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Psychological Health and Safety of Healthcare workers

A webinar series on peer‐to‐peer support programs for healthcare workers

Webinar #1: Wednesday May 15th
Creating a Safe Space: Confidentiality and Legal Privilege for Peer 
Support Programs

Webinar #2: Wednesday June 12th
Results of the Pan Canadian survey of Healthcare Workers' Views 
on the Second Victim Phenomenon

Webinar #3: Thursday June 20th
Global environmental scan of Peer‐to‐Peer Support Programs

Webinar #4: Thursday Sept. 12th
Canadian Best Practices for Peer‐to‐Peer Support Programs

Webinar #5 : Tuesday, October 29th
Launch of the Peer‐to‐Peer Support Toolkit, Network and Expert 
Advisory Committee
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Opening remarks  - Markirit Armutlu

Psychological Health and Safety of Healthcare workers

• The ‘Second Victim’ phenomenon

• Evolution of the Scope of Work:
• Confidentiality and Legal Privilege
• Survey on the Perceptions of Healthcare Providers   
• Global Environmental Scan of Peer Support Programs
• Recommendations for Canadian Best Practices
• Comprehensive Tool Kit for Peer Support Programs*
• Expert Advisory Committee for Peer Support Programs 
• Network for Peer Support Programs
• Influencing Practices, Policy Makers and Standards

• CPSI partnership with the Mental Health Commission of 
Canada



Webinar #4:
Canadian Best Practices for Peer‐to‐Peer Support Programs 

Learning Objectives:

• Participants will have a better understanding of the Canadian Best Practices 
Guidelines for Peer to Peer Support Programs in Healthcare.

• Learn the key elements needed to establish, activate and sustain a Peer‐toper 
Support Program.

• Be able to explain the role the peer supporter and managers/leadership. 

Our guests will present the key elements of the Canadian Best Practices Guidelines



The Canadian Landscape
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Definition of Peer Support 

To embed and sustain a psychologically safe 
environment where those who are part of the 
healthcare organization feel supported by their 
peers and the organization when they experience 
distress at work.



Scope of Peer Support 

1. A patient safety incident: an event or circumstance that could have 
resulted, or did result, in unnecessary harm to a patient. 

2. A critical incident or trauma: “Any sudden, unpredictable event that occurs 
during the course of carrying out day-to-day duties or activities that poses 
physical or psychological threat to the safety or well-being of an individual or 
group of individuals” (as per SickKids definition in their Trauma Response 
and Peer Support Policy 

3. Other work-related stress (excludes issues related to Human Resources 
such as job action or performance). 



Primary values of a peer support program

• Self-determination, self-resiliency and equality

• Self-compassion

• Mutuality and empathy

• Recovery, hope and empowerment



Guiding principles of a peer support program

• Respect where each individual is in their journey towards 
empowerment and/or recovery. 

• Help peers normalize or destigmatize their distress.     

• Help peers to determine their own direction. 

• Create a peer relationship that is open and flexible.



Guiding principles of a peer support program

• Focus on positivity and on the peer’s journey. 

• Share aspects of lived experience in a manner that is helpful.

• Self-care is essential to the well-being of the peer supporter. 

• Use communication skills and strategies to foster an open, 
honest, non-judgmental relationship. 



Guiding principles of a peer support program

• Empower peers to find their path towards a healthier outcome. 

• Respect professional boundaries with the peer.

• Collaborate with others whenever appropriate. 

• Know personal limits during crises and other times and seek 
assistance when appropriate. 



Guiding principles of a peer support program

• Maintain high ethics and personal boundaries to avoid harming 
the peer or the reputation of peer support. 

• Participate in continuing education and personal development 
to learn skills and strategies to assist in peer support work. 



Lynn Robertson 
Director, Occupational Health, 
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Building a peer support program

Establishing a Need – Conduct a needs assessment to:

• Substantiate the need for the program to organizational leaders and/or policy 
makers.

• Provide valuable information about how best to deliver the program and 
identify the clients’ needs.



Building a peer support program

Assembling a team
• Assemble a strong organizational planning team to carry it through to implementation, in the form of a 

steering committee or working group. 

• Include:  Organizational leaders, managers and frontline staff from various clinical departments, 
representatives from human resources, occupational health and safety, patient safety/risk 
management teams, employee wellness teams, spiritual care teams, critical incident management 
teams, unions or provincial health authorities. 

• Responsible for:  Establishing the foundation of the PSP, including goals, policies, procedures and 
business plan, needs assessment/gap analysis, creating a work plan, strategic planning, and 
implementing, championing and evaluating the program. 



Building a peer support program

Identifying the goals
Establishing a clear goal for the PSP is a key contributor to the success of a 
program. This goal ensures that all levels of the organization understand the 
purpose and value of the PSP and stay focused on what they are trying to 
accomplish.

Example:

• safeguard the well‐being of individuals at the organization

• prevent more serious occupational stress injuries and illness



Building a peer support program

Partnering with Leadership 
It is imperative that the PSP has foundational support from those in the 
organization who will contribute to its success. This means getting buy-in 
from the organizational leadership, managers and those who will be 
served by the PSP. 



Operationalizing the peer support program

Clients: Who will be supported?

Process: How will the PSP be activated and followed 

through?



Building a peer support program
Operational policies and infrastructure
There are many questions to answer and many considerations before a team is pulled together:

• Who should own the program, 

• How the program will be set up, 

• How to recruit, train and compensate peer supporters, 

• How will the peer supporters be deployed?

• How staff will be connected or referred to the program,

• How will the program be staffed and/or resourced,

• How and what data will be collected,

• Who/how will the program be sustained?

• How will the program be evaluated? How will success be measured?



Operationalizing the peer support program

Managers and Supervisors 

need to recognize the 

warning signs of CIS



Responsibilities of managers and supervisors

Five human rights
Central Health proposes Denham’s five human rights for those involved in a 
critical incident, which all staff can easily remember with the acronym 

TRUST:
• Treatment that is just
• Respect
• Understanding and compassion
• Supportive care
• Transparency



Responsibilities of managers and supervisors

Do’s and Don’ts for managers and supervisors:

DO’s: 
• Be present
• Practice active listening
• Allow staff member to share the personal impact of their story
• Reaffirm confidence in their skills
• Offer EFAP services, if available 
• Be aware of your own feelings and involvement in the incident

DON’Ts:
• condemn or second-guess their performance
• counsel                                                                                                    
• downplay their reactions or emotions
• undermine their confidence or competency



Confidentiality and Documentation

• Maintain minimal documentation about those 
seeking support. 

• Strict protocols for maintaining the confidentiality 
of the records.  

• The data collected be kept for statistical and 
evaluation purposes only. 

• Regulated health professionals must consult the 
appropriate legal resources concerning 
regulations about documentation.
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Peer Supporters

Role

The role of the peer supporter is to listen and coach. 
Avoid diagnosing or providing psychological treatment to the clients or determining solutions or 
directing their decisions. 
Provide non-clinical emotional support to individuals in the form of empathetic support, active 
listening, encouragement and information about resources and other supports available to them. 
A peer supporter does not take the place of a clinician and should not aim to “fix” a fellow employee. 
Helps their peers to leverage their own resilience, allowing them to heal themselves. 
Avoid pathologizing what are normal reactions to stressful situations. 
Recognize that they are not providing professional psychological support.  



Peer Supporters

Recruitment

Some organizations use an elaborate process that includes nominations, 
references, psychological screening and panel interviews to select peer 
supporters; for others, the process is less formal.

Important to ensure the PSP has the right people on board or the right 
cohort of peer supporters; if not the PSP will not be successful. 

If an organization does not recruit the people with the right personalities 
and qualities, then this will impact the credibility, sustainability, optics 
and implementation of the program.



Peer Supporters

Supporting the supporters

Peer supporters will also experience emotional distress from their work 
in the PSP, and that they may well need ongoing support. 

Even the most resilient peer supporter could be prone to burnout or a 
mental health challenge. 

Monitoring through supervision, mentoring of peer supporters, 
communities of practice for peer supporters, regular meetings for the 
cohort and ongoing training are all valuable methods to support peer 
supporters. 

Renumeration?



Kelly McNaughton
Manager of the Peer Support Program. 
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Peer Supporter Training

There should be a comprehensive training program 
for the peer supporters, but it is also important that 
organizations provide specific training to leaders, 
managers & supervisors, as well as to all staff in the 
workplace.



The spread and sustainability of the program

Promoting the services provided, the values and principles behind the 
PSP. 

Promote the PSP as a non-judgmental inclusive space that is open to 
anyone regardless of their profession, sex, gender, culture, or levels. 

 Fully describing how the program will maintain confidentiality, 
including any limitations on this confidentiality, is key to reassuring 
staff that the PSP is a safe place for them to seek support.

 Emphasize the organization’s leadership and management are fully 
supportive of the program and endorse its vision and values.



The spread and sustainability of the program
How to spread the word

Recommend “a sustained, multipronged campaign” to increase 
awareness and trust among staff. 

• Orientation of new staff
• Education sessions
• Testimonials
• “Elevator speech
• Presentations
• Promotional materials
• Social media



 An organization can measure such elements as utilization 
rates, return on investment and human resource costs.    -
Number of peer supporters, leaders and staff trained, number of clients who contact the PSP 
and/or who are served, number of staff available for peer support, number of hours of staff 
volunteer time, cost of the program.  

 Evaluate the effectiveness of the PSP.  – such as type of incident or 
health issue, referrals made or follow up required.  

Methods:
• feedback about its usefulness for their staff.
• survey all staff to find out if they are aware of the PSP
• If they have used it, were they satisfied, suggestions for improving the program.

Evaluating the program



“The best thing is feeling that I’m making a difference for 
my colleagues in a way that is in tune with my values.” 

(PAMQ)



Effort required is often 
underestimated 
(but worthwhile)



Christopher Thrall
Communications Officer



Questions



Peer-to-Peer Support Network and Advisory Committee

Please join us for webinar #5: October 29, 2019 at 12:00‐1:00pm ET

• Launch of the Peer‐to‐Peer Support Network ‐ reminder to join the Network

• Canadian Expert Advisory Committee on Peer‐to‐Peer Support Programs in 
Healthcare

• Launch of the Peer‐to‐Peer Support Best Practices Toolkit
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