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From left to right:  Ms. Antionette Symonette, Mrs. Yolanda Johnson – Vice Chair,          

Dr. Anthony Hamilton - Chair, Ms. Shirley Taylor, Ms. Ronnique Ferguson and Mrs. Rochelle 

Johnson.  Missing are Mr. Kishon Turner - Mr. Nathan Rolle - Mrs. Kay Pratt-Farrington – 

Mr. Bradick Cleare – Mr. Jamal Brown – Mr. Karajahya Forbes Mrs. Heidi Rolle – Mrs. 

Doreen Peters & Mrs. Cathy Gray. 
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It is my pleasure to extend congratulations to the members of the Patient and Family     
Advocacy Committee, on your one year anniversary. I applaud your efforts to foster a     
patient and family centered environment in our healthcare  system.  
 
When people from various sectors of society are engaged and committed to taking        
responsibility for their well-being, the healthcare system flourishes. Barbara Mikulski, a 
former United States Senator said, "Each one of us can make a difference. Together we 
make change." The Government nor medical professionals can solely bring about change. 
With input and action from patients, families and communities, significant healthcare 
changes arise.  
 
As you embark on another year to improve and personalize patient healthcare services, I 
encourage you to expand your reach into our communities. Aspire to have all residents  
actively participate in informative and educational forums, practical community activities 
and appropriate utilization of the community clinics and hospitals.  
 
On behalf of the Ministry of Health, I wish the Patient and Family Advocacy Committee 
many years of success as it pursues positive, transformational change in the health and 
wellness of our nation.  
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The call to action was initiated by Dr. the Honourable Duane E. Sands, Minister of Health 
and manifested on 14th April 2018. It was at this time that the first meeting of the Patient 
and Family Advocacy Committee (PFAC) was convened under the guidance of the appoint-
ed liaison personnel of Ms. Melvern Symonette and Ms. Stephanie Williams. The mandate 
of PFAC is to  improve health care services in The Commonwealth of The Bahamas with 
particular focus on the Accident and Emergency Department at Princess Margaret Hospi-
tal. 
 
The first Annual Report records the specific activities and achievements of the Patient and 
Family Advocacy Committee (PFAC) for the period April 2018 through April 2019. It         
includes the official appointment of PFAC members and facilitators, the orientation of 
committee members, and educational exposure afforded to PFAC Members facilitated by    
specific units and departments of the Ministry of Health and the Public Hospitals Authori-
ty. The report also features the PFAC Handbook, the PFAC’s Strategic Work Plan and other 
support material. 
 
The PFAC team and its facilitators is committed to the further advancement of the national 
health care mandate to benefit both New Providence and Family Island users and provid-
ers of the national health care system services.  
 

Sincerely, 
 

 
Dr. Anthony Hamilton 

Chair 
The Patient and Family Advocacy Committee (PFAC) 
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The Patient and Family Advocacy Committee (PFAC) for the Princess Margaret 
Hospital is a volunteer group of individuals who responded to the clarion call 
by the Minister of Health, Dr. the Honourable Duane E. Sands to become     
involved in making  a contribution to the improvement of healthcare within 
The Bahamas from the patient and family’s perspective.  
  
The purpose of the PFAC is to develop a partnership between patients, care-
givers, and healthcare professionals; dedicated to advancing comprehensive 
and compassionate patient and family centered health care, to the communi-
ties we serve.   
  
The call went out via Social Media and an excited group of individuals           
responded with the intention to assist members of the health care team, and 
to provide guidance on how to improve the patient and family experience, 
based on their personal encounters and experiences within the public health 
care system.   
  
This medium ensured that the patient’s or family’s point of view, perspective, 
and experiences was not only heard, but also integrated into the service and 
quality improvements that are engineered to ensure high-quality, patient  
centered care. These unique perspectives allowed this dynamic group of    
volunteers to give input on issues that impact patient and client care,           
ensuring that the next patient or family member’s journey is easier.  
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The mission of the Patient and Family Advocacy Committee (PFAC) is to part-
ner with the health care institution to achieve quality health care where      
patient and family involvement is welcomed, and where the elements of     
ACCOUNTABILITY, LOVE, and ACKNOWLEDGMENT are demonstrated NATION-
ALLY (ALAN).  
  
  

 
    

 
 

A future in which all citizens, residents, and visitors of The Bahamas have   ac-
cess to consistent quality health care services; Providing services in a  caring 
manner that responds to their life course needs; Respects their social prefer-
ences,  culture, nationality or race and is coordinated across the continuum of 
care; Provides appropriate support and training for all carers in a sustainable, 
creative, supportive, and enabling environment that brings together different 
stakeholders to continually undertake transformational change.   

 
“Adapted from WHO’s Vision for People Centered Health Services 2016-2026” 
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The goals of the Patient and Family Advocacy Committee are to: 
 

I. Raise awareness of the proper utilization of the Accident &Emergency 
Department and to partner with the health care providers and the 
health care system to implement solutions for delivering care that is 
safe, equitable, effective, efficient, timely and patient and family cen-
tered.  

II. Develop general health care policy (e.g. Visitor Policy) for Accident and 
Emergency and programs in conjunction with providers and appropri-
ate public and government agencies.   

III. Promote the health of individuals and the general health of the com-
munity, with attention to at-risk populations such as infants and chil-
dren, persons with disabilities, the elderly, and the poor and needy.  

IV. Make recommendations in designing educational resources useful to    
patients and families for making health care decisions.  

V. Represent the interests of the public in the health services in Accident 
and Emergency.  

VI. Develop a confidential advocacy service or process to resolve issues for 
patients who seek advice or support, and who have grievances or  
complaints.  

VII. Be the advocate for the patients and the health system in making           
recommendations for the delivery and improvement of health           
services.   

VIII. Monitor and evaluate the effectiveness of the delivery of health       
services in the Accident and Emergency Department from the patient's 
or family’s point of view.   

IX. Collect, prepare and/or review reports or data from Accident and 
Emergency Department pertaining to the social determinants of health 
(where    people work, play, live) or patient satisfaction.  
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X. Prepare semi-annual reports on these findings that are submitted to 
the Executive Management Committee and forwarded to relevant     
institutional authorities.   

XI. Contribute to the education of current and future health care providers 
in the principles of patient and family centered care.   

XII. Collaborate with hospital leaders and staff on issues that may impact 
the safety of patients and/or families.  

XIII. Plan inspection or visitation of health care facilities to provide recom-
mendations and to implement improvements.  

XIV. Offer input in planning new facilities and facility renovation.  
XV. Participate in a general workshop and seminar series to provide         

updates pertaining to national population health objectives, revisions 
to terms of service at the Accident and Emergency Department and 
Community Clinics, and report on best practices across The Bahamas 
by annual invitation of the Princess Margaret Hospital and/or the Public 
Hospitals Authority.  
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The Patient and Family Advocacy Committee (PFAC) commenced meetings on 
the 14thApril, 2018.   Meetings were initially held bi-monthly, and then      
monthly. Refreshments for the meeting were provided by the Princess Margaret 
Hospital. 
 

 
The overall aim of this project is to improve the health care system in The        
Bahamas beginning with the Accident and Emergency Department at PMH and 
the Community Clinics at South Beach, Elizabeth Estates and Flamingo Gardens. 
 

 
Complaints and challenges experienced by patients and families that  access the 
public health care system, specifically at Accident & Emergency Department 
(PMH) and by extension the clinics 
 

Annually, approximately 50,000 persons (Over 4000 persons per month) are  
provided care at the Accident and Emergency Department, with the number of            
admissions to PMH ranging from 14,000 – 17,000 a year. 
 

Comparatively combined totals in Emergency Rooms in the United States of 
America are approximately 141,000+ / Year (US. Department of Health and Hu-
man Services Centers for Disease Control and Prevention National Center for 
Health Statistics). 
 

Minister of Health, Dr. Duane Sands has committed to restructuring the health 
care system beginning with A&E and the Community Clinics 
 

 
The scope of the project encompassed testing a new Triage system where only 
urgent cases will be seen in A&E and non-urgent cases referred to Community 
Health Clinics (improve quality of care and wait times) as  follows: 
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• Increasing operational hours and the physical and human resources in 
Community Clinics in order to meet the increased demands  

• Forming an autonomous Patient and Family Advocacy Group for the Prin-
cess Margaret Hospital, utilizing the framework on integrated people-
centered health services. 

 

 
Change was aimed at affecting the Accident and Emergency Services and the 
outlying clinics of South Beach, Elizabeth Estates and Flamingo Gardens. 
 

 
This project was established to affect change in the Ministry of Health, Pub-
lic Health Department, and the Public Hospitals Authority which combined 
resources to address these challenges.  
 
Emphasis was placed on retraining and re-education of staff for improved 
customer service and quality of care. 
 
Special input was sought by engaging and empowering people and commu-
nities by the formation of a Patient & Family Advocacy Committee, with the 
autonomy to address challenges in the health care system with health care 
leaders from their perspective.  
 

 
Improving the health care system in The Bahamas by promoting a future in 
which all citizens, residents, and visitors of The Bahamas have access to 
quality health services  provided in a caring manner that responds to their 
health  needs, respects their religious preferences, culture, and nationality/
race; coordinated across the continuum of care that provides appropriate 
support and training for all carers in a sustainable, creative, supportive and 
enabling environment that brings together different stakeholders to continu-
ally undertake transformational change.  
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The facilitator for the Princess Margaret Hospital, Ms. Melvern Symonette  
developed a handbook on the PFAC, assisted by Mrs. Stephanie Lockhart, RN 
with special input by Dr. Anthony Hamilton, Chair.  (See Appendix A: PFAC 
Handbook) Additionally, Ms. Symonette chaired the meetings until Election 
of Officers was held on the 16th June 2019. Elected officers included:   
 

 Chair: Dr. Anthony Hamilton  
 Co-Chair:  Mrs. Yolanda Johnson  
 Treasurer: Mrs. Heidi Rolle  
 Assistant Treasurer: Mrs. Cathy Gray  
 Secretary: Mr. Jamal Brown  
 Assistant Secretary: Mrs. Kay Farrington  
 Public Relations Officer: Ms. Ronnique Ferguson 

   

Hospital Administrator at the Princess Margaret Hospital, Mrs. Mary Light-
bourne-Walker visited the monthly meetings and provided support by way of 
documentation of an official letter of appointment. All members of the PFAC 
signed a Confidentiality Pledge of Non-disclosure in reference to any confi-
dential information that they may become privy to. 
 

Each week, a Hospital Department Head/Supervisor was invited to the PFAC 
meeting to share about their roles and responsibilities in the institution. After 
much discussion and recounting of narratives and experiences, a list of      
recommendations and suggestions for change and improvement within the 
health care system from the patient’s and client’s perspective was submitted 
to the hospital leadership team for their action.    (Appendix B:  Report of 
Recommendations submitted to PMH Leadership)  
 

Consultant for the Ministry of Health, Mrs. Veta Brown, met with the PFAC, 
and suggested that the PFAC function as an arm of the PMH Foundation, an 
established philanthropic organization whose role includes fund raising for 
the Princess Margaret Hospital.  It was decided by the Chair of the PMH 
Foundation that the Chair of the PFAC would sit in on the Foundations’ 
monthly meeting and bring the Foundation up to date with the plans for the 
PFAC.  
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A courtesy call was made on the Minister of Health, Dr. Duane Sands on 14th 
January 2019 to obtain a clearer view of his vision for the PFAC.  
 

Another courtesy call was made on the Acting Hospital Administrator, Mrs. 
Sonia Bastian-Rose to obtain an update on the progress of the collaboration 
between the PFAC and the Princess Margaret Hospital.   
 

The Elizabeth Estates Community Committee (EECC) made representation 
and met with PFAC to discuss shared goals. The PFAC Chair also agreed to 
meet with the EECC at least once a month for collaboration of shared goals. 
(See Appendix C: PFAC Meeting Minutes)   

Courtesy Call on the Minister of Health:  From left: Mrs. Paula Bowleg, SBCC; Dr. Calae Phillipe MD; Dr. Anthony 
Hamilton, Chair, PFAC; Ms. Melvern  Symonette, Facilitator, PFAC; The Honorable Dr. Duane Sands, Minister of 
Health,  Dr. Pearl McMillan Chief Medical Officer, Ministry of Health; Pastor Bradick Cleare, Member PFAC  
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Ms. Melvern Symonette - Liaison Officer PFAC, Mrs. Yolanda Johnson - Vice 
Chair PFAC, Dr. Anthony Hamilton - Chair PFAC & Mrs. Sonia Bastian -Rose, 
Acting Hospital Administrator PMH 

 

Assistant Director of Communications 

Mrs. Thelma Rolle-Fernander 
PMH Foundation Board 

Ms. Mary Lightbourne-Walker, Hospital   

Administrator,  frequently attended  meetings 
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PHA/MOH CUSTOMER SERVICE TRAINING TEAM  
From left front: Mrs. Kimberly Josey-McPhee; Mrs. Raquel Antonio; Ms. Melvern 
Symonette: Left Back: Ms. Moyia Taylor: Ms. Patricia Morley; Mrs. Persephone 
Munnings; Mrs. Stephanie Williams;   Missing: Mrs. Aubynette Rolle, Committee 
Chair 

Customer Service Committee Chair 
Mrs. Aubynette Rolle 

 

 

PMH Risk Manager 
Mrs. Pamela Bowe 

Patient Relations Head of Department 
Mrs. Kayla Ingraham 
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The executives of the Patient and Family Advocacy Committee (PFAC) and its 
support team in conjunction with the Office of the Minister of Health Dr. the 
Honourable Duane E. Sands and his support team are committed to the 
agreed PFAC Mandate. We anticipate with great expectation that real          
improvement will be experienced by all stakeholders of our national health 
care system and within the Accident and Emergency Department (PMH). 
 

The members of PFAC are committed to the manifestation of an improved  
delivery of national health care services and compliance to both national and 
international health care standards. The need for full accountability of PFAC 
to the government and the citizens of The Commonwealth of The Bahamas is 
a critical and recognized national priority. In acceptance of the detailed man-
date of PFAC, the committee acknowledges that true accountability by users 
and providers of our national health care system is the joint responsibility of 
all stakeholders. 
 

It is the intention of PFAC to expand the sub-committees to improve the reach 
of stakeholders, ensuring accountability for a results-oriented environment at 
The Princess Margaret Hospital and within the national health care system.  
This is envisioned to be accomplished through the following initiatives:  a   
formalized professional relationship; formulation of a system to generate 
quarterly internal and annual reports; systematic review of both local and    
internal audit reports; establishment of PFAC identification badges; engage-
ment of consistent interface opportunities between PFAC and all mandate  
related units and departments of Princess Margaret Hospital, and quarterly 
interface session with the leadership of  the various national health care    
system entities for best practices compliance.  
     

The collective membership of PFAC is indeed privileged to have been       
afforded the opportunity to be of service to the citizenry of The Common-
wealth of The Bahamas and the users and providers of national health care 
services of the Accident and Emergency Department of the Princess Margaret 
Hospital. 
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 Appendix A: PFAC Handbook 
 Appendix B:  Report of Recommendations submitted to PMH Leadership 

 Appendix C:  PFAC Meeting Minutes 
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Report Prepared by:  
Ms. Melvern E. Symonette 

Facilitator 
 April 2018 – April 2019  

 
Dr. Anthony Hamilton, Committee Chair 

& PFAC Members 
 

Booklet Design & Layout 
PHA Corporate Communications Dept. 

 
Booklet Printing 

PMH Communications 
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