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On behalf of the EM/ANB Board of Directors, I am pleased to present this year’s annual report 
for EM/ANB, which outlines the organization’s progress on key initiatives, as well as performance 
measures during the 2022-23 fiscal period. 

2022-23 was a transformative year for the organization. As the need for our COVID-19 response 
began to slow, EM/ANB began to return to more traditional operations. This enabled the 
organization to increase its focus on the Provincial Health Plan, Stabilizing Health Care: An 
Urgent Call to Action, and the important initiatives EM/ANB has been asked to play an important 
role in achieving.

EM/ANB also launched the organization’s 2022-25 strategic plan, Transforming Community 
Care Together. This document, which will chart our course to 2025, was created with input 
through engagement with all our stakeholders – senior leadership, front-line employees, partner 
organizations as well as our patients and their families. We are proud to have our community 
represented in this plan and look forward to enacting its many directives in the coming years.

This year also saw a transformation in our governance leadership with a new Board of Directors. 
I would like to take this opportunity to thank our outgoing Board members and express my 
sincere gratitude for the important work they supported. I look forward to collaborating with the 
new Board members on our important work ahead.

Since the end of this fiscal year, EM/ANB has also welcomed its new Chief Executive Officer, 
Craig Dalton, who joined the organization in August of 2023. On behalf of my fellow Board 
members, we wish Craig all the best in his new role and look forward to working with him in the 
coming year. 

 

Ian Watson
Chair, EM/ANB Board of Directors

Message  
from the Chair

https://www2.gnb.ca/content/dam/gnb/Departments/h-s/pdf/Stabilizing-health-care.pdf
https://www2.gnb.ca/content/dam/gnb/Departments/h-s/pdf/Stabilizing-health-care.pdf
https://ambulancenb.ca/files/documents/EM-ANB-Strategic-Plan-2022-2025.pdf
https://ambulancenb.ca/files/documents/EM-ANB-Strategic-Plan-2022-2025.pdf
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I am pleased to write to you as the new Chief Executive Officer of EM/ANB Inc., and to present the 
organization’s 2022-23 annual report.

All the important work highlighted herein would not be possible without the dedication of our teams 
across the province. 

To everyone who gives so much of their time and their energy every day – to the Ambulance New 
Brunswick, Extra-Mural Program and NB Health Link teams – thank you for all you do. I’d also like to take 
this opportunity to thank our health care partners and all health care professionals who continue to work 
so hard to care for their patients across the province. 

We look forward to continuing to work in collaboration with our teams across the organization, our Board 
of Directors, and our partners throughout the health care system. 

Respectfully submitted,

Craig Dalton
CEO, EM/ANB Inc.

Message  
from the CEO
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Overview  
of EM/ANB 

The following section provides a brief 
overview of EM/ANB, including our 
mandate and governance structure, 
followed by a quick look at our 
operations and the services we provide 
throughout New Brunswick.

Mandate & Governance Structure
Since January 1, 2018, New Brunswick’s Extra-
Mural Program (EMP) and Ambulance New 
Brunswick (ANB) services have been delivered 
by EM/ANB – a Part III entity, governed by a 
Board of Directors. The Board is responsible 
to contract and govern the EM/ANB 
administration for the provision of EMP and 
ANB services through the management of 
key performance indicators and adherence 
to provincial policies, legislative acts and 
associated regulation which support the 
direction of the delivery of the programs and 
services. 

The primary purpose of EM/ANB is to plan 
and manage EMP and ANB services, while 
ensuring that home and community health 
care services and ambulance services are 
delivered according to established policies 
and standards. In 2021, this mandate was 
expanded to include the delivery of the 
province’s new Primary Care Network, 
NB Health Link.

The following provides a brief description of 
the programs EM/ANB delivers: 

•	 Ambulance New Brunswick: Provides 
comprehensive, province-wide 
ambulance services to the residents and 
visitors of New Brunswick. These services 
include: 

	» Communication and dispatch 
services; and, 

	» Air and land ambulance services, 
in accordance with applicable 
provincial legislation and policy 
direction.

•	 Extra-Mural Program: Provides 
provincial home health care services 
to individuals in their homes and/or 
communities. The program provides 
acute, support maintenance, palliative 
and care coordination services that: 

	» Reduce/prevent unnecessary 
emergency department visits, and/or 
hospital/nursing home admissions; 

	» Facilitate appropriate discharge of 
patients from hospitals; and, 

	» Assist individuals to live as 
independently as possible. 

•	 NB Health Link: Through a 
Memorandum of Understanding (MOU) 
established in February 2022, EM/ANB 
has also been engaged to deliver the 
new provincial primary care network 
– NB Health Link – which has been 
developed for New Brunswickers who 
do not have a primary care provider. 
NB Health Link services include:

	» Provide access to timely and 
coordinated care to New 
Brunswickers while they wait to be 
matched to a permanent primary 
care provider; and,

	» Reduce/prevent unnecessary 
emergency department visits.
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EM/ANB is tasked with: 

•	 Entering into performance-based 
contracts with third-party service 
providers for the management and 
delivery of EMP, ANB and NB Health 
Link services at the discretion of the 
Board of Directors; and, 

•	 Being accountable to the Minister 
of Health through a Board with an 
accountability framework that includes 
performance metrics; and, 

•	 Doing such things that, in the opinion of 
the Board of Directors, are or may be 
necessary to develop, foster, enhance, 
assist or otherwise contribute to the 
provision of EMP, ANB and NB Health 
Link services.
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Senior Management Team 
In order to fulfill its mandate, EM/ANB entered into performance-based contracts with Medavie 
Health Services New Brunswick (MHSNB) to manage the province’s Extra-Mural Program 
and Ambulance New Brunswick services. Through a Memorandum of Understanding (MOU) 
established in February 2022, EM/ANB has also been engaged to deliver the new provincial 
primary care network, NB Health Link. MHSNB staffs the EM/ANB CEO and senior management 
team positions, which include the following team members as of March 31, 2023: 

Position Vacant
Chief Executive Officer (CEO), EM/ANB and  
Chief Operating Officer (COO), MHSNB

Jean-Pierre Savoie
Vice-President, Ambulance New Brunswick 
Operations

Ginette Pellerin
Vice-President, Extra-Mural Program Operations

Martine Des Roches
Vice-President, Primary Care Network

Edgar Goulette
Vice-President, Quality, Patient Safety and 
Education

Travis Quigley
Vice-President, Organizational Performance, 
Integration and Digital Innovation

Lise Robichaud McGrath 
Executive Director, Finance

Martine Savoie
Director, Human Resources

Christianna Williston 
Director, Communications and Stakeholder 
Relations

Board of Directors 
EM/ANB’s Board members as of March 31, 2023, included:

Ian Watson, Chair 
Assistant Deputy Minister 
Health System Collaboration,  
Department of Health

Jim Mehan, Vice-Chair 
Deputy Minister
Department of Social Development 

Eric Beaulieu, Treasurer 
Deputy Minister 
Department of Health

Margaret Melanson 
Interim President & CEO
Horizon Health Network

Dr. France Desrosiers
President & CEO
Vitalité Health Network
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Governance Structure Chart
 

Minister of Health

EM/ANB
Public Part III Company

Board of Directors
Quality and Patient Safety Committee
Finance and Performance Committee 

Medical and Professional Advisory Committee
Governance and Nominating Committee

Department  
of Health

Policies/Program Standards
Medical Oversight and � 

System Planning 
Funding

Monitoring

EM/ANB
Administration

Executive Leadership Team
Corporate Services  

(HR, IT, Communications, Finance)

Medavie  
Health  

Services NB
Management of Services
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Operations and Services

AMBULANCE NEW BRUNSWICK (ANB) 

ANB is responsible for the delivery of emergency medical 
services (EMS) in New Brunswick.

THE EXTRA-MURAL PROGRAM (EMP) 

EMP is a “hospital without walls” providing comprehensive health 
care services to patients in their homes and communities.

NB HEALTH LINK

NB Health Link provides its registered patients with access to a network of 
family doctors and nurse practitioners throughout the province – providing its 
patients with access to a temporary medical home until they are permanently 
matched with a primary care provider in their community.

Providers

•	 Emergency medical dispatchers (EMDs) 

•	 Emergency medical technicians (EMTs) 

•	 Primary care paramedics (PCPs)

•	 Advanced care paramedics (ACPs)

•	 Critical care flight nurses

Providers

•	 Nurse practitioners

•	 Registered nurses 

•	 Licensed practical nurses

•	 Social workers

•	 Respiratory therapists

•	 Registered dieticians 

•	 Physiotherapists 

•	 Occupational therapists

•	 Speech-language pathologists

•	 Rehabilitation assistants

Providers

•	 Family physicians

•	 Nurse practitioners

•	 Registered nurses

•	 Administrative staff

Services

•	 Ambulance dispatch and 
coordination 

•	 911 ambulance response

•	 Inter-facility transfers

•	 Air ambulance services

Services

•	 Acute care

•	 Chronic care

•	 Palliative care

•	 Home oxygen services

•	 Rehabilitation services

Services

•	 Medical appointments  
available in-person, by 
telephone, or virtually

•	 Patient assessments

•	 Centralized patient health 
record

•	 Medication prescriptions

•	 Diagnostics

•	 Referrals to specialized care

2,000+ 
Employees

100+ 
Locations

500+ 
Vehicles

~800,000 
Patient Contacts
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Facilities
As of March 31, 2023, EM/ANB facilities included 67 Ambulance New Brunswick stations and 
13 posts; 23 Extra-Mural Program units and 4 satellite units; and 5 NB Health Link clinics.   

ANB stations
EMP units
NBHL clinics

Edmundston

Miramichi

Campbellton

Moncton

Saint John

Fredericton

Bathurst
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4

3 
 0

5/
24



12

Staffing
As of March 31, 2023, EM/ANB employed 2,290 staff members (including full-time, part-time 
and casual employees; as well as active and non-active employees). The following provides a 
more detailed breakdown of staffing by service and job classification:

Job Classification Employee Count (#) Employee Count (FTE)

Ambulance New Brunswick 1,176 836.82
Emergency Medical Technician (EMT) 17 2.00

Primary Care Paramedics (PCP) 936 663.45

Advanced Care Paramedic (ACP) 58 28.85

Paramedic Coordinator 91 87.05

Registered Nurse (i.e., Flight Nurse) 16 11.50

Emergency Medical Dispatcher (EMD) 41 29.31

Emergency Medical Dispatchers Coordinator 13 11.33

Critical Care Transport Coordinator 4 3.33

Extra-Mural Program 1,090 815.80
Administrative Services Coordinators 3 3.00

Administrative Support (Non-Clinical) 7 5.40

Coordinators, Projects & Programs 3 1.00

Dietitian 1 23 20.70

Dietitian 2 7 5.90

EMP Summer Student 1 0.00

Extra-Mural Administrative Support 82 67.60

Extra-Mural Administrative Support Coordinator 3 3.00

Licensed Practical Nurse 85 52.60

Manager 45 43.60

Occupational Therapist 1 61 54.90

Occupational Therapist 2 7 5.60

Patient Care Attendant 1 6 4.50

Physiotherapist 1 54 42.80

Physiotherapist 2 5 3.10

Registered Nurse Class A 552 380.50

Registered Nurse Class B 1 1.00

Registered Nurse Class C 14 12.00

Registered Nurse Class D (Nurse Practitioners) 2 2.00

Rehabilitation Assistant 24 22.60

Respiratory Therapist 57 46.20

Social Worker 33 26.10

Speech Language Pathologist 15 11.70

NB Health Link 24 21.00
Administrative Support (Non-Clinical) 12 11.00

Manager, Health Link Operation 1 1.00

Registered Nurse Class A 8 7.00

Registered Nurse Class C 1 1.00

Registered Nurse Class D (Nurse Practitioner) 2 1.00

EM/ANB Total 2,290 1,673.62
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EM/ANB Patient Contacts
During the 2022-23 fiscal year, EM/ANB 
health care professionals provided a total of 
794,511 patient contacts. The following section 
provides a more detailed overview of patient 
contacts by service. 

LAND AMBULANCE

During the 2022-23 fiscal year, Ambulance New 
Brunswick paramedic teams provided a total of 
132,663 patient contacts, including 911 emergency, 
non-emergency and transfer calls.

Annual Call Volume

2021-22: 26,466

North
27,564 calls 

2021-22: 28,784

South
30,324 calls 

2021-22: 42,684

East
44,336 calls 

2021-22: 27,226

West
30,439 calls 

2021-22: 125,160

Total Calls
 132,663

2022-23 Call Types  
Land Ambulance

57.2%
21.3%

21.5%

911-Emergency

911-Non-Emergency

Transfers
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AIR AMBULANCE 

During the 2022-23 fiscal year, ANB’s 
Air Ambulance team transferred a total of 
492 patients, which included emergency, 
urgent, non-urgent and repatriation missions.

EXTRA-MURAL PROGRAM

During the 2022-23 fiscal year, the 
Extra-Mural Program provided care to a 
total of 26,835 patients, which included 
the following levels of care: maintenance/
supportive, acute and palliative.

During this same fiscal year, Extra-Mural 
Program health-care professionals completed 
a total of 654,589 patient contacts in the 
following practice areas.

Practice  
Area

In-Person 
Patient 
Visits

Telephone 
Consults

Total 
Patient 

Contacts
Nursing (NP, RN 
and LPN) 335,076 118,250 453,326

Occupational 
Therapy 28,400 18,132 46,532

Speech 
Language 5,079 2,695 7,774

Clinical 
Nutrition 15,003 8,534 23,537

Physiotherapy 28,378 12,174 40,552

Respiratory 
Therapy 28,842 14,591 43,433

Social Work 10,246 9,140 19,386

Rehab Assistant 14,874 5,175 20,049

Total 465,898 188,691 654,589

NB HEALTH LINK

In its first year of operation, NB Health Link 
registered 25,850 patients – providing them 
with access to a network of family doctors 
and nurse practitioners. The program was 
rolled out in a phased approach as New 
Brunswickers on the Patient Connect NB 
list were invited to register with NB Health 
Link, beginning in Health Zone 1 (Moncton & 
Southeast Area) in the month of July. During 
the remainder of the fiscal year, NB Health 
Link provided 6,767 patient appointments – 
the majority of which were in person.  

Appointment Types %

88.6%

11.4%

In Person Virtual

Patient Classification %

44.1%

7.6%

49.5%

Acute Palliative Maintenance/Supportive

2022-23 Call Types - Air Ambulance

Emergency

Urgent

Non-Urgent

Repatriatio n

180 calls
(36.6%)

98 calls
(19.9%)

115 calls
(23.4%)

99 calls
(20.1%)
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Key Performance 
Indicators

AMBULANCE NEW BRUNSWICK

Results for all of the following key 
performance indicators (KPIs) are reported 
publicly each year in our Annual Report. For 
a more detailed look at our response time 
data, please visit the Accountability section 
of our Ambulance New Brunswick website: 
ambulancenb.ca. 

ANB Performance – Response Times, Data 
Entry and Reporting

KPI Region 2022-23
Obligation Performance

Response  
Time 
Performance*

911 Emergency 
North 90% 92.4%

911 Emergency 
South 90% 93.8%

911 Emergency 
East 90% 90.7%

911 Emergency 
West 90% 91.8%

911 Non-Emergency
Province 90% 94.5%

Scheduled 
Transfers  
Province

90% 84%

Non-Scheduled 
Transfers  
Province

90% 89.5%

Call Processing 
Time

Province 90% 95.4%

Data Entry Province 90% 40.6%**

Documentation Province 90% 98.1%

Reporting Province 100% 100%

* Response time performance results reflect exemptions such as 
delays attributed to resource depletion, adverse weather and road 
closures, which are reviewed and approved by the Department of 
Health. Review of emergency and non-emergency response time 
exemptions for Q4 (January-March 2023) was completed using a 
statistically relevant sample.

** The COVID-19 pandemic had an impact on data processing 
capacity for Patient Care Records throughout 2020-21 and 2021-22, 
which resulted in a continued data processing backlog in 2022-23. 
This backlog was further impacted by a significant increase in call 
volume during 2021-22 and 2022-23.

ANB Performance – Patient Satisfaction 

The following patient satisfaction survey 
results are compiled on a semi-annual basis 
by an independent, third-party research 
organization. 

KPI Region Obligation Performance

Overall Patient 
Satisfaction Province 90% 94.7%

Official 
Languages* 
(EMTs and 
Paramedics)

Province 95% 98.1%

* Measures frequency of ANB Emergency Medical Technician (EMT) 
and Paramedic personnel speaking in the official language of the 
patients’ choice.

ANB Performance – Official Languages 

The following metric is tracked by EM/ANB’s 
Human Resources Department and reported 
annually.

KPI Obligation Performance

Unfilled Full-Time Permanent 
Bilingual PCP Positions within ANB < 40 26

http://ambulancenb.ca
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EXTRA-MURAL PROGRAM 

Results for all five key performance indicators are also shared publicly in the Accountability 
section of our Extra-Mural Program website: extramuralnb.ca. 

KPI Baseline Target 2022-23 Performance

(1.a) Referral to Care – 
median (days)

3 ≤ 1 4*

(1.b) Referral to Care – 
90th percentile (days)

33 ≤ 10 35*

(2.a) ED Visits (ratio) 0.60 ≤ 0.51 0.43

(2.b) ED Visits (#) 18,069 ≤ 16,262 11,654

(3) Patient Satisfaction 95% ≥ 95% 94.9%

(4) Primary Care Referrals 7,426 ≥ 8,911 7,028

(5) EMP Visits 497,771 ≥ 572,437 467,623**

* Referral to Care: These indicators measure the length of time (in days) from when referrals are received to the first visit by an EMP professional. 
We measure both the median and the 90th percentile The median gives us a good idea of what most patients would experience, and the  
90th percentile allows us to monitor cases that may take longer. During the pandemic, referral to care times increased, in particular for those 
patients requiring rehabilitation services – a challenge that continued during 2022-23.

** EMP Visits: An increase in patient acuity levels has resulted in greater clinical support from EMP, which in turn has resulted in greater time 
commitments for patient care. Increases in employee sick leave and vacancy rates have also affected the number of patient visits EMP is able to 
accomplish.

NB HEALTH LINK

Key performance indicators for the NB Health Link program are currently being developed.

http://extramuralnb.ca
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EM/ANB Human Resources
The 2022-23 fiscal year continued to be a 
busy time for our team. We continued our 
outreach work with various post-secondary 
schools in order to promote the various health 
care professions at EM/ANB. Our HR team 
also continued to our regular participation at 
career fairs – both at home and abroad. We 
have also continued to work in collaboration 
with the International Recruitment team led 
by the Government of New Brunswick and 
Opportunities NB. During 2022-23, this work 
included international recruitment missions in 
the United Kingdom (October 2022), as well 
as Dublin and Dubai (March 2023).  

Throughout the year, we continued to 
promote careers at EM/ANB on all of our 
digital channels as well as various online 
employment platforms and targeted digital 
and social media ads. We have also continued 
to leverage our social media channels to 
highlight individual employees, promoting our 
hardworking health-care professionals, and 
helping to celebrate members of our teams 
from across the province who have dedicated 
their lives to these important careers – all 
while raising awareness of these critical 
professions and the vital support they provide 
to our communities.

EM/ANB is not immune to the staffing 
challenges that are present across the health 
care system, in New Brunswick and beyond. 

This year and every year, we continue to focus 
on recruitment and retention, and ensuring we 
have the staff we need in order to provide the 
health care services that New Brunswickers 
need, when and where they need them. During 
the 2022-23 fiscal year, EM/ANB was pleased 
to recruit and onboard a total of 264 new 
hires – welcoming 109 new employees to 
Ambulance New Brunswick, 135 to the Extra-
Mural Program, and 20 to the NB Health Link 
Program in its first year of operation. 

As part of our continued commitment 
to recruitment and retention, we sought 
to gain more insight into the workplace 
satisfaction of our employees. In 2022-23, 
we surveyed our employees to assist us in 
further developing services and education 
relevant to their employee experience and 
overall wellbeing within the workforce. The 
knowledge we gained from this exercise will 
help us understand employees’ perspectives 
and inform the creation of programs to help 
improve employee morale, and retain more of 
our talented workforce. 

We also continue to expand and review 
our wellness program, and to identify new 
strategies in supporting and promoting our 
Employee and Family Assistance Programs 
(EFAP) programs, office ergonomic supports, 
as well as awareness initiatives regarding 
workplace violence and injuries. Our team 
also began work collaborating with our health 
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care partners through the People Pillar 
Project, which is an extension of the Provincial 
Health Plan’s People Pillar strategy that aims 
to increase employee satisfaction, reduce 
absenteeism due to injury and illness, and 
reduce attrition.

Safety also remains a top priority and we 
continue to work with our Provincial Health & 
Safety Committee representatives to review 
our programs, recommend new initiatives 
and safe work procedures, and create new 
education modules for staff such as our safe 
lifting and patient handling program.

EM/ANB Quality, Patient Safety 
and Education

PATIENT SAFETY

From policy and protocol development, 
equipment design and procurement, continual 
driver training, a rigorous fleet maintenance 
program, and retrospective patient chart 
analysis, the commitment to patient safety 
drives all of our decisions and is central to our 
mandate. Regular Quality of Care and Patient 
Safety Committee meetings are held where 
recommendations for change are enacted and 
monitored. We are responsive to complaints and 
criticism and take all feedback very seriously; 
each incident is investigated thoroughly by 
our Quality Assurance and Risk Management 
teams. Our patient safety champions who act 
as ambassadors in the field are recognized 
annually for their important contribution and our 
robust infection prevention and control efforts 
are evidence-based and revisited regularly.

TRAINING AND EDUCATION

As we strive for continued excellence in patient 
care, it is essential that we are attentive and 
responsive to public feedback, new innovations 
within healthcare, and any trends discovered 
through our quality assurance process. The 
perspective we gain through these efforts help 
to drive our educational initiatives which are 

designed to be evidence-based and culturally 
inclusive. Whether it is an e-Learning course, 
one of our biannual in-person sessions or our 
frequent new employee orientations, each 
educational program is monitored for its 
effectiveness with subsequent adjustments and 
re-messaging as needed. Overall, the goal is 
always for an improvement in patient care.

EM/ANB QUALITY IMPROVEMENT  
PLAN REPORT

EM/ANB’s Quality Improvement Plan is a 
summary document that outlines the different 
plans, frameworks and initiatives within the 
organization that guide and support continuous 
quality improvement within EM/ANB. The plan 
provides a consolidated account of all EM/ANB’s 
existing quality improvement activities, including:

•	 EM/ANB Strategic Plan

•	 EM/ANB Risk Management Plan

•	 ANB Patient Safety Plan

•	 EMP Patient Safety Plan

•	 EM/ANB Quality and Safety Framework

•	 EM/ANB Ethics Code and Framework

•	 Emergency and Disaster Management 
Plan

The Quality Improvement Plan commits to 
annual reporting that provides a progress 
summary for each component of the plan 
(listed above). The report is completed by the 
Vice President of Quality, Patient Safety and 
Education at the end of each fiscal year and is 
available in the Accountability section of our 
EMP and ANB websites.

The report is an important part of EM/ANB’s 
commitment to continuous quality improvement 
– all of which is focussed on improving the 
quality of health care services we provide to our 
patients and their families, and helping to ensure 
our mission of providing excellence in emergency 
and community care for New Brunswickers.
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Strategic Plan  
Overview 
In 2022-23, we were pleased to launch EM/ANB Strategic Plan 2022-2025: Transforming 
Community Care Together – EM/ANB’s second strategic plan since our inception in 2018. The 
plan was developed following consultation with our frontline staff, support teams, managers and 
leadership teams, as well as our external health care partners and key stakeholders. It is based 
on this input from our stakeholders that we decided to continue with our existing mission, vision 
and values, as our internal and external stakeholders alike believe these remain relevant to the 
work EM/ANB continues to do. 

Mission, Vision & Values

Strategic Directions 
Based on our consultation process, we have identified the following five (5) strategic directions 
which will guide key EM/ANB initiatives over the next three years:

Providing 
excellence in 
emergency 
and 
community 
care.

Improving  
the quality  
of life of New 
Brunswickers 
within their 
communities.

	✓ Patient-centred
	✓ Safety-focused
	✓ Accountable
	✓ Accessible 
	✓ Innovative
	✓ Caring
	✓ Responsive
	✓ Community-minded

Mission Vision Values

Prioritize and 
Strengthen 
Our Core 
Service 

Offerings

Improve  
Access to 

Care in the 
Community

Increase  
Our Role as a 
Strong Health 
Care Partner

Enhance the 
Employee 

Experience

Strengthen 
Our Digital 

Health 
Assets and 
Technology 

Solutions

1 2 3 4 5

https://ambulancenb.ca/files/documents/EM-ANB-Strategic-Plan-2022-2025.pdf
https://ambulancenb.ca/files/documents/EM-ANB-Strategic-Plan-2022-2025.pdf
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Strategic Plan 
Update
In the following pages of this report, 
we outline and define each of our 
plan’s five strategic directions and 
provide updates on key initiatives in 
support of each direction.

Strategic Direction #1 
Prioritize and Strengthen Our Core 
Service Offerings

ACCREDITATION CANADA

In November 2022, Accreditation Canada 
conducted an onsite survey to evaluate our 
Emergency Medical Services and Interfacility 
Transport Service Excellence Standards. In 
total, 25 ANB locations were assessed during 
the onsite survey, including a variety of our 
ambulance stations throughout the province 
as well as our Medical Communications 
Management Centre. Based on their findings, 
Accreditation Canada awarded Ambulance 
New Brunswick with the 
ranking of “Accredited with 
Commendation,” noting 
that our organization’s 
ongoing commitment to 
improving the quality and 
safety of the services we 
offer to our patients and 
our community.

Accreditation Canada is an independent, not-
for-profit organization that sets standards for 
quality and safety in health care and accredits 
health organizations throughout Canada and 
around the world. 

VULNERABLE PATIENTS WITH 
COMPLEX NEEDS

The purpose of this project is to demonstrate 
the impact of implementing a case 

management model, as well as having 
a community paramedic supporting the 
vulnerable population in collaboration with 
the Extra-Mural Program. Following staff 
training and education completed in 2021-22, 
EM/ANB moved forward with the next phase 
of the Model of Care for Vulnerable Patients 
with Complex Needs pilot project, which is 
based in Northumberland County. In 2022-23, 
the pilot obtained ethics approval, followed 
by successful recruitment of its patient 
participants. A final report providing a full 
assessment of the pilot project is anticipated 
in 2023-24.

EVOLVE THE COLLABORATIVE 
PRACTICE MODEL

EM/ANB completed the implementation of a 
shared care plan folder for all EMP patients 
throughout the province. Dubbed the “yellow 
folder” by staff, this shared care plan folder 
is placed in every Extra-Mural patient’s 
home. The folder includes the patient’s care 
plan, medication list, and visits of various 
care providers. The shared care plan folder 
allows other health care providers to have 
access to each patient’s most up-to-date care 
information, which in turn helps our teams to 
better ensure enhanced collaboration and 
coordination in support of optimal patient 
care. The folder also helps support the patient 
with the management of their own care.

PALLIATIVE CARE PROJECT

Following the successful completion of 
EM/ANB’s Palliative Care Project pilot in 
2021-22, EM/ANB’s focus in 2022-23 was 
transitioning the project to our regular 
operations. An operational transition plan 
was developed, approved and implemented. 
Key components of this plan included the 
integration of palliative education as well 
as cultural competency training related to 
palliative care into our orientation program 
for all new employees going forward. 
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Strategic Direction #2 
Improve Access to Care in the 
Community

RE-INTRODUCTION OF 
EMERGENCY MEDICAL 
TECHNICIANS (EMTS) 

As part of the Provincial Health Plan that was 
launched in November 2021, EM/ANB was 
asked to re-introduce the Emergency Medical 
Technician (EMT) profession to Ambulance New 
Brunswick. The purpose of this initiative was 
to have EMTs work in partnership with their 
paramedic colleagues on ANB’s transfer units, 
supporting the transfer of lower-acuity patients, 
and ultimately enabling more primary care 
paramedics and advanced care paramedics to 
focus on 911 emergency services. 

After extensive collaboration with Department 
of Health, the Paramedic Association of New 
Brunswick, the Department of Post-Secondary 
Education, Training and Labour (PETL), and 
our partners in the post-secondary community, 
ANB was pleased to welcome our first group 
of new EMT graduates in 2022-23. The re-
introduction of the EMT profession to ANB 
has helped us to grow our team and ensure 
more ambulances are on New Brunswick’s 
roads, and we look forward to welcoming 
future graduates in the coming fiscal year.

MULTI-PATIENT TRANSFER 
VEHICLES

During 2022-23, work was well underway on 
another key initiative of the Provincial Health 
Plan: the introduction of a multi-patient 
transfer unit that will see a team of two EMTs 
transfer multiple, low-acuity patients at a 
time in an effort to free up more paramedics 
to work on 911 emergency trucks in their 
communities.

By the end of March 2023, the ANB project 
team was working closely with Department 
of Health to review and revise all necessary 
policies and procedures linked to this 
important initiative, as well as finalize the 

patient screening questionnaire for our 
dispatch centre. Vehicle chassis have been 
procured and we have moved on to finalize 
the layout of the vehicle interiors and 
determined which pieces of equipment the 
EMTs will need for these transfers. Once the 
first vehicle is completed, training for EMTs on 
the program will begin and the full program 
– with three operational vehicles and one 
mechanical backup – is on track to rollout 
sometime in the coming fiscal year.

NEW PRIMARY CARE 
NETWORK

Another key pillar in the Provincial Health 
Plan was the development of a new Primary 
Care Network for citizens without a family 
doctor or nurse practitioner. EM/ANB has 
worked in collaboration with the Department 
of Health and other partners to oversee the 
development, delivery and implementation of 
a new and innovative provincial Primary Care 
Network, known as NB Health Link.

This new network helps to connect patients 
registered with the program to the health care 
they need, with in-person, telephone or online 
appointments in the official language of the 
patient’s choice, while they wait for a longer-
term placement with a family physician or 
nurse practitioner.

By the end of the 2022-23 fiscal year, NB 
Health Link had established five physical 
clinics in the following locations: Moncton, 
Dieppe, Fredericton, Woodstock and 
Dalhousie, and had registered 28,850 
patients with the program. 

ENHANCED CLINICAL 
SERVICES IN SPECIAL CARE 
HOMES

This initiative was introduced as part of New 
Brunswick’s Provincial Health Plan – a key 
pillar of which is supporting seniors to age 
in place. The aim of this specific initiative 
calls for the Extra-Mural Program to provide 
enhanced clinical services in special care 

Provincial Health Plan initiative
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homes in order to better coordinate residents’ 
care and ensure they are receiving help 
in the right place, at the right time, by the 
right provider. Extra-Mural is responsible 
for providing the care coordination role in 
close collaboration with other care providers, 
as required. Goals of the initiative include 
reducing the length of hospital stays, the 
frequency of emergency department visits and 
the number of ambulance calls for residents. 

As each special care home is onboarded, 
each resident is provided with a full clinical 
assessment and then a care coordination 
nurse with the Extra-Mural Program develops 
a care plan that may include other health 
care professionals from within the Extra-Mural 
Program (such as physiotherapists, rehab 
assistants, respiratory therapists, speech 
pathologists, etc.), as well as other services (for 
example, from addictions and mental health).

The provincial health plan provided a target 
of 31 special care homes being onboarded 
by the end of Q1 2023-24 (April-June), 
which was met and exceeded. The program 
will eventually be rolled out to all special 
care homes throughout the province. Extra-
Mural will continue to identify, assess and 
onboard additional special care homes on 
an ongoing basis in close collaboration with 
our partners at the New Brunswick Special 
Care Home Association, Department of Social 
Development, Department of Health and the 
Regional Health Authorities. 

INTRODUCTION OF NURSE 
PRACTITIONER ROLE

In 2022-23, the Extra-Mural Program 
introduced and implemented the role of nurse 
practitioner within the program – specifically in 
Health Zones 4 (Madawaska and North-West 
Area), 5 (Restigouche Area), and 6 (Bathurst 
and Acadian Peninsula Area). This addition to 
Extra-Mural’s interdisciplinary team of health 
care professionals provides the opportunity 
to ensure a primary care provider with a 
developed expertise in home care to better 
support our patients with complex needs.

Strategic Direction #3 
Improve Access to Care in the 
Community

PATIENT AND FAMILY ADVISORY 
COUNCIL 

EM/ANB continues to foster our ongoing 
commitment to the inclusion of the Patient 
and Family Advisory Council in the work we 
do. As part of these ongoing efforts, EM/ANB’s 
Patient & Family Advisory Council met twice as 
planned during the 2022-23 fiscal year. These 
meetings were in addition to advisors’ ongoing 
individual involvement in various EM/ANB 
working groups year-round. EM/ANB also 
continues with our ongoing efforts to recruit 
additional advisors throughout the year. 

Strategic Direction #4 
Enhance the Employee Experience

CONTINUED DIVERSITY, EQUITY AND 
INCLUSION EFFORTS

EM/ANB continues to support and promote 
diversity, equity and inclusion (DEI) within our 
organization and, as part of this commitment, 
we have been utilizing the Global Diversity 
and Inclusion Benchmarks (GBID) tool to 
assess the current state of DEI, measure 
progress, and determine ongoing strategies. 

During the 2022-23 fiscal year, the GBID 
tool evaluated 15 categories organized into 
four groups: Foundation (Drive the Strategy), 
Internal (Attract and Retain People), External 
(Listen to and Serve Society) and Bridging 
(Align and Connect). The organization was 
evaluated on each category, and the results 
will help to inform our ongoing DEI efforts 
moving forward. 
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Monthly meetings are held to share DEI 
updates and encourage discussion with DEI 
leads within EM/ANB. It is anticipated that 
ongoing initiatives will further enable and 
strengthen DEI communications throughout 
EM/ANB.

Strategic Direction #5 
Strengthen Our Digital Health Assets 
and Technology Solutions

POINT OF CARE TECHNOLOGY FOR 
HOME CARE

In October 2022, the Extra-Mural Program 
rolled out the Point-of-Care Technology 
(POCT) for Home Care pilot project in two 
of the province’s health zones: Health Zone 4 
(including the Edmundston/Grand Falls and 
Kedgwick/St. Quentin areas) and in Health 
Zone 7 (including the Miramichi, Neguac and 
Blackville areas). The aim of the pilot project is 
to determine if the Point-of-Care Technology 
will offer quicker access to clinical information 
for our Extra-Mural Program clinicians and 
the patients we serve. The pilot project is 

anticipated to finish in May 2023 and will be 
followed by a post-project evaluation, which 
will include surveys to both patients and 
providers. Report findings will be evaluated in 
the coming fiscal year. 

COMPUTER-AIDED DISPATCH (CAD) 
SYSTEM UPDATE 

In early January 2023, the Ambulance New 
Brunswick updated the computer-aided 
dispatch (CAD) platform for its 9-1-1 dispatch 
system. The new tool known as Logis IDS 
(Intelligent Decision Support) was previously 
implemented within ANB’s dispatch system 
to improve non-emergency patient transfer 
services and provide our health-care partners 
with a platform to request patient transfer 
bookings online. With the recent update in 
early 2023, Logis IDS now supports ANB’s 
non-emergency patient transfers, as well as its 
9-1-1 dispatch system, which has enabled ANB 
to further modernize its system.
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Auditor General Recommendations – 
2022-23 Update
EM/ANB continues to work in collaboration with the Department of Health in addressing 
issues identified in the 2020 Auditor General’s Report regarding ambulance services 
in New Brunswick. The following table provides an overview of specific Auditor General 
recommendations that were addressed by EM/ANB in consultation with the Department of 
Health during the 2022-23 fiscal year.

Paragraph 
Number Recommendation 2022-23 Update

3.56

We recommend the Board by-laws be 
amended to change the composition 
of the Board to include members 
independent of the Department.

The by-laws currently allow the appointment 
of members independent of the Department 
of Health.

The board composition has expanded beyond 
the Department of Health and the Regional 
Health Authorities to include representation 
from Social Development.

3.61

We recommend the board enforce 
its conflict of interest policy and 
periodically review the effectiveness 
of the policy in mitigating conflict of 
interest risk.

The Board and its committees continue to 
have Declaration of Conflict of Interest as a 
standing agenda item for all meetings and 
document same within meeting notes.

A schedule for ongoing review of all board 
policies exists. The conflict of interest policy was 
reviewed in 2019 and will be reviewed in 2023.

3.94

We recommend the terms of reference 
of each standing committee require 
an annual written report to the Board 
of Directors to demonstrate the sub-
committees are operating as intended.

The standing board committees currently 
meet on a quarterly basis and submit written 
reports to the Board.

Terms of reference for these committees 
have been revised to reflect submission of 
annual reports in accordance with the Auditor 
General’s recommendation and committees 
have begun submitting annual reports.

3.95
We recommend the Board improve 
its recording of minutes to increase 
transparency.

The Board and its committees have undertaken 
efforts and improved the recording of minutes 
and will continue to do so.

3.113

We recommend the Board ensure 
EM/ANB or MHSNB substantiate how 
savings are achieved to demonstrate 
the value provided through cost 
savings claimed under the contract for 
ambulance services.

The Board continues to receive financial 
reports denoting variances of expenditure 
from budget and seek further information as 
warranted.
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