. pregnancy, birth control), medical conditions (i.e. 
cancer), previous blood clot history, family history of blood clots, smoking, obesity, 
older age and others.
Know the symptoms of blood clots.  Deep vein thrombosis is a clot that is usually 
in only one leg (foot, ankle, calf and/or whole leg).  Symptoms may include: pain, 
swelling, discolouration/redness, warmth.  Pulmonary embolism is a clot in the lungs.  
Symptoms may include: shortness of breath, chest pain, cough, rapid heart rate.   
If you have any of these symptoms, tell your health care provider promptly.

Safe Use of Antibiotics
In order to treat infections from bacteria, antibiotics are often used.  Unfortunately, 
taking antibiotics comes with some risk. The hospital staff and physicians will work 
with you to ensure that you are given the right medications for the right infections.  
It is very important to make sure antibiotics are used appropriately and only when 
necessary.  Inappropriate use can lead to side effects and put you at an increased 
risk of other serious infections, such as C. difficile. If you have questions about our 
approach to antibiotics, please email aspinfo@tegh.on.ca or ask to speak with a 
pharmacist on your unit.

Preventing Pressure Ulcers
What is a pressure ulcer?
Pressure ulcers or bedsores are injuries to the skin and tissue that can occur from 
prolonged pressure to the area. The injuries usually occur over bony areas such as 
the hips, ankles, heels, and tail bone. They can also occur over the bridge of the nose 
or top of the ears in patients that have to wear oxygen masks for prolonged periods.

How can pressure ulcers be prevented?
• If you are unable to get out of your bed, you can work with hospital staff to 

make sure you change positions every two hours during the day and every 
four hours at night. Staff will also work with you to ensure you spend more of 
your time on your side and only lay on your back during meal times.    

• Let your care team know if you have been in the same position for a long 
period of time or if you feel discomfort in any area of your body.  

• If you are in a wheelchair you will need to shift your weight every 15 minutes 
or reposition every hour. 

• Avoid things that could harm the skin, like hot water (warm is better) and 
harsh soaps.  

• Use a moisture cream to keep skin hydrated.
• Eat well and drink at least 1.5 liters of liquid per day.

mailto:aspinfo@tegh.on.ca
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Substitute Decision Makers
Who is your Substitute Decision-Maker?
Every person in Ontario has an SDM by law. Do you know who yours is?

• Your SDM will only make healthcare decisions for you when you are not 
capable of making them yourself (to learn more about capacity and being 
capable of making healthcare decisions see the hospital web-site

• By law, your SDM is your closest living relative(s) by blood or marriage 
unless someone else has been legally appointed

• If you have chosen to appoint an Attorney for Personal Care, this person(s) 
will be your SDM

This chart shows 
the order of SDMs in 
Ontario with the highest 
authority at the top. 
The yellow is the list 
of legally appointed 
SDMs. The green is the 
list of automatic family 
member SDMs. A legally 
appointed SDM has 
authority over automatic 
family member SDMs. If 
you don’t have anyone 
else to make healthcare 
decisions for you when 
you are not capable to 
make them for yourself, 
the Public Guardian and Trustee will make them for you.
We want to make sure we have contact information for your correct SDM(s).  
You will be asked about this each time you come to the hospital (clinics, admitting, 
emergency department, etc.)

Why would I appoint an Attorney For Personal Care?
• You want to ensure that a specific person (or people) acts as your SDM(s)
• You have multiple people at the same level in the hierarchy (for example, 

multiple children, siblings, etc.) and you would prefer that only one or a few 
act as your SDM(s)

• You want to choose someone other than a relative to be your SDM 
• You want to choose a specific order or appoint a backup SDM (e.g., you 

may want your spouse first but a close friend as a second or alternate 
Power of Attorney (POA))
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Checking your I.D. ensures your safety 
& makes staff sure that the right person is  

always receiving the right treatment.

It’s ok to ask your care provider to check your I.D.

To identify you correctly, staff will check  
your NAME and DATE OF BIRTH when you:

To Keep Me Safe
I.D. Me

Arrive at TEGH

Have lab work or procedures done  
(e.g. taking blood, x-rays, etc.)

Receive medications

Security
Photo I.D. Security Badges 
Our Protection Services staff are highly trained and dedicated to the safety of 
patients, visitors and staff.  
To report an incident contact 
Protection Services at  
416-469-6016 (ext. 6016 on 
internal phones), 24 hours a day 
/ 7 days per week.

Hospital Identification 
Badges

• All staff, physicians and 
volunteers at MGH wear 
a hospital identification 
badge, which includes their 
name, department and 
picture.

• If you are unsure about 
any person with whom 
you are interacting, the 
hospital encourages you to 
ask for identification, or if 
necessary, call a nurse for 
assistance.

Patient Identification
• To prevent errors, it is very 

important that the hospital 
confirm your identity before 
providing any service or 
procedure.

• Doing any service or 
procedure (like taking 
blood samples, giving 
medications, treatments, surgical intervention, etc.) requires TWO patient 
identifiers to confirm your identity. These include: name (given, middle and 
surname), date of birth or health card number.

• Wherever possible, you should take part in your identification process.

Smoking Policy
The hospital is a smoke-free environment both inside and outside of the building. 
Smoking is not permitted anywhere in the building or on the grounds of the 
hospital including the driveways and parking lots. 
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Violence and Crime Prevention

Everyone’s safety and security is our number one priority.

Violence Prevention
•  For the protection of everyone, we do not tolerate any form of abuse.
•  Our hospital has the right to ask you to leave, or to take legal action, if we 

feel our violence prevention policy has been violated.
•  If you experience any form of abuse, please speak with your care provider, 

supervisor or manager of the department right away.

Crime Prevention
•  Protection Services  monitors all areas of the hospital,  including the hospital 

parking areas and the hospital exterior.
•  To ensure everyone’s safety, Protection Services’ staff makes sure all 

hospital policies are observed and criminal activity on hospital property is 
prevented.

•  Everyone’s safety and security is our number one priority.

Patient Valuables
During your stay at MGH we ask that you do not bring valuables to the hospital 
(cash, credit cards, jewelry etc.).

•  If you do arrive with valuables please ask your family/friends to take them 
home. If this is not possible, please contact your care provider who will 
arrange for them to be picked up by Protection Services. Items will be 
recorded and stored in a safe and you will be given a receipt.

•  To get items from the safe when you leave, contact Protection Services at  
ext. 6016 and give them your receipt.
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Hospital Services
Bank Machines
Bank machines can be found in the Coxwell Main Lobby, G-Wing Mortimer Lobby, 
outside the elevators on the 4th floor, H-Wing. 

Flowers
Fresh arrangements of flowers are available in the hospital’s gift shop, The General 
Store, located in the Coxwell Lobby. Flowers can be delivered by volunteers directly 
to a patient’s room by dialing ext. 6050 on internal phones. 

Gift Shop – The General Store  
Located in the Coxwell Lobby 
Open weekdays from 9:00 a.m. to  8:00 p.m. and weekends from 12:00 p.m. to 
5:00 p.m. where you can find snacks, beverages, gift items and cards.

Health Resource Centre 
The Gordon & Ruby Swayze Family Health Resource Centre located on the 
1st floor, G-wing is staffed by volunteers and features educational pamphlets and  
computers where you can search internet health sites.
All patients, their families and hospital visitors are welcome to use the centre.  
The information we provide may help your understanding of many health conditions - 
but please see your doctor when you have health concerns.
Open Monday to Friday, 9:00 a.m. to 4:00 p.m.

Learn more about:
•  Disease and Illness 
•  Healthy Living        
•  Health Concerns

Can’t get to the centre?
You can have information brought to your bedside. 
Call 416-469-6580 ext. 6010 (ext. 6010 on internal phones)

Interpreter Service
For our non-English speaking patients, the telephone interpretation service is 
available 24 hours a day / 7 days a week. Please ask your care provider about  
the service.

Patient Relations Office
We always encourage patients and families to speak up when they have questions 
or concerns to the staff, management and physicians that are involved in their care. 
There may be times when you or a family member may need help finding information 
or voicing a concern. If your care team has been unable to help, the Patient Relations 
Consultant can assist. The Patient Relations Consultant is available to all patients, 
families and community members who have questions, compliments or concerns.  
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What does a Patient Relations Consultant do? 
•  Listens to your concerns in confidence.
•  Investigates and communicates the issue to management, physicians and 

staff so they can be addressed.
•  Explains hospital policies and procedures.
•  Sets up meetings with you, your family members and the appropriate care 

team members.
•  Answers questions about services available at the hospital.

Contacting the Patient Relations Consultant: 
•  In person: The office is located on the main floor - B Wing, Room B117, 

open Monday to Friday, 8:00 am to 4:00 pm (excluding holidays)
•  By phone: Extension 6096 from inside the hospital or 416-469-6096 from 

outside the hospital. Outside of office hours please leave a message and we 
will return your call on the next business day.

•  By email: ptrep@tegh.on.ca
•  By mail:  The Patient Relations Consultant, 
  Michael Garron Hospital
  825 Coxwell Avenue
  Toronto, ON M4C 3E7

Payphones
Payphones can be found in the main floor Coxwell Lobby, just outside the main 
floor Admitting Department, the Emergency waiting room and 4th floor, G-wing.

Retailers
Retail Services (operating hours may be subject to change) 

Athen’s Located on H-wing, 1st floor, G-wing
Pastries Weekdays: 7:00 a.m. to 10:00 p.m.
  Saturday: 8:00 a.m. to 9:00 p.m.
  Sunday:  9:00 a.m. to 9:00 p.m.
Apple Café  Located at 840 Coxwell Ave (across the street from the hospital)
  Open Monday to Friday 7:00 a.m. to 4:00 p.m.
Gino’s Pizza Located on the 1st Floor, G-wing
  Opened weekdays from 7:00 a.m. to 8:30 p.m. 
  Saturday from 7:00 a.m. to 6:30 p.m.
  Sunday from 10:00 a.m. to 6:30 p.m.
Pharmasave Located on the 1st Floor, C-wing
Pharmacy Open weekdays from 9:00 a.m. to 7:30 p.m.
  Saturdays: 10:00 a.m. to 6:00 p.m. and Sundays: 11:00 a.m. to 6:00 p.m.
Subway Sub Located on the 1st Floor, C-wing
  Opened weekdays from 7:00 a.m. to midnight and Weekends  
  from 9:00 a.m. to midnight
Tim Hortons Located in the Coxwell Lobby
  Opened weekdays from 6:00 a.m. to 12 midnight and Weekends  
  from 6:00 a.m. to 10:00 p.m.

mailto:ptrep@tegh.on.ca
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Vending Various locations throughout the hospital- 
Machines H-wing 4th floor; Mortimer Lobby; G-wing 1st floor; entrance to B2;  
  H7 beside H7 elevator; Emergency waiting room J-wing 1st floor;  
  CCU waiting room J-wing 2nd floor.

Spiritual and Religious Care
We try to make your hospital stay a time of 
hope and healing. Our holistic approach to 
healthcare includes care of the person -- body, mind and spirit. 
Spiritual Care Professionals (Chaplains) provide spiritual guidance and religious 
care to people from all faith traditions, as well as those who do not follow any faith 
tradition.

Members of our team are pleased to assist in:
• the search for meaning and spiritual significance during times of illness, 

adversity, tragedy, and bereavement to ensure spiritual needs are addressed  
in the formulation of the health-care plan 

• exploring ethical issues as they relate to spiritual and religious beliefs 
• facilitating the link between spiritual and faith based activities 
• offering prayer, and arranging for religious rites

For further information, please call:
The Spiritual and Religious Care Department 
416-469-6580 ext. 6550 (ext. 6550 on internal phones)
Or ask your nurse to make a referral for a Spiritual Care Professional (Chaplain)  
to see you.

Quiet spots for prayer, meditation and solitude:
Interfaith Chapel (Main floor, F-Wing)
Christian Meditation Room (Main floor, F-Wing)

Volunteer Services 
Over 500 volunteers contribute thousands of hours  
each year providing assistance to over 40 areas of the  
hospital. Volunteers are an important component of  
roviding patients with excellent care at the hospital.  
Volunteers offer a variety of services including:

• Pet therapy • Therapeutic touch
• Friendly visiting • Magazine delivery 
• Knitted blanket delivery 
• i-Volunteer program (a volunteer will deliver a laptop with wi-fi access for your 

personal use during your stay)

For any of the services or to become a volunteer at the hospital please contact 
Volunteer Services at 416-469-6580 ext. 2221.
Volunteer Services is also very active with fundraising activities throughout the year. 
All proceeds from The General Store, Vendor Kiosk and special events including our 
Annual Festive Fair are directed back to the hospital in support of patient care initiatives.
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Make a difference
at your Hospital

Become a Patient Experience Partner

Patient Experience Partners work together with hospital staff, to enhance the patient 
experience, by continuously improving programs and services, education, and the design 
of our care environment.

To learn more about this role  
and how you can contribute:

Please visit www.tegh.on.ca 

or call Volunteer Services at  
(416) 469-6580, ext. 2324

“ The insights I offer are both valued and 
will be utilized for improving the future 
of patient care.”

 - Kaelan, Patient Experience Partner

There are many ways you can participate:

Be part of a focus group

Join the Patient Experience Panel

Become a committee or council member

Take part in an interview panel for a new staff hire
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Respite & Recuperative Program

Call for a free, no-obligation 
appointment

Toronto Central  
416.972.5096

Toronto East  
416.698.1384
Toronto West  

416.531.6881
North York  

416.512.8989
Scarborough 

416.291.4811

To you it’s about  
making the right choice...
To us, it’s personal.

If you or a loved one  
needs a few hours a week  
of support, or more  
comprehensive assistance, 
Home Instead can help.

Each Home Instead Senior Care office  
is independently owned and operated.  
© 2010 Home Instead Inc.

• Homemaking 
• Overnight Care 
• Alzheimer/Dementia Care 
• Supportive Care
• 24-Hour Care
• Palliative Care

www.homeinstead.ca

Arbor Memorial Inc.  Family Owned. Proudly Canadian.

Get started today. Call us 
about your FREE Planning Kit!

How do you want to 
be remembered?

416-267-4656   mcdbrownscarb.ca

Responsible. Caring. One-of-a-kind.   
That’s the kind of person you are. 

By completing your own final plans 
today, you can protect your family  
and express your individuality. 

Ad size: 2.813”  w x 2.813” h  CLR
Publication:  
Contact: Elizabeth
Ad format:  PDF 300dpi
Deadline:  

Ad#:  PRT-050-S-How to be remembered AD (from Bishop Gr.)
© Arbor Memorial Inc. 2013

2900 Kingston Road,  Scarborough, ON

McDougall & Brown 
Funeral Home
 by Arbor Memorial
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Short-term Respite Suites Available

Retirement Suites
By The Lake

THE RIGHT CARE WHEN YOU NEED IT

Find out how we can help you.

416-267-2121
2121 Kingston Road, Toronto

Retirement Suites By The Lake is your choice for 
short-term or convalescent care after a hospital stay.     

Your stay includes:

• All Meals

• Medication Management

•  Housekeeping & Washing of 
bed linens & towels 

•  Emergency Response Pendant

• Care Team access 24/7

•  Furnished Private Rooms 
with Bath/Shower

•  Daily Activities and 
Recreation Programming

• And much more!

F R O M
$99

D AY

Celebrating her  
fourth anniversary.
RITA LAMARCHE, 
AT CHARTWELL SINCE 2012.
CHARTWELL.COM

Conditions may apply.

Make us part of your story.

1238 Queen St. E., Toronto
647-547-1813



CO
NT

RI
bu

TI
NG

aD
VE

RT
IS

IN
G

34

C

M

Y

CM

MY

CY

CMY

K

Progenics St.Michael Hospital 20151215.pdf   1   2015-12-19   10:10 AM



www.tegh.on.ca 35

Your Health Care 
Be Involved

www.oha.com
Funding for this project was provided by 
the Ontario Ministry of Health and Long-Term Care

Be involved in your health care. Speak up if you 
have questions or concerns about your care. 

Tell a member of your health care team about your 
past illnesses and your current health condition. 

Bring all of your medicines with you when you go to 
the hospital or to a medical appointment. 

Tell a member of your health care team if you have ever
had an allergic or bad reaction to any medicine or food. 

Make sure you know what to do when you go home
from the hospital or from your medical appointment. 



All Services Located at PhArmASAve PhArmAcy (main Floor michael Garron hospital)  
825 coxwell Avenue, Toronto, Ontario, m4c 3e7    Tel. 416 778 1221 

Open 7 days a week: Monday – Friday 9am-7:30pm, Saturday 10am-6pm, Sunday 11am-6pm

www.tepharmasave.com

Free Prescription Pick up and Delivery  
to your room -  Call Ext. 6149.

All Insurance Plans Accepted

We waive the $2.00 co-pay on ODB prescriptions

PharMaSave  
MuM & BaBy ShOP

PharMaSave 
COMPOunDing Centre

PharMaSave PharMaCy 
Fill your Prescription Before you Leave the hospital

Hospital Grade Symphony 
pump rental

PharMaSave hOMe 
heaLth Care

We can 
customize your 
medications for 

you and your 
pet

Winner of 2  
Commitment to Care 

Service Awards

Personal use breastpumps: Freestyle, 
Pump In Style, Swing, Harmony

Bravado Nursing Bras  
& Breastfeeding Accessories

  Various Home 
Health Care 

items available 
for Rent and 

Purchase

ADP Program
available


