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About this Orientation Manual 

This orientation manual is designed to prepare you for your role as a Community Advisory Council 

(CAC) member. It includes important information on your responsibilities, how to actively engage with 

healthcare teams, and the impact of your participation on the health and well-being of the local 

community. 

 
Section 1 

Responsibilities and Expectations 
 

Section 2 

Tips for Being an Engaged CAC Member 
 

Section 3 

Working with Advisors to Improve Community Health 
 

Section 4 

How Things Work at Hartford Healthcare 

 

Section 5 

Ways to learn more about community health initiatives: 

 

 

This manual will accompany other Hartford HealthCare training to help prepare 

you to become a member of the Community Advisory Council (CAC). 
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Section 1: Responsibilities and Expectations 

As a CAC member, your unique experiences and insights are 

essential in helping Hartford HealthCare improve its services for the 

Norwich and Windham communities. By sharing your perspectives, 

you help guide changes that address community needs. 
 

 

We promise to: 

• Partner with you to improve Community 

Engagement: Facilitate direct engagement with 

community members. This engagement will help 

healthcare services be more responsive and tailored 

to the community's actual needs. 

• Be Transparent: Help build trust between 

healthcare providers and the community by 

providing a platform for open communication 

and transparency. This trust is essential for 

effective healthcare delivery and patient 

experience. 

• Advocate: Partner/advocate for healthcare 

policies that benefit the community and 

raise awareness about important health 

issues. This also plays a role in educating 

community members about their rights 

and available healthcare resources. 

• Virtual Meeting Option: Offer virtual meeting 

options to accommodate different schedules and 

ensure accessibility for all members. 

• Close the loop: Keep you informed about 

how your feedback and ideas contribute to 

changes and improvements.  

 

You promise to: 

• Engage: Actively participate in meetings and 

discussions to represent community voices 

and concerns, contributing to the success of 

the Council's efforts through regular 

attendance and meaningful engagement. 

• Prepare for Meetings: Review materials and 

complete necessary tasks beforehand to ensure 

productive and informed conversations. 

• Share Insights and Suggestions: Provide 

valuable input to help improve health services and 

address the needs of the community. 

• Feedback: Provide constructive feedback on 

healthcare services and initiatives based on 

personal and community experiences. 

• Commitment to Improvement: Stay 

committed to ongoing learning and 

development to better serve the 

community’s needs. 
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Orientation  

We are committed to making sure you have the tools that you need to feel confident in your role as a 

member of the Community Advisory Council. This manual is only one part of the toolkit of the 

resources available to you. In addition: 

• Collaborative Tools: Access to platforms for communication, document sharing, and 
meeting participation. 

• Confidentiality: Honor the confidentiality of all discussions and information shared 
within the council, ensuring that sensitive topics remain private. 

• Integrity: Uphold a professional standard of conduct by treating all council interactions 
with discretion and respect. 

 

Other requirements 

• Read the CACs Charter  

• Complete and sign participation agreement  

Time Commitments 

The amount of time you spend on advisory activities depends on your specific role and how much you choose to 

be involved. 

• Term Length: Advisors serve a term of a year, with the possibility of continuing if an additional term is 

available. 

• Meeting Schedule: Meetings are generally held once a month and last about one hour. We ask that advisors 

attend all meetings when possible. All meetings are currently held virtually.  

• Preparation and Additional Involvement: Advisors may be asked to review policies or materials before meetings. 

There may also be opportunities for advisors to participate virtually in other hospital committees if they wish to 

be more involved. 

 

 CAC@hhchealth.org 

 

 

mailto:CAC@hhchealth.org
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Confidentiality 

Council members will respect and protect the confidentiality of all discussions and shared information, 

ensuring that sensitive matters are not disclosed outside the council. 

 

Your Feedback Matters: Enhancing Community Engagement Together 
Your feedback is essential in helping us understand how to better support you and community members. These meetings 

serve as an opportunity for you to share insights on ways to enhance and expand our community engagement and health 

initiatives. Our colleagues will also seek your input on community-focused programs, policies, and projects designed to 

improve the health and well-being of our community. Your voice matters in shaping a healthier future for everyone. 

 

To ensure productive and meaningful discussions, we encourage the following approaches: 

 

• How to Share Feedback: 

We welcome open, honest, and constructive feedback. Please feel free to share your thoughts during meetings, through 

designated feedback forms, or via email. We encourage you to focus on actionable suggestions and provide specific 

examples where possible to help us better understand your perspective. 

• How to Gather Feedback: 

Engaging with your community is key to bringing forward diverse perspectives. You can gather feedback by having 

informal conversations with neighbors, participating in community events, or conducting short surveys to better 

understand their concerns and suggestions. Taking notes and summarizing recurring themes will help ensure that every 

voice is heard. 

• Staying on Topic: 

To make the most of CAC meeting time, it is important to stay focused on the agenda and key discussion points. We 

encourage participants to respect the meeting structure, ensuring that all voices are heard while keeping conversations 

aligned with our shared goals. 

• How to Voice Concerns from the Community: 

We understand that concerns may arise, and we are committed to addressing them thoughtfully. When presenting 

concerns, please be clear, concise, and solutions oriented. Providing context and potential recommendations can help us 

work collaboratively toward meaningful solutions. 
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Membership Criteria and Structure:  

• Representation: CAC membership must be representative and inclusive of diverse community members beyond 

strictly opinion leaders to make space for voices not often heard 

• Commitment: Members must be able to commit to serving 1-2 years and meeting monthly 

• Structure: 8-15 members, made up of a higher ratio of community members over hospital leaders to maintain 

focus on community and sustain member engagement 

• Recruitment: Must be compatible with area demographics, utilize multimodal recruitment strategies, and 

minimize bureaucratic jargon by using simple language 

 

By recruiting through already established local community leaders and advocates, we will emphasize diverse 

membership but also ensure the members will prioritize the needs of the community above their own. 
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Section 2: Tips for Being an Engaged CAC Member 
This section contains tips on how to be an engaged CAC member. As you read, make note of things you think 

might be challenging for you. Talk about this with the council coordinator and council members. Ensure that you 

ask for more help if needed. Remember that it is because of the invaluable feedback that you share that our health 

care system can make changes and improvements for the betterment of our community. 

 

 

Here are some six helpful tips to be a successful member of the CAC: 
 

Tip 1. Share your views 
You are invited to join the CAC because your perspective is valuable. Focus on providing constructive feedback and 

offering solutions to community health challenges. 

 

• Focus on problem solving: It is important to build on positive experiences. For example, say, “We found 

that things worked well for our family when…” It also is helpful to share negative experiences. When you do, try 

to offer suggestions and possible solutions. Problem-solving is always appreciated. 

• Respect people’s privacy: Feel free to share your experience and the experiences of patients and 

families other than yourself while protecting their privacy. 

• Open Dialogue: Feel free to express your thoughts and opinions during meetings to foster a 

collaborative atmosphere. 

• Diverse Perspectives: Embrace and encourage diverse viewpoints to enrich discussions and 

decision-making. 

• Follow-Up: After sharing your views, stay engaged and be open to follow-up questions or 

discussions for clarity. 

 

Tip 2. Collaborate Effectively 
You’ll work with healthcare providers, staff, and other community members. Keeping an open mind and 

communicating clearly will help you build productive relationships. 

Try to: 

• Keep an open mind: Be willing to see past your own views and experiences. You will work with doctors, 

nurses, staff and other CAC members who bring their own viewpoints. Different perspectives can lead to better 

conversations and outcomes. 

• Listen well: When someone is speaking, it is natural to think about what you are going to say in response. 

However, it is important to give all your attention to the person speaking and hear what they have to say 

before you respond. 
 

 
 next page
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Six tips for being an engaged advisor – continued 
 

• Be aware of how you are sharing time with others when you speak: If needed, adjust 

to give others time to express their ideas. 

• Be Prepared: Review agenda items and relevant materials before meetings to contribute 
meaningfully to discussions. 

• Celebrate Success: Acknowledge and celebrate the council’s achievements to motivate and 
inspire fellow members. 

 

Tip 3. Ask Questions 

• Ask questions to understand. For example, say, “Let me make sure I understand you correctly. I 

heard you say…”. 

• Ask for definitions of medical terms or abbreviations: “What does this mean?”. 

• Ask for more details: For example, ask, “Can you walk me through this so I can picture it?” 

• Clarifying Jargon: Medical terminology can be confusing and overwhelming.  One goal of 

the CAC is to make medical information more accessible and easier to understand in plain 

language. If guests in the meeting are using terminology that is unfamiliar to you, please ask 

them to pause and further explain the terms they are using. This will help not only in your 

understanding, but most importantly the community’s understanding when you are sharing 

the information with community members.  

 

Tip 4. Handle Disagreements Positively 

Expressing differing opinions respectfully can lead to better understanding and results. 

 

• Express your perspective as your own opinion or experience, rather than stating it as fact for everyone. For 

instance, you might say, "I see it differently," "My priorities are different," or "That approach doesn't work for 

me." 

• If someone says a change can't happen, ask them to explain why. You can say, "Can you help me 
understand why this change won't work? What have you tried so far?" Sometimes, people in healthcare 
are used to doing things a certain way, so it might be hard for them to think of new ideas. Other times, 
the change might not be possible, and it's important to find out why. 

• If you feel upset during a meeting, reach out to your council coordinator, who can help address your concerns and 

work toward resolving them.
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Tip 5. Ask for information to help you understand your commitments 
When you agree to become a member of the CAC, please make sure you fully understand the commitment 

you are making. If at any time you can’t attend, please notify your council coordinator.  

• Prepare for meetings: Please prepare for meetings by reviewing the agenda. If you have tasks to 

complete between meetings, be ready to provide updates on your progress if needed. Arriving on time 

ensures you won't miss out on valuable information and insights that can enhance our discussions and 

initiatives. 

• Keep the council coordinator informed about your schedule: If you're unable to participate in a 

meeting at all, let your council coordinator know in advance and request an update before the next meeting. If 

you’re struggling to balance your personal, family, and advisory responsibilities, talk to your council 

coordinator about reducing your duties or taking a short break. 

 

 

Tip 6. Ask for feedback 
One of the best ways to grow in your role as a Community Advisory Council (CAC) member is to ask for 

feedback. Speak with your council coordinator about your participation, discussing what’s going well and any 

areas where you’d like to improve. Feedback is particularly valuable if you’re looking to increase your 

involvement or take on new roles and responsibilities within the council. 

• Ask for regular feedback meetings with your council coordinator: If you're serving on the CAC 

for an extended period, ask to meet regularly so you can stay informed about your strengths and areas where 

you can improve. 

• Ask how you can learn more: If there's a community issue or skill you'd like to explore further, ask for 

resources, contacts, or time to discuss it in more detail. 

• Ask for support from other council members when you need it and be ready to give support 

to them:  Reach out to fellow CAC members for support when needed. Kindly offer your assistance to them as 

well; collaboration strengthens the council's impact. 

 

 

Sharing your story 
Sharing your story can be a powerful way to highlight your experiences and the impact they have had on you and your 

family. This personal perspective can be crucial in demonstrating the need for specific changes and improvements 

within our community or organization. 

As a member of the Community Advisory Council, you might be invited to share your story in various settings. For 

example, you may be asked to speak with local leaders to help them understand the importance of our advisory work, 

or you might be invited to address groups of community members to encourage their participation as advisors. 
 

 

 

 

 

 
continued on next page
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Evaluating CAC Impact: 

 
• Assess Outcomes: Tangible outcomes of the initiatives or recommendations made by the CAC will routinely 

occur. Potential outcomes for evaluation could be changes in policy, improvements in Patient Experience 
scores, and increased community awareness of health resources. 

• Community Benefit Impact 

• Goals will be benchmarked: Outcomes will be compared to the initial objectives set for the 
CAC to determine if the council is meeting its intended purpose. 

1) Increase in number of new initiatives and associations with local community groups or 

organizations 

2) Increase in usage of community partner services (ex. Meals on Wheels) 

3) Overall increase in reports of customer satisfaction regarding community involvement 

4) Track Participation: Monitor attendance and participation levels in meetings and events, as 

well as the diversity of voices represented on the council. 

 

• Accessibility 

1) Increase in traffic to east region hospital website and social media 

2) Increase in usage of and traffic to HHC multicultural websites and resources 

 

• Population Health 

1) Improvements in Community Health Needs Assessment (CHNA) data collection 

o Increase in amount of data collected on often missed populations (ex. undocumented 

individuals) 

o Increase in accuracy of community needs data to shape future improvement plan 

strategies 
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Planning Worksheet 

 
Use this worksheet to help plan what you want to share about your experiences with the community or 
organization. 

. 

 

Key points about your hospital experience:  

What went well? What did people say or do that was helpful?  

 

 

 

 
 

 
What did not go well? What did people say or do that was not helpful? 

 

 

 

 

 

 
 

 
What improvements would you suggest? What would you rather have happened? 

 

 

 

 

 
 
 

 
*Adapted from University of Washington Medical Center, Patient and Family Centered Care and Education Services, 1959 N.E. Pacific St., 
Box 358126, Seattle, WA, 98195 
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Section 3: Working with CAC Members to Improve 
Community Health 
As a CAC member, you will help Hartford HealthCare align services with the needs of the community. 

Improving healthcare quality and safety is a challenging but essential task. The best outcomes are achieved when 

patients, families, doctors, nurses, and other hospital staff work collaboratively to ensure high standards of care. 

Since healthcare quality and safety directly impact patients and their families, your involvement in changes and 

improvements is crucial. 

By contributing to the development of the Community Health Improvement Plan (CHIP) goals, we can 

better address healthcare needs and enhance the quality and safety of care at our hospital. Your 

perspectives will help us tailor services to truly meet the needs of patients and families, moving 

beyond assumptions to focus on what is genuinely required. 

Broad Historical CHIP Goal Themes:  

• Enhancing Access to Care: Increase availability and accessibility of healthcare services for all 

community members. 

•  Promoting Healthy Lifestyles: Encourage physical activity, healthy eating, and wellness initiatives to 

reduce chronic diseases.  

• Addressing Social Determinants of Health: Identify and tackle factors such as housing, education, 

and economic stability that impact health outcomes.  

• Strengthening Community Partnerships: Foster collaboration among healthcare providers, 

organizations, and community members to address health challenges collectively. 

• Improving Health Equity: Work towards reducing health disparities by ensuring that all community 

members have equal access to resources and opportunities for good health. 
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Evaluating CAC Structure and Implementation 
 
Surveys: End-of-year survey given to all CAC members 

• Contains close-ended questions on feasibility; standardized to measure effectiveness of CAC 

• Items include open communication, trust and cohesion, shared leadership between CAC and HHC, etc. 

• Participation encouraged through in-meeting, text, and email reminders 

 

 

CAC Structures  
• CAC members:  Individuals who live in Norwich and Windham representing different demographics and 

experiences.  

• Ad Hoc Committees: temporary committees established to complete a specific issue or project task  

• Standing Committees: committees more permanent in nature to serve the overall goals of the CAC 

 (i.e. Membership, Nominations, and Elections Committee, Recruitment Committee) 

 

Meeting Minutes & Group Discussion 

• We will end the year with an open conversation with all CAC members to debrief 

• Allows constructive feedback on CAC structure, governance, discussion topics, membership etc. 
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As a member of our Community Advisory Council, your role is crucial in upholding the following principles: 

 

• Inclusivity: Ensuring diverse representation from various segments of the community are included in 

membership to capture a broad range of perspectives and experiences. 

 

• Transparency: Maintaining open communication about the council's goals, processes, and decision-making 

to build trust among members and the community. 

 

• Collaboration: Fostering partnerships between council members, healthcare providers, and community 

organizations to work together toward common goals. 

 

• Respect: Valuing each member's contributions and encouraging open dialogue, allowing for differing 

opinions and experiences. 

 

• Empowerment: Supporting council members in voicing their opinions and advocating for the needs of the 

community. 

 

• Accountability: Honoring commitments and tracking progress  

 

• Focus on Outcomes: Prioritizing actionable goals that lead to measurable improvements in community 

health and healthcare services. 

 

• Cultural Competence: Recognizing and respecting the diverse cultural backgrounds of community 

members
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Section 4 How Things Work at Hartford HealthCare 
Mission To improve the health and healing of all 

Vision Most trusted for personalized coordinated care. 

Our Values Hartford HealthCare’s vision of excellence and leadership is driven by its core values, which 

are shared by all members of Hartford HealthCare. 
 

  

  

 
INTEGRITY 
We Do the Right Thing 

Our actions tell the world what Hartford 

HealthCare is and what we stand for. We act 

ethically and responsibly in everything we do and 

hold ourselves accountable for our behavior. We 

bring respect, openness and honesty to our 

encounters with patients, families and coworkers 

and support the wellbeing of the communities we 

serve. 

 

 
EXCELLENCE 
We Do the Best Thing 

In Hartford HealthCare, only the best will do. 

We work as a team to bring experience, 

advanced technology and best practices to bear 

in providing the highest quality care for our 

patients and families. We devote ourselves to 

continuous improvement, excellence, 

professionalism and innovation in our work. 

 

 
 

CARING 
We Do the Kind Thing 

Every Hartford HealthCare staff member 

touches the lives of the patients and families in 

our care. We treat those we serve and each other 

with kindness and compassion and strive to 

better under-stand and respond to the needs of 

a diverse community. 

 
SAFETY 
We Do the Safe Thing 

Patients and families have placed their lives and 

health in our hands. At Hartford HealthCare our 

priority, and the rule of medicine, is to 

protect them from harm. We believe that 

maintaining the highest safety standard is 

critical to delivering high-quality care and that 

a safe workplace protects us all. 
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HEALTH EQUITY 

We Do the Just Thing 

We commit to fair treatment, access, opportunity and 

advancement for all. We value the uniqueness of each 

person and embrace diverse backgrounds, opinions 

and experiences. We foster intellectual, racial, social 

and cultural diversity and treat everyone with 

dignity and respect. Our customers, patients and 

colleagues experience Hartford HealthCare’s culture 

of belonging. 
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Section 5 Ways to Learn More 
The websites listed below offer information about healthcare quality, patient safety and 

being a community advisor. 
 

 

Community Health Needs Assessment (CHNA) 

The Community Health Needs Assessment (CHNA) is a systematic, data-driven approach to determining the health 

status, behaviors and needs of residents in Hartford HealthCare’s service areas.  

https://hartfordhospital.org/community-health-needs-assessment 

 

National Network of Public Health Institutes (NNPHI): 

Provides information on public health institute practices, community engagement, and improving public health 
infrastructure. 

www.nnphi.org 

 

Community Health Improvement Partners (CHIP): 

The Community Health Improvement Plan (CHIP) is Hartford HealthCare’s effort to address public health problems 

based on the results of community health assessment activities and the community health improvement process. 
https://www.cdc.gov/public-health-gateway/php/public-health-strategy/public-health-strategies-for-

community-health-assessment-health-improvement-planning.html 

 

Community Health - Hartford Healthcare: 
Offers tools and resources for addressing social determinants of health and engaging communities in improving health 

outcomes. Dedicated to keeping people in our community healthy and well 

https://hartfordhospital.org/about-hh/community-outreach/community-health

https://hartfordhospital.org/community-health-needs-assessment#chna
http://www.nnphi.org/
https://hartfordhospital.org/community-health-needs-assessment#chip
https://www.cdc.gov/public-health-gateway/php/public-health-strategy/public-health-strategies-for-community-health-assessment-health-improvement-planning.html
https://www.cdc.gov/public-health-gateway/php/public-health-strategy/public-health-strategies-for-community-health-assessment-health-improvement-planning.html
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Notes, Questions and/or Instructions 
Date 
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