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Today’s discussion:
• The situation – joining Niagara Health just prior 

to the COVID-19 pandemic being declared
• How the pandemic influenced my approach to 

leadership
• Key considerations and character traits 

necessary for successful leadership

Objectives
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About Niagara Health 
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More than 7,300 
staff, physicians and volunteers

Fourth busiest 
Emergency Department in Ontario

Five sites and a growing number of

community-based 
and virtual services

Community-based 

academic centre

Annual operating budget of 

$610 million



Key Facts – 2020-2021
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The Beginning of the Pandemic – Global View
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First case reported in 
Wuhan, China

Shanghai lab detects 
coronavirus similar to SARS

Jan. 4, 2020

First confirmed U.S. case 
– Washington State

Jan. 21, 2020

Wuhan placed under quarantine. 
New hospital to be built in 10 days

Jan. 23, 2020

First confirmed 
Canadian case - Toronto

Jan. 25, 2020

WHO issues global 
health emergency

Jan. 31, 2020

Global air travel restricted
Feb. 2, 2020

Daily new cases outside China 
surpass those inside the country

Feb. 26, 2020

WHO declares COVID-19 
a pandemic

March 11, 2020Dec. 31, 2019

My first day at 
Niagara Health: Feb. 18



The Beginning of the Pandemic – Global Map
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Context – Weeks 1 & 2
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Week 3: March 11, 2020

10



Leading in a Healthcare Crisis:
Hospital Leadership during the COVID-19 Pandemic

The Beginning of the Pandemic – Niagara View
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March 12, 2020
84-year-old patient is 
first confirmed case in 
Niagara

March 17, 2020
Scheduled surgical and 
outpatient services postponed

March 28, 2020
Visitors no longer 
permitted

April 28, 2020
Begin work with long-
term care homes

May 14, 2020
Universal masking for 
all staff and physicians

May 20, 2020
ED patients, outpatients 
must wear masks

May 27, 2020
Surgical, outpatient 
services resume

June 29, 2020
Visitors welcomed 
back

July 15, 2020
First time COVID-19 
free since March

August 18, 2020
ED visitors/care 
support not permitted

December 2020
Multiple unit outbreaks and 
a facility-wide outbreak

Jan. 3, 2021
Record number of 
inpatients: 93

Jan. 13 – 20, 2021
Vaccination clinic opens 
for healthcare workers

Feb. 17, 2021
Vaccination resumes 
in expanded space



Health and safety protocols became 
the backbone of everything we did
Importance of compliance with safety 
measures necessary to maintain a safe work 
and patient care environment

Personal protective equipment
Handwashing, masking and physical 
distancing
Minimize the spread of infection and 
manage outbreaks in the hospital

Healthcare professionals being reassigned, 
working from home

Health and Safety Protocols
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We were working on the front lines 
with a highly contagious virus that we 
learned more about each day



Transparency, 
authenticity and 
vulnerability as a 
leader to build trust,  
demonstrate support 
and inspire 
confidence

Building Trust
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Fostering mutually beneficial relationships 
to manage the demands of the pandemic

Building Relationships
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Communication is Critical 
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Two-way clear, candid and constant 
communication with the team to build 
trust, establish a common purpose and 
ensure alignment of the crisis 
response 



Components of a Strong Leadership Response
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• Listen and seek advice but be ready for rapid 
decision-making

• Inspire trust and confidence, then live up to it
• Trust your people without hesitation
• Take decisive action amid uncertainty
• Demonstrate resilience and adaptability to 

constant change
• Communicate with honesty and transparency
• Your verbal and non-verbal language is speaking volumes, your team is 

listening and watching



Thank you
Lynn.Guerriero@niagarahealth.on.ca

Twitter: @LynnGuerriero



Thank you for joining us. 

Join us on November 10 for “Identifying the best 
light for and revealing your new product through 
it” with Dr. Thongpapanl and Dr. Hultman from 

Goodman School of Business

Taking businesses, careers and ideas to the next level
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