Patient and Family Partner
Policies Handbook and Agreement

At BC Cancer, we strive to build our services around our patients
and families. Patient-centred care is a shared priority among the BC
Ministry of Health, the Provincial Health Services Authority (PHSA),
BC Cancer and our physicians, staff, students and volunteers.
Active engagement of patients and families is critical in cancer
care. We aim to put patients at the forefront of their health and
care, ensure they retain control over their choices, help them make
informed decisions and support partnership between individuals,
families and health professionals.
We also work together with Patient and Family Partners to improve
how we provide cancer services across BC. Patient and Family
Partners are in a unique and important position to help guide
BC Cancer toward more patient-centred care.
Patient and Family Partners are coordinated through our Patient
Experience Program. Through this program we support patients
and families to participate in consultations, committees and
working groups to give patients a voice in the design and delivery
of cancer care in BC.

Who are Patient and Family Partners?
Patients and families play an important role in shaping quality care.
A Patient and Family Partner is someone who:
• Has experienced cancer care as a patient or family member/
caregiver/loved one
• Cares about high quality cancer care for all patients and families
• Shares their experience in consultations and focus groups on
topics related to cancer care
• Participates on committees and working groups to design and
review cancer care services
• Volunteers their time (about 1-4 hours per month)
Partners are required to adhere to the same policies as physicians,
staff and volunteers at BC Cancer. The Patient Experience Program
is responsible for ensuring compliance with these policies.
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POSITION DESCRIPTION: PATIENT AND FAMILY PARTNER
BC cancer values patient engagement in all aspects of care. Patient
and Family Partners advise BC Cancer, its senior leaders, health
care professionals and administrators on policies, practices,
planning, delivery and evaluation of cancer care services delivered
by BC Cancer. Partners play a central role in helping to provide
optimal safety and quality in cancer care delivery.
This volunteer role acts as an advisor, not an advocate. The
difference between these two is considered as follows: An advisor
seeks to inform a process, while an advocate seeks to ensure a
particular outcome.

Summary of responsibilities:
• Share insights and act to bring the patient and family voice to
cancer care
• Listen and contribute ideas, feedback and input with the goal of
strengthening health care services
• Share perspectives, experiences, and both positive/negative
feedback in a respectful manner
• Attend meetings of committees and consultations prepared to
offer a patient/family perspective

Skills and abilities required:
• Experience with cancer care as a patient or loved one
• Can think beyond personal experience to help shape care for all
patients and families
• Dependable, patient and honest
• Able to work with others
• Respect sensitive and confidential information
• Experience participating on committees and working groups
will be an asset in some circumstances
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References:
• One professional reference required

Time commitment:
• Approximately two hours per month, but variable depending on
type of role, e.g. two hour committee meeting per month or adhoc consultation on project development and implementation
• Patient and Family Partner interview (15 mins)
• Patient and Family Partner orientation (30 mins)
• Patient and Family Partner matching (60 mins)

Relationships:
• Partners are recruited and supported by the Patient Experience
Program
• Partners liaise with health care leaders for specific engagements
(e.g. Partners who are members of the Patient Education
Committee liaise with the Provincial Lead for Patient Education)

Support:
• Partners will be provided with training and support in order to
carry out their assigned responsibilities. Specifically:
– Partner orientation
– Information newsletters/engagement invitations shared
monthly by email
– Check-in phone calls every two months (for Partners actively
engaged in an initiative)
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POLICIES (in alphabetical order)
Advice about cancer treatment
Partners may not, under any circumstances, provide information or
advice about medications or cancer treatment. Inquiries from patients,
family members or visitors about these matters are to be referred
to health care professionals who are involved in the patient’s care.

Advocacy
The role of Partners is to engage in dialogue and collaborate
towards a shared vision. Partners listen to, understand, and find
meaning and agreement.
An advocate is a person who speaks or writes in support or defense
of a person or cause. Advocates take positions that aim to satisfy the
interests of a specific person or cause. A Partner is not an advocate.
Partners who are interested in being advocates are invited to
join cancer patient advocacy organizations. A list of advocacy
organizations is available on the BC Cancer website: http://www.
bccancer.bc.ca/our-services/services/library/recommendedwebsites/advocacy-websites.

Code of Ethics
The Provincial Health Services Authority Code of Ethics applies
to all employees, executives, volunteers, physicians, contractors,
medical staff, university faculty, students and researchers affiliated
with PHSA. We are all responsible for:
• Serving our patients and the public interest
• Serving as a public institution
• Demonstrating personal and professional integrity
• Promoting an ethical environment
• Striving for professional excellence
• Promoting a respectful work environment
The full ethics policy is available at: http://www.phsa.ca/about/
leadership/conduct-ethics. A breach of any part of the Code of
Ethics may result in dismissal and/or legal action.
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Collection of personal information
The collection, use or release of Partners’ personal information is
limited to activities that relate directly to recruitment, screening,
scheduling, recognition and providing references for Partners.
The Patient Experience Program collects the following information
about Partners to facilitate matching Partners with BC Cancer
programs and to ensure that Partners reflect the diversity of the
population in BC.
• Name and contact information (address, telephone number,
email address)
• Demographic information (e.g. age, gender, ethnicity)
• Reason for interest as a Patient and Family Partner
• Work and volunteer experience related to role as a Patient and
Family Partner
• Self-described cancer care experience related to role as a
Patient and Family Partner
• Availability and dietary requirements and/or health support
needs (for in-person meetings)

Access to personal information:
All access to and use of personal information by BC Cancer staff
must be exercised on a “need to know” basis and for purposes that
are necessary for the performance of an individual’s job functions
and responsibilities. BC Cancer staff must only access and use
personal information for the following purposes:
• The purpose(s) for which it was originally collected (such as health
care delivery or for administration or employment purposes);
• For a purpose which is reasonably and directly related to the
original purpose for collection and the use is necessary for a
program or activity;
• Any purpose for which the individual has provided express
written consent in the form required by FIPPA (Freedom of
Information and Protection of Privacy Act [RSBC] Chapter 165).
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Sharing responses to engagement invitations:
When volunteers respond to engagement invitations, it is accepted
that all responses, including personal information, may be provided
to BC Cancer staff leading the engagement as part of the selection
process. When multiple volunteers are selected for the same
engagement, they may be provided each other’s names and email
addresses to be able to connect with each other.

Disclosure or sharing of personal information:
Staff must only share or disclose personal information to other
staff members if those persons require the information in order
to perform their job functions. PHSA is authorized under FIPPA to
disclose personal information in the following circumstances:
• Where specifically required or authorized by legislation to
release personal information
• Where required by the terms of a court order, subpoena or
warrant
• Where compelling circumstances exist affecting the health or
safety of any individual
• Where the individual consents in writing to the information
being disclosed
• To a service provider at BC Cancer where the service provider
is obligated by legal agreement to abide by FIPPA, and the
conditions under “Sharing Personal Information With Third
Parties” are met
• And, to protect the public in circumstances where there is a risk
of significant harm to the environment or to the health or safety
of the public or a group of people
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Storage of personal information:
Partner files are stored in a locked cabinet and/or in a passwordprotected electronic file. Closed Partner records will be retained for
seven years on the database system as ‘Archived’.
The Agency collects personal information under section 26 (c)
of the Freedom of Information and Protection of Privacy Act for
the purposes of operating the Network of Partners. If you have
any questions about the disclosure of your personal information
please contact: Lisa McCune, Provincial Lead – Patient and Family
Engagement, BC Cancer, Office: 604-877-6000 ext.673288, Fax:
604-708-2091, Email: lisa.mccune@bccancer.bc.ca

Complaints & Compliments
Consultations, focus groups, committees and working groups are
spaces for sharing, listening, collaboration and team work. These
are not venues for making complaints.
If you have a complaint, please speak with the person who
provided the service or to the manager of the area. Complaints are
best addressed and resolved at the time and place they occur. You
may also complete a written comment card and deposit it in the
collection boxes located throughout the Centres.
If your complaint remains unresolved after discussing the issue
with the service area, you may wish to contact the PHSA Patient
Care Quality Office (PCQO) directly.
PHSA PCQO
Suite 202, 601 West Broadway, Vancouver BC V4Z 4C2
Phone: 1-888-875-3256 (toll free)
Fax: 1-604-829-2631
Email: pcqo@phsa.ca
http://www.phsa.ca/about/accountability/patient-experience/
compliments-complaints
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Confidentiality and privacy
PHSA and BC Cancer have a legal and ethical responsibility to
safeguard the confidentiality and privacy of all patients, physicians,
employees, visitors, and volunteers.
The PHSA Privacy and Confidentiality applies to all employees,
executives, volunteers, physicians, contractors, medical staff,
university faculty, students and researchers affiliated with PHSA.
Confidential information includes:
• The personal information of all patients, physicians, employees,
visitors, and volunteers
• Information provided to PHSA or a collaboration organization by
an external vendor which, if disclosed would harm the business
interests of the external vendor, e.g., proposal documents
• Contracts, unit prices, vendor proprietary advice, intellectual
property, information or technology
• Information prepared as part of a pending or ongoing litigation,
law enforcement or Internal Audit, quality assurance review or
Coroner, Workers Compensation, Ombudsman or Human Rights
investigation
• Information related to credentialing, discipline, privilege, or
external reviews of quality of care
• In camera deliberations of the PHSA or a collaboration
organization where such topics as personnel, labour relations,
land acquisitions or litigation may be discussed
• Unpublished statistical, scientific, technological or other
intellectual property information, or internal correspondence
related to organizational initiatives
• Information supplied in confidence to a mediator or arbitrator to
resolve or investigate a labour relations dispute
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If you find yourself in the position of recognizing a patient or
learning of a patient’s medical condition, it is imperative to respect
the confidentiality of this information. Information regarding
patients is not to be discussed with anyone whose duties do not
demand this knowledge.
If you experience any problems regarding confidentiality, you
should discuss this matter with the Patient Experience Program.
The full Privacy and Confidentiality policy is available at: http://
www.phsa.ca/about/leadership/conduct-ethics. A breach of any
part of the Privacy and Confidentiality policy may result in dismissal
and/or legal action.

Conflict of interest
Partners will not conduct any personal business, convey personal
or religious beliefs or undertake financial pursuits for the purposes
of solicitation while acting as a Patient and Family Partner on behalf
of BC Cancer. Non-compliance with this policy will be evaluated by
the Provincial Lead for Patient and Family Engagement and may
lead to disciplinary action or dismissal and/or subject the individual
to legal action.
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Discipline & Dismissal
The Provincial Lead for Patient and Family Engagement is
responsible for ensuring that Partners abide by the policies in this
handbook.
It is within the prerogative of the Patient Experience and Risk
Management Teams to determine how to investigate incidents
that may lead to a Patient and Family Partner being disciplined or
dismissed. All situations will be examined individually and may not
necessarily follow the same sequence of steps.
Grounds for immediate dismissal may include, but are not limited to:
• Misconduct or refusal to follow directions or respond to
supervision
• Breach of confidentiality
• Being under the influence of alcohol or drugs while acting as a
Patient and Family Partner
• Theft of property or misuse of agency funds, equipment or
materials
• Lies or falsification of records, including the Patient and Family
Partner application form
• Illegal, violent or unsafe acts
• Abuse or mistreatment of patients, staff, volunteers or other
Partners
• Failure to abide by PHSA/BC Cancer policies or procedures
• Unwillingness or inability to support and further the mission
of BC Cancer and or the objectives of the Patient Experience
Program

Donations and gifts
Partners may not solicit for themselves, relatives or friends any
gift, donation or favour from any organization or individual,
including patients and their families, with whom BC Cancer does
business.
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Anyone who would like to make a donation to BC Cancer must do so
through our foundation.
Partners may occasionally be offered gifts. Acceptance of gifts is
permitted only where the gift:
• Has no more than nominal value (such as lunch, box of
chocolates, card, etc.)
• Is a normal exchange of hospitality or customary gesture of
courtesy
• Is a normal presentation of gifts to persons participating in a
public function, presentation, workshop or conference
• Or, is a normal exchange of gifts between friends
When a Partner receives a gift, hospitality or other benefit that
does not fall within the above permitted categories, the Patient
and Family Partner must advise the Provincial Lead for Patient and
Family Engagement, who will determine at their sole discretion
the disposal of the gift, hospitality or other benefit. If a Partner
is uncertain of the appropriateness of a gift, hospitality or other
benefit, she/he should bring this forward to the Provincial Lead for
Patient and Family Engagement before acceptance.

Footwear
Agency policy requires that shoes must have a closed heel or heel
strap and, where specified, closed toe.

Incidents
An ‘Incident’ is any unexpected or undesirable event that causes
harm or places a patient, visitor, volunteer or staff member at risk
of harm, or results in loss, damage or theft.
All incidents involving Partners must be reported to the Provincial
Lead for Patient and Family Engagement. The Partner and Provincial
Lead will complete an incident report together. The report will be
retained on file.
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Infection control
In order to ensure a healthy care environment Partners are asked
not to come to the Centre when they are ill.
All staff and Partners are responsible for adhering to the following
procedures to minimize the spread of infection:
Hand Washing: Partners should wash their hands at the start and
end of their shift. Hand washing is the single most important factor
in preventing the spread of infection.
Contact with Fluids: Partners are not expected to have contact with
patient blood, body fluids or any products which could cause harm.
In the event of accidental contact, report the incident immediately
to a staff member and/or the Provincial Lead for Patient and Family
Engagement to ensure appropriate followup is provided.
Influenza vaccination: To protect our patients, residents and clients
from this serious and potentially deadly illness, all staff, volunteers
and visitors to PHSA patient care areas must have had a flu shot or
wear a mask during flu season. As volunteers, Partners are eligible
to receive the flu shot free of charge. If you are not immunized,
masks will be available at nursing stations, outpatient reception
desks and/or the main entrances of our facilities, and wearing
instructions will be provided.

Media
Only authorized spokespersons may release information to the
media or the public on behalf of the PHSA or BC Cancer. As an
agency of the Provincial Health Services Authority, BC Cancer must
adhere to the Communications Protocol of the BC Ministry of Health
(August 2006) and the PHSA Media Relations Policy (2004). If a
Partner is approached to make a comment or be photographed
by the media in their role as a Partner, she/he must contact the
Provincial Lead for Patient and Family Engagement who will contact
the PHSA communications department for approval. All media
visits to BC Cancer are coordinated by the PHSA communications
department.
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Orientation and training
All Partners will receive an orientation to BC Cancer and to Patient
and Family Engagement within a reasonable timeframe of starting
their Partner activities.

Out of pocket expenses/compensation/reimbursement
Partners generously volunteer their time and experience to help
improve the quality and safety of health services. To remove
barriers to participation and sustain system-wide engagement, BC
Cancer will reimburse patients and families for any costs incurred in
association with patient engagement activity.
This includes:
• Providing self-addressed stamped envelopes for surveys that
need to be returned by mail
• Reimbursing parking and/or transit expenses for Partners
presenting or participating on committees, focus groups, or
councils
• Compensating (at the organizational rate) for expenses such
as travel, accommodation, and meals (following the PHSA
Finance policy) for Partners invited to present or participate on
committees, focus groups, or councils outside of their home
region. These expenses must be discussed with the Patient
Experience Program and approved in advance.
Partners will be told ahead of time what expenses will be
reimbursed, the reimbursement process, and the expected timeline
for reimbursement.
Parking and transit expenses will be reimbursed as soon as
possible. Partners must submit original receipts to the patient
experience program.
Upon registration of Partners, the Patient Experience Program
will inquire about and record information about any special needs
or accommodations required to support the engagement of the
Partner.
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Patient contact outside the Centre
Partners shall not become involved in the personal affairs of
patients and their families relating, but not limited to, legal,
financial and property matters. Partners may not sign any legal
documents or forms on behalf of patients or their families. Partners
will not ask for or provide any personal contact information to
patients. Partners will not transport patients in their personal
vehicles.

Pet visiting program
Only certified and approved pet visiting volunteers can do pet
visiting activities in BC Cancer facilities. We control animal visits
due to the risk of infection and issues related to cleanliness,
allergies, and phobias.

Recognition
Partners are recognized by BC Cancerfor their valuable
contributions. Appreciation will be given as appropriate and can
take the form of a simple “thank you.” Other forms of recognition
include thank you cards, flowers, and gift certificates of nominal
value. Partners who present at events and conferences will be
recognized in the same manner as all other speakers. Partners will
be celebrated annually with a recognition event that is accessible to
all Partners, regardless of geographic location.

Record of activity
Partners will record their hours and activities with BC Cancer for the
purpose of recognition and program tracking and evaluation.
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References
Partners who are maintaining or have maintained their commitment
and agreements with BC Cancer and who have completed a
minimum of 40 hours of Patient and Family Partner work will be
eligible for a letter of reference. The Provincial Lead for Patient and
Family Engagement will write the letter of reference for a patient
and family partner. The request for a reference and the letter of
reference will be documented in the Patient and Family Partner’s
file.

Resignations
Partners resigning are asked to provide as much notice as possible;
and submit their resignation in writing to the Provincial Lead for
Patient and Family Engagement.

Scent
BC Cancer is a scent-free place. Strongly scented personal products
should not be worn. Scents can contribute to the respiratory
distress or generalized discomfort of others within BC Cancer.
Even if individuals are not in contact with patients, there are still
common areas (e.g. elevators, hallways, cafeterias) where people
can be affected by scents.
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Screening
All Partners must be interviewed and registered with BC Cancer
through the Patient Experience Program. The Patient and Family
Partner interview tool is developed to address risk management
for the role in addition to relevant skills and experience, motivation
and interest, support required/available to be successful in the
role, and fit with the team and the organization.
Someone who has experienced cancer care as a patient or family
member/caregiver/loved one may become a Patient and Family
Partner for BC Cancer at any time, including during treatment. We
recognize that Patient Partners undergoing treatment and Family
Partners who have recently experienced loss may be emotionally
vulnerable. The Provincial Lead for Patient and Family Engagement
will regularly check-in to ensure that the Patient and Family Partner
role has not become overwhelming.
The selection process is based on the progress of applicants
through the following steps:
• Completed application form
• Personal interview
• BC Cancer contacting at least one professional reference
• Completion of orientation module
• Policy review and agreement
• Criminal Record check (only when working with children)

Staff as Partners
BC Cancer staff that have experienced cancer care as a patient
or family member/caregiver/loved one may join the Network of
Partners. Partners who are also staff at BC Cancer must disclose
their dual role.
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Supervision and support
The Patient and Family Partner position description and policies
outline performance expectations and are the foundation for
supervision and support.
Partners are the responsibility of the Patient Experience Program,
specifically the Provincial Lead for Patient and Family Engagement.

Visits and tours
To protect the privacy of our patients and limit disruptions for the
health care team, Partners are not to arrange for visits or tours with
family members or friends.

Work experience, job shadowing, internships
The Patient Experience Program does not make arrangements for
people who are seeking work experience, internships, observation,
or job shadowing opportunities.

References
• Patient Voices Network Volunteer Agreement: https://
patientvoicesbc.ca/patient-partners/volunteer-agreement/
• PHSA Privacy and Confidentiality Policy: http://2pod.phsa.ca/
quality-safety/privacy/privacy-training/Documents/Privacy%20
and%20Confidentiality%20Policy%20IAP_20.pdf
• Provincial Policies Volunteer Services: BC Cancer
• FIPPA (Freedom of Information and Protection of Privacy Act
[RSBC] Chapter 165): http://www.bclaws.ca/Recon/document/
ID/freeside/96165_03
• PHSA Code of Ethics: http://www.phsa.ca/about/leadership/
conduct-ethics
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PATIENT AND FAMILY PARTNER AGREEMENT
BC Cancer, a branch of the Provincial Health Services Authority,
is committed to ensuring high quality, safe, and meaningful
engagement of Patient and Family Partners.
The purpose of this agreement is to acknowledge our shared
understanding of, and agreement with:
• The role description of Patient and Family Partners
• The collection of personal information
• And, the requirements regarding confidential Information
Please review the handbook and sign this agreement as part of
your volunteer commitment to BC Cancer.

Our commitment to you as a volunteer Partner is to ensure
that:
• You are treated with fairness, courtesy, dignity and respect
• Your personal information is protected and used only for the
purposes described
• Your personal information is kept confidential
• You are offered suitable opportunities for engagement
• You are provided with sound guidance, orientation, and skills
development
• You are provided appropriate recognition
• And, you feel safe and supported

Your commitment to the BC Cancer Agency as a Partner is:
• To collaborate with others
• To respect the rights and views of others, and treat them with
fairness, courtesy, dignity and respect
• To not engage in any form of harassment or discrimination
• To discuss any potential conflicts of interest with the Patient
Experience Program staff should such a situation arise,
including benefits related to my professional interests
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• To follow through on my commitments to volunteer
opportunities as a Patient and Family Partner
• To refer inquiries I receive about medical care, governance,
management or media inquiries to the Patient Experience
Program
• And, to inform the Patient Experience Program of any
information that can help support my involvement

Specifically regarding confidentiality:
• I understand that all personal information concerning staff and
clients who receive services (including medical records relating
to patients) is confidential and may not be communicated
to anyone in any manner, except as authorized by PHSA/ BC
Cancer, or applicable policies
• I understand and acknowledge that all information
regarding PHSA/BC Cancer, including corporate, financial
and administrative records, is confidential and may not be
communicated or released to anyone in any manner except as
authorized by PHSA/ BC Cancer, or applicable policies
• I understand I must protect all confidential information taken
outside the office from theft or loss. This includes keeping
the information with me at all times, storing it in a locked and
secured area when unattended, and encrypting and password
protecting it when storing it on electronic mobile devices (e.g.
USB drives, laptops, etc.)
• I will not copy, alter, interfere with, destroy or remove any
confidential information or records except as authorized by
PHSA/BC Cancer in accordance with established policies
• I understand that access to patient care information systems
and other records is only for the purpose of and limited to what
is required to perform my role. I will not access my record or
those of family, friends or others, unless I am directly involved
in providing care or other services to the individual the
information is about
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• I will immediately report to the Provincial Lead for Patient
and Family Engagement if I believe I may have inadvertently
breached confidentiality
• I understand that my own personal information, including
information about my experience with cancer care as well as
information collected to register me as a Patient and Family
Partner, is protected by this agreement and by the PHSA Policy
on Privacy and Confidentiality, to which all BC Cancer staff must
adhere
I understand that compliance with this agreement is a condition
of my affiliation with PHSA/ BC Cancer and that failure to comply
may result in immediate termination of my role, in addition to legal
action by PHSA/BC Cancer. I understand that this agreement is in
place during and after my association with BC Cancer.
As a Patient and Family Partner with BC Cancer, I acknowledge
and agree as follows:

Role description
• I have read and agree to the role description

Collection and use of personal information
• I understand the purpose of collecting my personal information
• I understand how my personal information will be used
• I consent to the collection of my personal information
• I consent to the sharing of my personal information with health
care leaders for the purpose of matching me with engagement
opportunities
• I consent to the sharing of my name and contact email address
for the purpose of linking me with other Partners engaged in the
same opportunity
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Confidentiality
• I have read and understand the BC Cancer policy concerning
confidentiality
• I will seek clarification if I have any questions or concerns about
confidentiality

_________________________________________________________
Name (print)
_________________________________________________________
Signature of Patient and Family Partner
_________________________________________________________
Date (day/month/year)
_________________________________________________________
Signature, Patient Experience Program Representative
_________________________________________________________
Date (day/month/year)
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