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BACKGROUND & 
OBJECTIVES



Objectives

Increase equitable access to 
resources in the community

Including access to language 
concordant services where available



The Access Gap

Underutilized health 
and social services

Increased unmet health 
needs and inequities

Barriers to ACCESS 
community resources



Barriers to Accessing Community Resources

Language

Awareness 

Finances

Literacy

Transportation

Caregiver 

Confidence



.
Difficulties 
NAVIGATING a 
complex system

Lack of SUPPORT
to overcome 
barriers

Limited 
AWARENESS of 
resources

Stakeholder Consultations

PRIMARY CARE PROVIDERS PRIMARY CARE PATIENTS

.

Limited 
AWARENESS of 
resources

Limited TIME
to share 
information



Ontario Local Innovative Partnership
Health Planners

Jacques Lemelin Primary Care Network Lead

Karen Patzer Senior Integration Specialist

Renee Lebovitz Integration Specialist

Service Providers – Community Health Centres 
Laura Muldoon General Practitioner

Mike Hirsh General Practitioner & Director, 

Social Accountability

Jennifer Simpson Health Planner

Ana Mercedes-Guerra Social Worker

Service Providers – Community Organizations
Michel Fournier 211 services - Data Manager

Jeanne Bonnell Home Care - Care Coordinator

Anne Desjardin Home Care - Care Coordinator

Nada Hamade Home Care – PC Integration

Patient Partners - Community Members
Guillaume Mulimbwa Newcomers 

Karen James Mental Health and Addictions

Dee Campbell Caregiver

Marie-France Proulx Francophones

Ginette Carrière Francophones

Structure

Navigator 
Role Evaluation

Intervention



.
Difficulties 
NAVIGATING a 
complex system

Lack of SUPPORT
to overcome 
barriers

Limited 
AWARENESS of 
resources

Approach

PRIMARY CARE PROVIDERS PRIMARY CARE PATIENTS

.

Limited 
AWARENESS of 
resources

Limited TIME
to share 
information

• Increase Awareness of CR

• Direct patient to study

• Increase Awareness of CR

• Navigation Support



ARC Study



ARC Context 

• Primary care practices in Ottawa and Sudbury will be 
recruited to participate in ARC

• A priority will be placed on practices serving 
Francophone patients 

• All practices will receive training on directing patients 
to community resources (CRs) and will be assigned a  
Patient Navigator to support patients’ access  to CRs 

• Patients will be randomly assigned to the 
intervention or control arm  



Study Design

– Existing provincial 
navigation services

– Innovative approach to 
navigation: ARC 
Navigation Model

Randomized Controlled Trial comparing:



Ontario 211 services

Web-based and telephone helpline (call 2-1-1):

• Informs and orients individuals to the available 
community resources (social & health-related) in 
Ontario

• Connects individuals to over 60,000 community 
services in our region

• Functions 24/7

• Operates in over 150 languages



ARC Navigator Model
Key features:

1. Support for patient needs addressed in the 
community

2. “Generalist” Navigator

➢ Navigation services across the breadth of a primary care 
patient population

3. Bilingual, lay person 

➢ Focused specifically on navigation services

4. Integrated in primary care practices

➢ Promote continuity, coordination of care

5. Attached to a Community Health Centre

➢ Reduce fragmentation, promote learning and support



ARC Navigation Model

• Services provided in person, by telephone, 
email, text, as preferred by the patient

• Role of Navigator:

1. Understand patients' priority needs and the potential 
barriers that may limit their access to resources

2. Co-develops with patient a tailored action plan for 
accessing resources

3. Identifies resources options best suited for the 
individual



ARC Navigation Model

• Role of Navigator (cont’d):

4. Assists patient to overcome potential barriers

5. Orients patient on 211 and promotes patient 
empowerment and self-efficacy

6. Ensure informational continuity with primary care 
provider



Key Elements 

➢Enhance Awareness  

1. Provider orientation on community resources

2. Promotional material in waiting room

➢ Increase referrals

1. Standardized referral form 

➢Support Complex Patients

3. Patient Navigator (intervention); 211 services 
(control)



Enhance Awareness

•Orientation session on community 
resources.What

•Demonstrate the breadth of available 
resources. Why

• Increased knowledge of existing resources 
and their benefit, and support better 
informed decisions about patient care. 

Benefits





Complete this form ONLY if the patient consents to be contacted by a member of the study team at Bruyère 
Research Institute in Ottawa, Ontario.    

Name: 

              

 

___________________________ 

Telephone #:  

 

(__ __ __) __ __ __ - __ __ __ __ 

Best time:  AM  PM  Evenings  Weekends 

 Other _____________________________ 

 Male   Female   Other Age: _________ years 

 The patient agrees to have their name and telephone number sent to the researchers in 

Ottawa so they can be contacted to receive more information about the ARC study. 

 The patient was provided with the study information package and the research team’s 

contact information. 

Please select one option: 

 Able to communicate with research team in French or English 

Preferred language for contact: 

 French     English    

 Requires interpretation services please specify: __________________ 

 Requires support from parent or proxy. Proxy Contact Information:  

 

Name: ________________________   Telephone #: ____________________ 

Seeking resources to address the following needs:    

 Chronic pain   Diabetes education   Mental health 

 Physical activity   Stop smoking   Addiction  

 Healthy eating  Parenting and family support  Self-management 

 Other (specify): 

 

Additional Comments 

 

 

 

Main Responsible Provider’s name: _____________________________________ 

Referring Provider’s name (Please Print): ________________________________ 

Signature: _________________________ Date: 201_/_ _/_ _    

                      Year   /  Month  /   Day 
 



Support Complex Patients
• In the intervention arm, a Navigator will help patients identify and 

overcome barriers to access

Intervention: In-person Navigation 



Control

Provincial navigation service (Ontario 211)

➢ Contact information is provided



• Assesses and prioritizes needs

• Assesses and addresses potential barriers

• Identifies resource options 

• Links patients to preferred option

ARC Intervention



FEASIBILITY STUDY FINDINGS
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Reported Barriers
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Navigator Activities

0 20 40 60 80

Arranging transportation

Sharing resource information

Helping patient access
funding

Administrative support

Researching new resource

Contacting resource staff

Providing emotional support

Number of patients



Our Partners 

Funding Agencies

(Ottawa Methods Centre)
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