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First, a thank you

This is the work of the Boston Children’s Hospital-Wide Family Advisory Council. Together 
with our advisors, we identified a need for goal-setting done as a group, took a chance 
and tried it out, and then committed to iterating and evolving as we go.  Today, I’ll share 
parts of our journey and learnings-to-date, recognizing that many more are yet to come. 

We cannot do this work without our advisors. We are not perfect, yet we don’t seek 
perfection. We continue to strive for improvement, both as a working council and in our 
partnership outcomes. We do this work together and share responsibility for our 
successes and shortcomings.

Thank you to all the Boston Children’s Hospital-Wide FAC members, past and present. 
We appreciate you!
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• Patient parent

• Family Advisor since 2009

• BCH staff member since 2016

• Program Manager for Family 
Partnerships | Office of 
Experience 

A little bit about me01

Introduction 
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Our agenda

Build and maintain member driven PFACs

Align PFAC goals with organizational values and strategic priorities

Level-set every year to create a shared understanding of your PFAC purview, goals, accountability

Active listening ensures member-driven goals: Consider soliciting annual feedback from PFAs

Implement practices that create and support accountability

Impact reporting is part of your goal-setting cycle
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Who are we?

Boston Children’s provides care for patients hailing from local, regional, national and international locations. 

Founded in 1869 as a 20-bed hospital for children, Boston Children’s today is a 485-bed comprehensive center for pediatric and 
adolescent health care across 269 specialty programs. Boston Children’s is also the primary pediatric teaching affiliate of Harvard 
Medical School.

Hospital-Wide Family Advisory Council

Founded early 
1980s

Volunteer 
membership 

Co-led by hospital 
senior leader and  

elected parent

Driven by culture 
of progress 

through 
partnership



1. Build and maintain member-driven PFACs

Creates shared responsibility and accountability
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Build partnership starting with expectation setting
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Building your membership

Just start!

Prioritize candidates who can:

• Attend meetings

• Think on behalf of many 

• Use brief personal stories to make 
points that will impact many

• Be quiet and listen to the other voices 
in the room

Avoid:

• Personal agendas

• Need to be heard above all

Already established?

Assess perspectives, lenses and 
experiences of your existing members

Ask existing members what other 
perspectives, lenses and experiences 
would bring value to your 
conversations?

Recruit to fill gaps

Consider saying ‘yes’ to a voice that 
doesn’t fill identified gaps but does 
bring value.
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PFAC Members bring unique personal experiences, lenses, perspective

Age Gender identity Race/ethnicity Country of origin Sexual 
orientation

Religion Preferred 
language

Disabilities Chronic 
conditions

Neurodiversity Behavioral/ 
mental health 

Housing type Domicile (urban, 
suburban, rural)

Don’t be afraid to ask your members about themselves while:
• Assuring PFAs that their voices bring value to the work. 
• Making all responses anonymous, all questions optional, provide a ‘prefer not to say’ option
• Commit to sharing any data in an aggregated, anonymized way
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Advisors…Don’t and Do
“When advisors and health care professionals are guided by mutual respect and a thirst to understand each other’s perspective, 
priorities, and hopes, true collaboration begins. The gift…is a profound sense of true engagement for positive change.”

Juliette Schlucter
Excerpted from Words of Advice: A Guide for Patient, Resident, and Family Advisors

Advisors DON’T direct Advisors DO collaborate and partner



2. Align PFAC efforts with organizational values and 
strategic priorities

Show your organization that your PFAC(s) are “on the team”
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Alignment with organizational goals/values/priorities

Report/demonstrate that 
support of organizational 

goals 

Maintain alignment with 
organizational goals along 

the way

Use organizational goals to 
identify and gain support 

for PFAC goals
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Align FAC guiding principles & goals with Boston Children’s: 
FY22 BCH Enterprise Strategy Framework



3. Level-setting

Create a single, shared understanding for moving forward

An important part of accountability and shared responsibility for action and success

Annual exercise as part of assessment survey response / pre-cursor to goal setting 
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Opportunities: Member Connections/Social Activities

Get to know me exercise January

February

March

EDI bite size check inApril

May

June

FAC EDI workshopJuly

FAC Assessment review and responseSeptember

EDI bite size check inOctober

Appreciation event/social activityNovember

Dr. Churchwell/FAC Impact report (hybrid)December

During  FAC meetings Between FAC meetings

• Casual, easy communication access to FAC members to 
connect as a group or individually.

• FAC members may opt in / leave at any time.

• Driven by FAC membership

WhatsApp

• Casual, optional

• Virtual or in-person

• Logistics managed by FAC membership

FAC member ‘informal meet ups’
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2023 FAC Impact Sharing 

SPRING

• FAC Newsletter

• FAC Annual Report 

• Internal/external website

• Email to Hospital executives, leadership and key 
stakeholders

• Beryl Institute “Elevate PX” conference (strategic 
planning)

• Beryl Institute Case Study: Care Bundles

• FAC meeting updates

FALL

• Highlights in the Patient Care Operations Biennial 
Report 

• Partnership with Transforming Tomorrow team 

• FAC strategic ED&I efforts

• Patient Care Operations Fall Congress

• FY23 FAC highlights (10/1/2022-9/30/2023) 

• PFAC-tor Award submission (For leadership, creativity 
and innovation by PFACs)

• MA state PFAC Annual report (posted to Health Care 
for All website)

• FAC Newsletter

• Dr. Churchwell annual visit to FAC meeting

• FAC meeting updates

Here are some ways that your efforts have been shared with FAC members, Hospital leadership/staff, and beyond 



4. Goal Setting

Align goals with organizational values and goals

Review and tweak yearly as needed

Impact reporting is an important part of goal setting
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Strategic Planning: Where we started and why

In 2016, we committed to a formal FAC strategic plan and set our first set of 100% 
MEMBER-DRIVEN GOALS: 

• To validate our Family Advisory Council as a formal working group and key partner within 
the organization

• Because we wanted to be able to see progress over the short- and long-term and feel 
like we really accomplished things

• Because we wanted a way to measure both our efforts and our impact

• To make ourselves proud and garner additional support from key stakeholders within our 
organization
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Our first goal setting brainstorm session (October 2016)
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Operational Excellence Optimize Partnerships
Define, Promote and 
Measure the Optimal 

Care Experience

Three Goals

FAC Strategic Goals (2017-2019)
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2
1

Initiative Name:  OPERATIONAL EXCELLENCE

Initiative Goals: We will sustain practices and policies that currently support the efforts of the FAC. We will develop 
and implement new practices and policies identified as quick wins / high priorities in order to increase the FAC’s 
efficiency/transparency/productivity and impact. 

Prioritized Sub-Goals Specific Actions Complete By Responsible Parties Timing and 
Metrics

Yammer 1. Connect 1-1 with all members NOT using Yammer 
to ensure ability to participate

2. Explore alternative communication options

1. 12/31/2016
2. TBD

1. Katie Litterer / FAC parent co-chair
2. TBD

FAC Goals 1. Clearly define and adopt FAC goals 1. 12/31/2016 1. FAC Group / Fleishman, O’Donnell

FAC Mission 1. Clearly define and adopt unified FAC mission 1. 12/31/2016 1. FAC Group / Fleishman, Williamson

Member Development 1. Support new members during first year term 
(Leverage FPC, Co-Chairs, time after meetings)

2. Advanced development for existing members

1.12/31/2016
2. TBD (2017)

1. Katie Litterer, Co-Chairs
2. TBD

Video Meeting Access 1.Leverage video conferencing to increase family 
voices in the room

1. 12/31/2016 1. Shaw, TBD

Resource Requirements: Time (FPC’s are part time employees, FAC members are volunteers); May need funding to consider a new secure 
online forum and/or member development opportunities.
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1. Expand FAC Steering Committee to include parents beyond co-chair
2. Solicit Yammer feedback for improvements and better usage
3. Successfully on-board and integrate new FAC members
4. Identify FAC member training and development needs and plan to deliver
5. Create and implement FAC annual member survey to measure progress, 

impact and areas for improvement
6. Explore video conferencing for FAC meetings

Operational Excellence 2017 Priorities



5. Create and Sustain Accountability

Formal, planned actions with concrete due-dates 

Shared accountability for progress/failure
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Annual FAC Assessment Survey 

• Meeting agendas, logistics, etc.

• Perceived role of FAC within hospital

• Communication

• Personal engagement satisfaction

Created to assess FAC member satisfaction

• Review member feedback

• Measure progress

• Share with membership

• Accept shared ownership

• Be realistic about time and resources needed to 
complete tasks/goals

Accountability ensures progress
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2025 FAC Assessment Results (100% response rate)
*No increases or 
declines greater than 
10% 

100%

100%

100%
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2025 FAC Assessment

100%

100%
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PFAs shape goals

• Demonstrate to PFAs 
that you ‘hear’ them. 

• Use themes in 
comments to identify 
opportunities.
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PFAC member comments: Points of pride (2025)

“One of the things I’m most proud of is how authentic this group is. There’s a genuine care for 
one another and for the work itself.  As a group, we really take pride in how effective our voice 

can be across the organization, and we actively look for ways to be involved and to create 
positive change. That kind of authenticity makes it feel good to be part of the FAC because it’s 

not just a meeting to attend, it’s a space where our voices truly matter.”

“It has been wonderful to see some of our work come to be visible over the years. 
Several hospital groups have returned to continue work that was started years before 

and I can see the changes slowly making their way into the hospital experience-from the 
environment to the website experience to messaging and appointment making.” 
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Opportunities: Fostering FAC member connection/socialization (2025)

Use more breakout groups for personal 
connection

A newsletter about what FAC members are 
working on between monthly meetings

More hybrid or on-site opportunities

More socialization opportunities

We can do this!

Would love to resurrect our FAC newsletter. 
It was run by FAC members…Volunteers 
welcome!

Based on attendance, we will maintain 2-3 
opportunities per year.

We welcome you to connect with fellow FAC 
members outside of FAC meetings These 
opportunities rely on FAC members 
connecting directly with one another.
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Shared responsibility: What PFAC members can do to help

Join the Internal Culture 
team:      

All are welcome!

Join the Care Bundles 
team:          

All are welcome!

Enter Your FAC Activities

All our self-recorded 
activities add up to show 

our FAC impact

Complete our surveys: 
Your voices guide us

Share topics that you 
would like to see in the 

newsletter.

Volunteer Opportunities:  
If you become aware of 
an opportunity (like the 
radio-a-thon), please let 

us know.



5. Spreading the word about your PFAC work

Annual impact report

Take every opportunity along the way for informal impact reporting opportunities
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Communication with Hospital Executives & Key Stakeholders
We stay in touch regularly with Hospital leadership, key stakeholders and our workforce

Annual card sent directly to Hospital Executives, 
leaders and key stakeholders with encouragement to 

share with their teams

Annual report sent directly to Hospital 
Executives, leaders and key stakeholders. 
Posted to internal and external webpages

Internal webpage post accessible 
by all members
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Key Areas of FAC Impact Aligned with FY22 Enterprise Strategy Framework

Access: 

Family voices incorporated into 
identifying components of 

optimal call experience. 

Family speakers bring personal 
stories to frontline staff as part 
of Call Center staff education 

and Optimal Care, Optimal 
Service training.

Our People: 

BCH Workforce

•FAC members narrated a 
gratitude video for the Best in 
Care Award celebration

•FAC member delivered a brief 
keynote speech at the event.

Family Advisory Council

•2022 membership aligns with 
BCH FY2021 patient and family 
population in key ways. 

•Commitment to FAC internal 
culture serves as a backbone to 
our strategic efforts.

Equity, Diversity 
& Inclusion: 

Welcomed first LEP family 
member to the FAC. 

Presented aspects of FAC-
specific ED&I journey at Beryl 

Institute’s annual conference in 
March 2022. 

Innovation & 
Discovery: 

Families worked with the 
Digital Health team to identify 

chronic conditions to be 
included in legislation providing 

a framework of pediatric 
patient eligibility for ongoing 

virtual care.

Harvard-Wide Health Services 
Research Fellowship

Celebrated 9th year of family 
advisor partnership for this 

fellowship program.
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2022 Top Challenges

Integration of Membership 
with Limited English 

Proficiency (LEP)

We welcomed our first 
FAC member with 
Limited English 
Proficiency to the 
council in January 2022. 
We have learned from 
our mistakes and solicit 
feedback from members 
regularly as we work to 
make meetings the best 
they can be for all of our 
members.

Driving FAC Strategic 
Initiatives 

Two strategic initiatives: 
Online Support for 
Patients and Families 
and Education 
Experience are highly 
dependent on BCH 
stakeholder 
partnerships. Attrition, 
redirection of resources 
for Covid-related work 
and increased 
patient/family needs 
resulted in BCH partners 
being unable to assist us 
in executing these 
initiatives.

Maintaining/Enhancing 
Internal FAC Culture Virtually

Though we remain 
committed to finding 
creative ways to build 
and sustain connections 
amongst our 
membership, operating 
in a 100% virtual 
environment is an every 
day challenge that we 
face. 

Leadership Transitions / FAC 
Staffing Capacity

We have experienced a 
number of shifts and 
transitions within FAC 
leadership and FAC staff. 
Since 2020, FAC staff 
support has been 
reduced by 50%. In 
2021, we had three 
different senior 
leadership co-chairs in 
the role. 

Reengaging Hospital Partners 
to Revive Historically In-

person Engagements ‘Post 
Pandemic’

From 2016-February 
2020, FAC members 
directly impacted BCH 
employees through 
speaking engagements. 
With a shift to virtual 
learning, many 
opportunities were 
eliminated.  Speaking 
engagement 
opportunities have been 
much missed by FAC 
members.
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Celebrate internal partners & create accountability for future 
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Key takeaways

Build and maintain member driven PFACs

Align PFAC goals with organizational values and strategic priorities

Level-set every year to create a shared understanding of your PFAC purview, goals, accountability

Active listening ensures member-driven goals: Consider soliciting annual feedback from PFAs

Implement practices that create and support accountability

Impact reporting is part of your goal-setting cycle



Questions?

OfficeofExperience@childrens.harvard.edu



Appendix
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BCH FAC Members engage with the organization in three key ways:

Advise & Share

• Provide feedback at monthly 
council meetings and in focus 
groups, workgroups, and 
committees.

Partner & Support

• Participate in hospital 
committees that are focused 
on the strategic and corporate 
goals of Boston Children’s.

Drive & Lead**********

• Identify and drive projects that 
are important to the FAC, 
working with hospital 
departments along the way.

*With organizational support
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FAC member points of pride & how we earned these comments

“The FAC is filled with incredible, hard-working, 
resilient voices. Everyone is invested and very 

committed to the mission.”

“Seeing our feedback incorporated into the BCH 
experience. Lately it’s been neat to see all the 
aspects of the MyChildren’s Portal and secure 

messaging come alive.”

“It feels like our feedback is taken very seriously 
by presenters and makes a real impact.” 

• Set expectations for 
new member BEFORE 
they join the council.

• Hold the line. 

• Prep all presenters 
before FAC meetings.

• Audience, content, 
questions. 

• Advocate for PFAC 
engagement

• Show stakeholders the benefit
• Foster long-term relationships 

and create allies.
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Put your work out there

Impact reporting can be a great recruitment tool:

BCH FAC FY2024 Annual Report

E-Advisors Impact Report 2023-2024

https://www.childrenshospital.org/sites/default/files/2024-10/family-advisory-council-report-2024.pdf
https://www.childrenshospital.org/sites/default/files/2024-11/e-advisors-impact-report-2023-24.pdf
https://www.childrenshospital.org/sites/default/files/2024-11/e-advisors-impact-report-2023-24.pdf
https://www.childrenshospital.org/sites/default/files/2024-11/e-advisors-impact-report-2023-24.pdf
https://www.childrenshospital.org/sites/default/files/2024-11/e-advisors-impact-report-2023-24.pdf
https://www.childrenshospital.org/sites/default/files/2024-11/e-advisors-impact-report-2023-24.pdf
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