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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
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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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