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Technology doesn’t care





Care is disconnected





I’m my own advocate











A Bumpy Ride
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12 month follow-up



Was that good care?
quality?
service?



What is good care?
quality?
service?



• People are good
• Tools are good
• Systems are siloed & misaligned

My Reflections @ One Year 



The Way Forward



Integrated Care 
Models
End-to-End Service



Supportive 
Technology
Humane and Enabling



Service Design 
Approach
Human Centered 
Systems



Integrated Care 
at UHN

- Understanding patients’ 
experience throughout 
the continuum of care

- Co-design the details of 
the model with everyone 
involved

- Continuous evolution
- Technology to follow



As a patient, it feels like 
everybody is connected 
and you’re the center 
hub of the wheel.

“

”
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