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Who is North York General Hospital (NYGH)?



Creating Transformational Care Environments
Why?

Collaborative Design Process
How?

Patient and Family Centred Care Environments
What?



Scientific Solution 
Simple Systems

Engineered Solutions
Complex Systems

Architectural Solutions
Complex Systems

6 Dimensions of Healthcare Quality

Safe
Effective
Efficient

Timely
Equitable

Patient-Centred





Anne 
Tanenbaum 
Chemotherapy 
Centre
(ATCC)

Child and Teen 
Program
(CATP)



DESIGN APPEARANCE



DESIGN

FUNCTION
EXPERIENCE
OUTCOMES
COST



HUMAN
NEED

BUSINESS
NEED



Shared Vision
Mindset

Collaborative
Approach

Human-centred
Lens

Design Thinking
Methodology



Opportunity
Identification Ideation

Needfinding

Testing & Design

Making the Case

CONCEPTUAL

REALITY

Scale, Spread & Align
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CONCEPTUAL
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CONTEXT
INQUIRY

LEADERSHIP
PERSPECTIVE

PROBLEM 
FRAMING





Needfinding
CONCEPTUAL

REALITY



PATIENT + 
FAMILY NEEDS

PHYSICIAN + 
STAFF NEEDS

IMMERSIVE 
OBSERVATION





WHEN

WHO

INTERACTIONS

ARTIFACTS

ACTIVITIES

WORKAROUNDS

HOW

WHERE

CONVERSATIONS



“When you are trying to convey a 
concept of excellence, it’s hard when the 
physical space is old.”
- NYGH Paediatric Physician



“Eating, schoolwork, recreation, 
socialization. Those things are so 
important and the kids need a place 
to do them. Lengthy hospital stays can 
be pretty isolating, so the kids look 
forward to getting out of their room.”
- Parent of NYGH Patient



CATP 
Painpoints & 
Needs
• Lack of parental accommodations 

and amenity space
• Lack of space for “normal” life 

activities
• Minimal clinical support space
• Impacts on optimisation



Ideation

CONCEPTUAL

REALITY



IDEATION 
WORKSHOPS

DEFINING 
VISION

PRECEDENT 
REVIEW



NYGH 
Strategic Goals 
& Design Principles

CATP 
Strategic Goals 
& Design Principles

Change,

Realization,

Healthier 
patient 
population











Testing & Design

CONCEPTUAL

REALITY



EXPERIENCE 
MODELING

SPATIAL 
CO-DESIGN

CONCEPT 
DIAGRAMS



The 5Es

I want the best 
care for my 
diagnosis from 
staff I trust and 
in a place close 
to home.

Getting to the 
clinic is smooth 
and easy, which 
helps lower my 
anxiety about 
the visit.

This is so 
welcoming, 
comfortable, 
and timely. The 
clinic embodies 
the community 
spirit I love 
about NYGH.

I got everything 
I needed and 
don’t feel too 
concerned 
about what’s 
next.

I know exactly 
how to take 
care of myself 
and answer any 
questions I 
might have.
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1. The transformational design solution is 
located between the insights and 
constraints, and it is not buried within the 
problem.

2. Designing includes planning, but planning 
does not include designing. Recognize the 
difference between failure and mistakes.

3. In trying to bridge the gap between vision 
and reality, understand who is guarding 
the other side to successfully implement 
your ideas.

4. Recognize the difference between 
collaboration and teamwork. Be 
comprehensive and inclusive in your 
collaboration.

Lessons Learned


