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Abstract

According to the present constitution, the standardized and efficient health
information service through information structure is the one required for the
public equally. The information infrastructure that is an alternative for
providing public health information consists of three network; telephone, cable
TV, and internet.

The research team considered four alternatives in providing health information
to the public using telecommunication technology and the internet. The four
alternatives were: Information service via Web site (one-way communication
via internet), Consultation service via Web board (two-way communication via
internet), Information service via audiotex (one-way communication via
telephone), and Consultation service via audiotex (two-way communication
via telephone). The target group of the first two alternatives was teenagers,
media, working people, doctors and public health officers whereas that of the
last two alternatives was major population of the country.

The study showed that the unit cost of the four alternatives in the year 2005,
ranging from the least to the most, was Information service via Web site,
Information service via audiotex, Consultation service via telephone, and
Consultation service via Web board. The difference in cost depended on
three factors: frequency of using services, the necessity of using staff to
provide information, and the cost of supporting equal information to all target
groups.

Before providing services to a full scale, it is recommended that the Ministry of
Public Health (MoPH) evaluate the outcomes of each service provided at
present as to how beneficial it is to the public, whether the service is provided
right to the target group, and what the problems/obstacles are. The MoPH
should also play an important role in carrying out or promoting the services
using three guidelines: providing direct services by the responsible unit,
supporting the community in providing services, collaborating with private
sectors and media, as well as developing network similar to Canadian Health
Network and apply it to best suit the Thai situation.
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1. Executive Summary

This document outlines the quality assurance (QA) processes used by the Canadian
Health Network (CHN) to ensure the quality of information it presents. The CHN
recognizes the critical role this information can play in the health of Canadians and the
essential need to deliver the highest quality product/service possible.

CHN’s quality assurance process evolved throughout the ‘network mapping’ exercise, a
process that identified who had information on which topics, and a comprehensive
evaluation of the prototype Web-site. The concerns addressed and the approaches used
are the result of extensive study and frequent dialogue with all stakeholders at the
government (federal, provincial, territorial) and non-government levels. Of particular
value were the findings presented in the “Network Mapping Report”.

CHN has adopted an approach based on the principles of the International Organization
for Standardization (ISO) which believes that a quality assurance process ensures a
higher degree of probability of satisfactory products than actual inspection, or quality
control.

The selection criteria for content and partners are deemed to be the heart of the CHN QA
process. They have been developed in response to CHN’s experiences during the first
year of building the prototype Web-site and interviews with potential Affiliate Partners
and Associate Partners. The “Network Mapping Report ” details the initial processes used
and the lessons learned.

There are four types of organizations involved in CHN, plus two structures involved with
governance and quality assurance. Health Canada itself acts as the catalyst, the leader,
providing guidance and ensuring continued momentum and funding. The Operational
Network provides services directly to consumers and provides co-ordination and support
for a distributed network of partners. The Operational Network enters into collaborative
arrangements with affiliate partners, who take a leadership role on an area of interest and
who in turn enter into collaborative arrangements with associate partners who supply
information on specific topics. The involved stakeholders include an advisory Board of
Directors, Operational Network QA Sub-committee, CHN management team, CHN
Operational network, affiliate partners and associate partners

For the identification and selection of topics, affiliate partners, associate partners,
evaluation of content, user interface, search tools and cataloguing data, the following
have been identified: prime contact, active participants, frequency for review, review of
the process used and the appeal process/contacts. For each, a detailed questionnaire is
used to evaluate the organization and its ability to support the quality standards of the
CHN.

It is expected that given the professional standing of the partner organizations and the
care taken in selection them, that CHN will be primarily self-monitoring. Ongoing quality
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management such as reviews and audits, answering client concerns or questions,
managing non-conformance, reviewing appeal process for disallowed contributions, and
configuration management will lead to the high quality of information the CHN will
present. Due to the criticality of the subject area and the increasing requests for
accountability, formalizing the review process is deemed appropriate.
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2. Introduction

2.1 Purpose

This document outlines the quality assurance processes used by the Canadian Health
Network (CHN) to ensure the quality of information it presents. The CHN recognizes the
critical role this information can play in the health of Canadians and the essential need to
deliver the highest quality product/service possible.

Quality is defined by many as meeting user requirements: for CHN content, the
requirements are to be accurate, current, comprehensive, accessible, timely, credible,
relevant, and well organized, The ultimate measure of quality for CHN will be the degree
of trust consumers and intermediaries place in the information and the desirability of
partnership of Affiliate Partners and Associate Partners.

This quality assurance (QA) document describes the ‘what’, not the ‘how’; procedural
details for each specific media used for content delivery are documented elsewhere. (For
example, Web-sites and call centres, if used, may provide different mechanisms for
obtaining consumer feedback).

This content QA document is supportive of and to be used in conjunction with the
“Evaluation Framework”. Connissioned to enable CHN to evaluate its entire operations.

2.2 Audience

This document is intended for the use of all CHN stakeholders. Specifically, it is used by:

e Partners and stakeholders to guide how they participate in the network and select and
evaluate participants (initial selection, plus ongoing maintenance)

e The Advisory Board of Directors and Health Canada as evidence of their due
diligence

e CHN managers to ensure consistency of information across various modes of delivery

e Consumers and health intermediaries to inform them of the steps taken to protect
them from harmful or erroneous information and to provide them with a tool to
evaluate not only CHN, but also other sources of health information.

2.3 Background

The Canadian Health Network is a Web-based national consumer health information
service that will also offer other modes of access. The service will provide well
organized, accessible, timely, credible, accurate, current and comprehensive information
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That support better health choices. It will be Canadian’s most trusted health information
source, developed by enhancing and leveraging existing networks of valid health
information involving government and non-government partners across Canada.

CHN gives access to the continuum of health information, encompassing the following
four categories:

Category Example

Health Promotion Effect of healthy eating and active living on personal health
impact of our environment on health

Disease Prevention | Information on immunization, smoking cessation

Self Care Steps for personal care at home, plus follow up with health
professionals

Health Care ‘report card’ on the health system in Canada

Performance

This information will be provided in an integrated fashion, allowing easy access to a wide
spectrum of information about particular topics or conditions. This information will be
provided primarily for consumers, and must be presented using language comprehendible
to the lay person. CHN will also support health intermediaries in their fundamental role
of providing the public with health information.

2.4 Rationale for Partnerships

The health information needed for CHN in most cases already exists. Created by those
government and non-government organizations (NGOs) that currently provide health
promotion/disease prevention information on specific areas of interest. Research has
shown that the NGO sector is the major provider of Canadian health information, but
because they are independent organizations, these sources are necessarily fragmented.
Consumers will benefit from a coordinated access. By developing databases of sources of
information, CHN will make it easier for customers to find appropriate information. CHN
will profile excellent resources from these organizations for the most requested topics.
This approach avoids duplication of effort, and focused efforts on addressing gaps in
current information and through response to frequently asked questions and other content
strategies.

The major effort in creating CHN is in organizing and linking existing sources, in
creating these ‘networks of networks’. While Health Canada is taking a leadership role in
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establishing CHN initially, the ultimate goal is to have an integrated and national health
information service that is jointly managed and sustained by many partners. Although
this provides a richness that would not be possible through a single provider of
information, it also presents unique challenges for quality assurance.
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3. Quality Assurance Process

CHN’s quality assurance process evolved throughout the ‘network mapping’ exercise, a
process that identified who had information on which topics, and comprehensive
evaluation of the prototype Web-site. The concerns addressed and the approaches used
are the result of extensive study and frequent dialogue with all stakeholders at the
government (federal, provincial, territorial) and non-government levels. Of particular
value were the findings presented in the “Network Mapping Report”.

3.1 Purpose

The intent of the Quality Assurance Process is to:

e facilitate continuous improvement through the sharing of best practices and
innovation

e minimize the risk to consumers, partners, and to Health Canada

e provide timely and accessible public information, on a consistent and, where possible,
comparable basis, on the quality and standards of the information presented

e cnsure that any non-conformance is speedily addressed.

3.2 Approach

CHN has adopted an approach based on the principles of the International Organization
for Standardization (ISO) which believes that a quality assurance process ensures a
higher degree of probability of satisfactory products than actual inspection, or quality
control.

To this end, CHN verifies that providers of information comply with the criteria outlined
in Section 3 and have appropriate processes in place to ensure CHN standards are met.
CHN encourages self-evaluation and used of expert panels as the primary approaches,
and uses random audits only as a checkpoint.

This document outlines:

1. Performance standards that reflect the mission, goals, objectives of CHN

2. Processes for:

identification and selection of topics

identification and selection of Affiliate Partners

identification and selection of Associate Partners

managing quality of selected content or content commissioned by CHN

managing affiliate and associate relationships on an ongoing basis

managing quality of the user interface, including search and cataloguing capabilities.
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The processes should stand the test of time, assuming the goals and mission of CHN
remain stable. The procedures will evolve as the environment and delivery mechanisms
change, as learning occurs and the capacity of all parties evolves.

3.3 Role and Responsibilities

There are four types of organizations involved in CHN, plus two structures involved with
governance and quality assurance. Health Canada itself acts as the catalyst, the leader,
providing guidance and ensuring continued momentum and funding. The Operational
Network provides services directly to consumers and provides co-ordination and support
for a distributed network of partners. The Operational Network enters into collaborative
arrangements with affiliate partners, who take a leadership role on an area of interest and
who in turn enter into collaborative arrangements with associate partners who supply
information on specific topics.

The Advisory Board of Directors will gradually assume the leadership role currently
fulfilled by Health Canada. The Operational Network Quality Assurance Sub-committee
has day to day responsibility for all quality issues.

Details follow.
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3.4.1 Health Canada

Health Canada’s role has been primarily one of leadership, creating, with the guidance of
the Core Consultation Group, the initial vision and strategic direction for the CHN.
Beyond the need for trusted health promotion information, the driving force behind the
CHN is the need to develop capacity, to leverage the resources that exist in our national
community, to create new resources where none exist and to help organizations with
professional-level information translate it into language that the lay person can
understand. The Department will help create the partnerships, facilitate development of
communities of interest which can be self-monitoring, and provide guidance and support
to those organizations whose information holdings are not yet Web-enabled.

Once the Advisory Board of Directors has been established, Health Canada will
represented on it.

3.4.2 Advisory Board of Directors

The Advisory Board of Directors will play a significant role in providing guidance and
strategic direction to the CHN and will gradually assume the leadership role currently
fulfilled by Health Canada with the guidance of the Core Consultation Group. They will
be the overarching governing body for CHN. The ultimate goal is to have an integrated
health information service that is jointly developed, managed and sustained by many
partners. To do requires a governance structure that is independent and reflects the
composition and interest of the entire organization.

3.4.3 Operational Network QA Sub-committee

This sub-committee is composed of operational managers representing content, partners
and service aspects of CHN. They are responsible to designing and evaluating the quality
assurance process and ensuring that quality remains a core value of the organization.
They serve as the reviewing and advisory body for quality issues.

3.4.4 CHN Management Team

The CHN management team is responsible for implementing strategic direction given by
the Advisory Board of Directors. Members will included the Chief Executive Officer
(CEO) of CHN, plus the operational managers responsible for various activity areas, from
the CHN Operational Network and Health Canada.

3.4.5 CHN Operational Network

The CHN Operational Network, composed of one operational centre and two regional
operational partners, will provide the first point of contact for consumers and health
intermediaries, and will work with affiliate and associate partners to provide credible
information to Canadians in a timely fashion.

A key role for operational partners will be to create and expand regional networks, and to
identity and respond to regional issues. The Operational Network as a whole will
respond directly to inquiries from consumers and health intermediaries, collect
information about regional health issues and demands, identify regional resources for
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Content, expertise, and ‘champions’, and map regional service needs and sources of
support, so consumers can be directed to resources within their own community. They
will create and maintain a database of this information so that it can be accessed easily.
They also have a lead role to play in communication, marketing and facilitationg regional
collaboration.

3.4.6 Operational Network QA Subcommittee
This sub-committee is composed of operational managers, representing content, partners
and service aspects of CHN.

3.4.7 Affiliate Partners

These organizations will have broad content expertise in a health topic and/or target
group area. They will play a key role in supporting the CHN operating centres by
providing expert advice and responding directly to any consumer inquiries. They will
also be responsible for developing and supporting a network of associate organizations
that provide content specific information. In addition, Affiliate Partners will be part of a
distributed network of organizations inputting data to support the ongoing development
of the CHN Web-site, and providing content to operating centres to respond to complex
inquiries.

The Affiliate Partners are responsible for ensuring that coverage of their area of content
expertise is as comprehensive as possible, and presents a variety of opinions. They will
be responsible for evaluating the processes used by Associate Partners who are
contributing content and ensuring that, at a minimum, information presented can ‘do no
harm’. Their role with Associate Partners is primarily to support and facilitate self-
evaluation, not to police.

3.4.8 Associate Partners

Associate Partners provide content specific information usually on a more narrow and
distinct field of interest. They are part of a group that supports and is supported by the
affiliate who represents their interest to the CHN operational centre and to the public.
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4. Selection Criteria

Selection criteria for content and partners are deemed to be the heart of the CHN QA
process. They have been developed in response to CHN’s experiences during the first
year of building the prototype Web-site and interviews with potential Affiliate Partners
and Associate Partners. The “Net Mapping Report” details the initial processes used and
the lessons learned. To further explain the initial selection and ongoing maintenance
process, we will use the following categories:

Prime The lead taking responsibility for the process.
The primary point of contact.

Participants Others who play a role in the process.

Frequency How often the process is followed or enacted

Review of Process How often the process itself is reviewed to assess its
efficacy

Appeal Contact The point of contact for those questioning decisions or
actions or wishing to have these reviewed.

4.1 Identification and Selection of Topics

Prime Operational Network and Health Canada
Participants Consumers
Health Intermediaries
Frequency Semi-annually, plus as needed in response to requests
Review of Process Annual
Appeal Contact CHN Management
The Advisory Board of Directors
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Analysis of secondary data has been and will continue to be an ongoing strategy for
developing topic lists. In addition, primary research with focus groups and intermediaries
was used to develop the initial list of topics and to prioritize CHN’s efforts. The list
identified what the participants believed to be the top sixty health promotion/disease
prevention topics; the first twenty were included in the CHN prototype Web-site. The
remainder will be added as the site is further developed.

To balance what consumers want to know and what they need to know, CHN is using
two approaches for topic identification. To ensure the service addresses the topics of
greatest interest to the public, CHN tracks frequency of topic and document access and
responds to consumer requests for expansion of existing topics or addition of new ones.
To ensure CHN addresses the topics of greatest need, they consult with epidemiologists
and other health intermediaries to identify the most common preventable diseases in
Canada. Epidemiologists’ role is to statistically determine trends in disease burden. Other
health intermediaries will provide more first hand information on practice patterns and
areas of greatest need.

The “Evaluation Framework” also allows for determination of the usefulness of the
information, not just its apparent popularity. The “Evaluation Framework” goes beyond
the intent of this content quality assurance process to evaluate efficacy. (Please see
Appendix A.1 for a listing of key questions.) Optimally, CHN will be tracking changes in
attitude and behaviour in recipients of health information and assessing the impact on the
health system as a whole.

4.2 Identification and Selection of Affiliate Partners

Prime Operational Network and Health Canada
Participants Health Intermediaries
Frequency Quarterly, following identification of topics
Review of Process Annual
Appeal Process/Contact CHN Management

Advisory Board of Directors

For each of the topics or target market groups selected, an affiliate is selected through an
extensive competitive application process to play a leadership role in the topic area.
Affiliate Partners have extensive subject/topic knowledge, credibility, well-developed
organizational capacity, and established organizational processes in place. (Please see
Appendix A.2 for detailed list of criteria.)

In general, every affiliate has a significant presence in health information delivery to
Canadians in the topic area for which it will be the lead. The affiliate has an adequate
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Clearance and publication review process to assure the quality of their currently produced
health information. They must be capable of ensuring that a range of credible views and
opinions are made available to the Canadian public.

To do so requires a wide spread national network and broad knowledge of the topic area.
Affiliate Partners also have substantial linkages and partnerships that enable them to act
as a gateway to a range of information resources-including experiential and evidence-
based work with associate organizations to ensure adequate topic coverage and guide
Associate Partners toward meeting the agreed upon quality standards.

4.3 Identification and Selection of Associate Partners

Prime Affiliate
Participants Other related Associate Partners
Frequency Ad hoc-responding to requests for
information
Review of Process Annual
Appeal Process/Contact Operational Network
CHN Management
Advisory Board of Directors

Associate Partners require very similar capabilities, although on a smaller or more limited
scale. They are expected to be the subject-matter experts on more narrowly defined fields
on interest. (Please see Appendix A.3 for detailed list of criteria.)

4.4 Evaluation of Content

Prime Affiliate
Participants Selected Associate Partners
Frequency Semi-annual
Review of Process Annual
Appeal Process/Contact Operational Network
CHN Management
Advisory Board of Directors
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Initially, CHN will cover health promotion, disease prevention, and self-care information;
thus content must address one of these three categories. Health system performance
metrics are also planned, but content criteria have not been evaluated to determine their
suitability for that category. It is recognized that as CHN expands and additional areas are
added that selection and evaluation criterion may require adjustment.

For the initial three categories, content is generally evaluated based on source credibility,
topic relevance and appropriateness, adherence to publication standards, originality and
currency. (Please see Appendix A.4 for the full list of criteria.) These same criteria are
made available to our consumers and health intermediaries to increase their awareness of
our standards and enable them to evaluate other sources of information should the wish.

4.5 Evaluation of User Interface, Search Tools and Cataloguing Data

Although not strictly speaking ‘content’ the user interface affects dramatically how
public communicates with the database(s) and determines how and whether or not the
content is accessible and organized in a way that is easily understood. Consumers’ and
intermediaries’ first impression will based on the user interface itself and it is essential
that it have the same level of quality as the content itself.

Prime Operational centre and Health Canada

Participants Consumer, intermediaries

Frequency Semi-annual(more frequently to address
immediate concerns)

Review of Process Annual

Appeal Process/Contact Advisory Board of Directors
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5 Ongoing Quality Management

5.1 Reviews and Audits

It is expected that given the professional standing of the partner organizations and the
care taken in selection them, that CHN will be primarily self-monitoring. However, the
criticality of the subject area and the increasing requests for accountability, formalizing
the review process is deemed appropriate.

5.1.1 Internal Audits

Prime CHN Management
Participants Any and all members of CHN
Frequency Ongoing, continuous

Review of Process Annual

Appeal Process/Contact N/a

As much as possible, CHN in its entirety performs ongoing self-evaluations against the
criteria in the preceding section. The same criteria for initial inclusion also pertain to the
partners and the content on an ongoing basis.

5.1.2 External Audit

Prime CHN Management

Participants External evaluator

Frequency Random

Review of Process Annual

Appeal Process/Contact Will depend on who is appealing and why,
Will follow the same appeal process as for
affiliate, associate or content.
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CHN management is responsible for initiating and reviewing these external audits and for
submitting results to the Advisory Board. Of Directors. A subject matter expert who is
not associated with the affiliate taking the lead on the topic coverage, the suitability of the
affiliate taking the lead, and the Associate Partners contributing specific information.
This expert will also review the content of a random selection of articles.

All aspects are reviewed against the criteria used for initial selection to determine if the
standards are still being met. In particular, the content and contributors are reviewed to
ensure they are aligned with the strategic intent of the CHN guidelines and a quality
report is subsequently produced. It is recommended that 4 % of the annual CHN budget

5.2 Client Concerns or Questions

Prime Affiliate
Participants Associate Partners, Operational Network
Frequency As needed
Review of Process Annual
Appeal Process/Contact Operational Network QA Sub-committee
CHN Management
Advisory Board of Directors

Concerns or questions may be received from consumers and intermediaries, health
professionals, or CHN employees, Associate Partners, and Affiliate Partners. These
concerns or questions will be handled as they are received and appropriate action taken.
If there is a valid disagreement with published content, the content may be deemed non-
compliant with CHN standards and handled by the ‘Managing non-conformance’
process.

5.3 Managing Non-Conformance

Prime Affiliate

Participants Associate Partners, Operational Network
QA sub-committee

Frequency As needed
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Review of Process Annual
Appeal Process/Contact CHN Management
Advisory Board of Directors

Any valid non-conformance reported will receive corrective action immediately. The
partner organization responsible for the topic area will review the situation to determine
what action is required.

Any information that may pose potential for harm is immediately removed form the
system until the content is revised to adhere to CHN intent. Those of lesser concern, but
which still require correction, are reported to the contributor, along with the quality report
and guidelines for what is expected. The contributor and the CHN quality contact then
agree on a course of action and a timeframe. The document may be removed form the
system if these remediation timelines are not met. Th operational Network QA sub-
committee is responsible for the decision.

5.4 Appeal Process for Disallowed Contributions

Prime Affiliate

Participants Associate Partners

Frequency As needed

Review of Process Annual

Appeal Process/Contact Operational Network
Advisory Board of Directors

The intent of CHN is to present a wide variety of view (Where is this statement and not
just that of one official body representing a topic. However, there may be new topics or
content related to existing topics that the selection process decides not to include or to
disallow. It is expected that a review of the selection criteria should be sufficient grounds
or rational for inclusion or not; however, submitting parties, if they disagree with the
judgement, need a mechanism of appeal. The initial point of contact will be the Affiliate
Partner.

5.5 Configuration Management
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Health information is extremely volatile and CHN plans to use multiple methods of
information distribution; each must be supplying the same information at the same time.
In addition to information holding within the control of CHN, there is also the potential
for information to be included on a CHN page that is also on the contributing partner’s
own page. Maintaining content integrity in this type of environment presents additional
challenges.

Configuration management (CM) is term used to describe a rigorous change control
system. Information products change over time and CM is a way to introduce change in a
controlled and disciplined manner. As applied to information products, the purpose of
CM is to establish and maintain the integrity and control of versions throughout the
information lifecycle and to ensure integrity or congruence among the various media in
which the information may be published or presented.

CM included following elements:

¢ Identification: approved version, latest approved release, and who owns the
information

Control: who has the authority to make changes, and how does change happen
Status: status of proposed change and the status of implementation of change
Historical record of all changes

Evaluation of proposed change before information product is changed

Assessment of effect of a change on other products: Do linking information products
need to be updated too?

e Distribution: how are users/stakeholders notified of change

CM is the means by which information can be shared on a consistent basis and controlled
and maintained in a consistent manner. The aim of CM is to avoid presenting conflicting

information and to have everyone “sing form the same songsheet”. Properly applied, CM
enables everyone to use and have access to the most current version.
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A. Appendices
A.1.  Evaluation Framework

Following are the major evaluation questions and issues addressed in the ‘Evaluation
Framework’, which will be used to assess the success and efficacy of the CHN as a
whole. They have been included in this document because of their direct relationship with
the content quality assurance process.

1. To what extent did the CHN create a network of networks involving authentic
partnership?

2. To what extent was the content of the CHN appropriate and of high quality?
3. To what extent did the CHN reach its intended audience?

4. To what extent was health promotion/disease prevention information made more
accessible through each mode of access to the CHN? (each and speed of access and
use, social equity issues)

5. To what extent was the CHN integrated into the local, regional and provincial system
of health resources, thus providing users with value added access to health
information?

6. To what extent does CHN strengthen the capacity of health promotion organizations
and other intermediaries to improve their practice and better respond to client needs?

7. Did the CHN help to change the way users of the service think about health (i.e. form
a cure-driven focus to a prevention focus?

8. To what extent did the CHN achieve its mandate to provide an integrated health
information service through multiple modes of access (i.e. web-1-8888, fax-back,
IVR)?

9. To what extent was this project a cost-effective use of rare/dwindling health
promotion resources?

10. To what extent did CHN result in unintended outcomes?

There are also several process review question about partnerships, the consultation group,
management/administration, governance and sustainability.
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A.2.  Affiliate Partner Criteria
Criteria Rating

Subject/Topic Knowledge

Demonstrated area of expertise in one more priority content areas
(i.e. health topics or target groups contained on the CHN Web-site)

Organizational presence, credibility and visibility with one or more
audience(s)-

e consumers

¢ health intermediaries

e other like-minded organizations

Demonstrated capacity to respond to complex consumer health
information question

Organizational Capacity

Willingness to assume a leadership role in one or more of these areas.

Demonstrated ability to work collaboratively with other organizations

National reach and visibility

Organizational size and stability

Ability to meet client needs, preferably in both English and French

Ability to develop the capacity to meet CHN needs

Process Maturity (Established Operational Processes)

Established mechanisms for ensuring quality of information

Established mechanisms for tracking emerging issues; demonstrated
track record for responding to these issues in a timely and quality
fashion

Demonstrated ability to broker access to information and resources in
area of expertise

Experience with data entry and management
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A.3.  Associate Partner Criteria

Criteria Rating

Subject/Topic Knowledge

Demonstrated area of expertise in a subject related to one more
priority content areas (i.e. health topics or target groups contained on
the CHN Web-site)

Demonstrated capacity to respond to consumer health information
questions

Organizational Capacity

Demonstrated ability to work collaboratively with other organizations

Ability to meet client needs, preferably in both English and French

Process Maturity (Established Operational Process)

Established mechanisms for ensuring quality of information
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A.4. Content Criteria

Criteria

Rating

Subject Credibility

Organization or institution’s name clearly displayed

e Organization or institution’s strategic intent and affiliations
clearly stated

Author clearly stated

Credentials of author clearly stated:
e Professional qualifications, legal standing?
e Personal experience?

Perspective/biases of author clearly stated

Commercial interests or support are clearly stated and separated from
information. There is on conflict of interest.

Proper references are made to original material

Claims of benefits are supported by evidence:
e at a minimum, opinions of other experts
e at the maximum, randomized controlled trials

Appropriateness of material

Content addresses an issue related to a selected topic area

Content is original (i.e. is the result of the author’s research)

Content is current (i.e. subjects where knowledge and understanding
are rapidly are kept up to date, reflect the most recent findings)

Content has sufficient depth (i.e. presents sufficient information that a
consumer could make decisions, take action based on the content)

Content is presented appropriately for intended audience:
e Consumer?
e Health intermediary?

Content addresses Canadian issues, is a appropriate for the Canadian
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environment

Quality of publishing standards

Time-sensitive information is labelled as

Advisory notice that health information should not be taken as health
advice, and is not a substitute for consultation with a physician

Fee associated with resource use, copyright restrictions, or legal
statements are fully explained

If user data is requested and collected, are reasons provided and
privacy guidelines stated?

Usability standards have been following in designing presentation —
information is presented clearly.

Contact information is provided should consumer have difficulty or
need further information
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A.5. Reference Documents

Internal documents

Canadian Health Network Affiliate Application Form

Canadian Health Network Eastern/Western operating Centre Application
CHN Partnership Issues

Evaluation Framework

Network Mapping Report

Overall Evaluation Plan, Issues, Indicators and Data Sources

Questions and Answers — The Canadian Health Network Affiliate Recruitment
Process

Questions and Answers — The Canadian Health Network Affiliate Recruitment
Process

Strategic Framework

Tools Use to Rank Organizations

External Documents
Criteria for Assessing the Quality of Health Information on the Internet (White Paper)
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