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Welcome to ABC Health Matters! 
Thank you for taking the time to participate in this new health literacy program. 
Our health, and the health of our family and friends, is one of the most important 
things in our life. Are you looking to take more control of your health? We hope this 
workbook is the next step in your health literacy learning.

Tools you need to complete this workbook:

• a computer with internet access

• a smartphone with a data plan (or a wifi connection!)

ABC Health Matters has two parts:

•  Take Charge of Your Health, a workbook and workshop with a pharmacist or 
health care provider from your community. It covers how to talk about your 
health with your family and with your health care providers.

•  Map Out Your Health, a workbook for you to complete at the worshop, on your 
own, or with your family. It looks at all the people and places in your community 
where you can go for help with your health.

Understanding health literacy is a shared responsibility between you and your health 
care provider. You are a partner in this learning journey. You decide what activities 
you want to do in this workbook. You choose those activities important to your life. 

If your health is important to you, ABC Health Matters is for you. You will finish this 
program with a better understanding of health literacy than when you started! You 
will have more confidence to ask health care providers any questions you have so you 
can take charge of your health.

Health Words What does health literacy mean? 

• being able to get the health information you need
• understand the information 
• make decisions based on the information
• and put those decisions into action
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Map Out Your Health 
Learning Outcome:

What Will You Learn?

You are able to find the health care providers and 
services near you. 

A map shows you how to get to places. It marks locations 
so you can find them more easily.

In this workbook, you make your own health care map. 
You’ll look at your community and locate health care 
services near you. You’ll learn how to access or use these 
services. 

Not all health care providers do the same things. Some 
help with life and death situations, such as car accidents 
and heart attacks. Some help with illnesses, such as colds.  

Some give you flu shots or advice about your medications 
and health. Some take x-rays or blood tests. Some 
diagnose health problems and plan treatments.

You’ll learn what health care services to use in different 
situations. You’ll learn who to contact or call, and where 
to go. 

You’ll learn how to get a health card for yourself or a 
family member. You’ll learn about Telehealth Ontario, 
and other health services available to you for free. 

A Place for Your Notes:
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Activity 1 A Place to Begin: Where do you go?
What to do?

Check the statement that best applies to you. Think about 
your health, your experiences—where do you go to take 
care of your health?

I usually go to a Walk-In Clinic or the Emergency 
Room (ER). 

I see my health care provider for check ups and when 
I’m sick.

I don’t know. It’s confusing. Where do I take the kids 
when they get sick? Do I need an appointment? 

I don’t have the money to pay to take care of my health.  

None of the above applies to me. Here’s my situation.

A Place for Your Notes:
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A Walk-In Clinic is a place where you can go to get 
help when you do not have a family doctor, or you 
can’t get an appointment with your family doctor soon 
enough.The injury or sickness is not urgent or an 
emergency but you’d like to have a health care provider 
take a look and treat it.   

The ER or Emergency Room is the department in a 
hospital where you go when you need help now.

When injuries or illness are very bad, and may be life-
threatening you need to get to the ER right away.

Life-threatening means the person might die if they 
don’t get help soon.

Health Words

Health Words

Where to get health help?
In this workshop, you will learn about many health 
services where you can get help. These include:

• Your Family Doctor 

• Telehealth Ontario

• Community Health Centre

• Pharmacy

• Walk-in Clinic

• Urgent Care Centre

• Emergency Room

• and more…

A Place for Your Notes:
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Activity 2 Health Cards
 You get your health card from the province or territory in 
Canada where you live. In Ontario, the health card is also called 
your OHIP card. OHIP is the short form for the Ontario Health 
Insurance Plan.

Your health card is free. You show your health card at the clinic, 
hospital, or doctor’s office each time you go. 

Here is what an Ontario health card looks like:

Canada has a universal health care system. 
That means most health care services are 
free for all Canadian citizens and permanent 
residents.  

What you do need is a health card.

Health Words

Healthy Living
Do you have a health card?   Yes    No 

If you answered Yes, do you carry your health card 
with you at all times?     Yes     No

Bring your health card with you 
wherever you go to get care in Ontario!
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Activity 3

Getting a Health Card

Mapping It Out 

My ServiceOntario Centre: 

 If you do not have a health card, here’s how to get one:

1. Go in person to a ServiceOntario Centre.

2.  Fill out a registration form.  If you like, you can get the 
form ahead of time at the ServiceOntario website. 

3.  Take three documents with you for ID.  The website will 
tell you more about what documents you can show.

 Go to the ServiceOntario website to locate the ServiceOntario 
Centre nearest to you.

Find the ServiceOntario Centre on a local map. 

Use your cell phone or a computer to get directions on how to 
go there from your place.  Check out the hours to see when the 
centre is open.

The ServiceOntario website is online 
at www.ontario.ca/serviceontario.  

A ServiceOntario Centre is a place 
in your community where you can 
apply for a health card. 

Health Words

A Place for Your Notes:
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Activity 4 Your Local Pharmacist
 A pharmacy is a good place to get health information and 
advice. You can ask the pharmacist questions about your 
medicine and how to use it. You can ask for advice on what 
medicine to take when you’re sick. 

In Ontario, your pharmacist can also help you with:

• Flu shots and other vaccines

• Quitting smoking

• Tips for taking medication on the right schedule

• Getting your medication delivered to your home

• Counselling services

• Medication you can buy without a prescription

•  Understanding and managing health issues like diabetes, 
heart disease, or arthritis

A medical history card gives important information 
about your heath. 

Take your medical history card with you when you 
speak with your pharmacist so they can give you 
advice based on your health history and needs. 

See page 20 to learn more about medical history 
cards, and how to create your own.

More About Medication…

Healthy Living

Are you taking 3 or more medications? Do you have diabetes? 
Are you not able to visit the pharmacy in person?  

Through a program called MedsCheck, your pharmacist can 
review your medicine and give you advice and support for free. 
All you need is a health card. 

Does MedsCheck sound like a program that would 
be useful to you? Ask your pharmacist about it.
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Activity 5 Using Telehealth Ontario

Did You Know?

 Meet Clémentine  
When Clémentine has a health question, or isn’t sure about 
medicine for her father or for herself, she now calls Telehealth 
Ontario right away—day or night. French is Clémentine’s first 
language. She talks to a Registered Nurse in French, so she better 
understands her advice. 

Telehealth Ontario is free. Anyone can use it.  
You don’t need a health card.

Your telephone call is confidential.  
What you talk about is kept private.

You can talk to the nurse in English or French.  
They can bring in translators for many other languages, too.

1-866-797-0000
Telehealth Ontario 
24 hours a day. Every day.

Do you have a cell phone with you? A purse or wallet? 
If yes, take the time now to add the Telehealth 
number into your phone, or on a piece of paper to 
keep in your wallet or purse.

A Place for Your Notes:
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What Can You Ask About?
•  Illness or injury that may need medical care

•  Illnesses that don’t go away or keep coming back

• Food and healthy living

• Teen health and issues

•  Depression, suicide or other mental health concerns

•  Medications and drug interaction  
(if your drugs are safe for you when taken together)

• Breastfeeding information

Activity 6 Try This
 Look at the list of topics from Telehealth Ontario.  
What would you ask if you called Telehealth Ontario? 
 Look at the list of topics from Telehealth Ontario.  
What would you ask if you called Telehealth Ontario? 

Do you have any questions about your health? 
Go ahead. Call Telehealth Ontario.  
Ask your question. Get your answer.

My Question: 

Source:  Get medical advice: Telehealth Ontario, ontario.ca

A Place for Your Notes:
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Activity 7 Your Family Doctor

Did You Know?

Your family doctor takes care of your health in an ongoing way.  
That means you go to the same doctor for all, or most, of your 
health needs.  

Your family doctor also makes referrals for you. If you are very 
sick, your doctor may have you admitted to a hospital.

You set up an appointment to see your family doctor.

You show your health card at each appointment. 

When you sign up with a family doctor, they become your 
primary health care provider. That means you agree to see 
or call them for all, or most, of your health care needs. 

In an emergency, you would still go straight to the 
Emergency Room (ER) or an Urgent Care Clinic. 

A referral is when you are sent to another 
doctor or health care provider trained in 
your health problem. 

Admitted means to enter and sign in with 
a health care facility.

Health Words

A Place for Your Notes:
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Activity 8 Mapping It Out 

Family Health Team

Where is your family doctor located? Find it on a local map. 

If you don’t have a family doctor, head to www.ontario.ca and 
click on “Health and Wellness” to find a tool that can locate the 
Family Health Teams in your community. Then call Health 
Care Connect at 1-800-445-1822 to get enrolled.

Use your cell phone or a computer to get directions on how to go to 
your family doctor’s office, or to a Family Health Team, from your 
place. Check out the hours to see when they are open.

What are the hours for your doctor’s office? What do you do if you 
need help outside those hours? Not sure? Ask at your doctor’s office.

My family doctor: 

The Family Health Team nearest me:

Add this information to page 20, your Health Centres map. 

A Family Health Team is a group of health care 
providers who work together at one place. They’re 
often part of a Community Health Centre. 

You can meet with family doctors, nurses, and 
other health care providers, such as social workers, 
dieticians or pharmacists.

To sign up with a Family Health Team, call Health 
Care Connect (1-800-445-1822) or go online to find 
out more.

Health Words
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Activity 9 Community Health Centres and You
The Community Health Centre is a place where you can see a 
doctor but also get other health education and support. They’re 
for people who don’t have a family doctor, and who may need 
more health care than a simple check-up. 

A Community Health Centre is a place you 
can go for health treatment, education and 
social help. 

Community Health Centres are there to help 
you for as long as you need them, and can help 
you with many health and community issues.

Health Words

About the Services
 Services at Community Health Centres can be different at each 
centre, but many offer:

•  Appointments with doctors and other medical professionals

•  Help dealing with addictions, domestic violence, mental 
illness and other challenges

• Parenting courses and support

•  Healthy living workshops about topics like nutrition and 
sexual health

• Appointments with dentists

A Place for Your Notes:
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Community Health Centres 

Think About...

•  Take a look at the programs and services Community 
Health Centres offer. Would any be useful for you?

•  Think about the people in your circle of care.  
Would any of these services be helpful to them?  
Which ones?

Activity 10 Mapping It Out 
Where are the Community Health Centres in your community? 
Head to www.ontario.ca and click on the “Health and Wellness” 
section to find a tool that lets you find care close to where you live 
or work.

Find the Community Health Centre on a local map. Use your cell 
phone or a computer to get directions on how to go there from your 
place.  Check out the hours to see when the centre is open.

The Community Health Centre nearest me: 

Add this information to page 20, your Health Centres map. 

A Place for Your Notes:
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Activity 11 Using a Walk-In Clinic

Question & Answer

Meet Li   
Li wants a family doctor for his family, but can’t find one. 
He calls some doctor offices, but none of them are taking 
new patients.  His youngest daughter has a chest cold, and 
he wants her to see a doctor.     

Q. What can Li do to get help for his daughter?

A.  Li can take his daughter to a Walk-In Clinic. If you don’t have a 
family doctor, you can go to a Walk-In Clinic.  You can go there 
if you do have a doctor as well.

Q. Does Li’s daughter need to show a health card?

A.  Yes. Check online at www.ServiceOntario.ca to find out how to 
get one for a child; or go to your nearest ServiceOntario Centre.  

Q. How can Li get help finding a family doctor?

A.   Li can sign up for Health Care Connect. That’s a program 
to help a person find a family health care provider in their 
community.  

Q. How can I sign up for Health Care Connect?

A.  Call toll free 1-800-445-1822. You’ll need to tell them your 
health card number. Look for it on the front of your  
health card. Find out more about Health Care Connect  
online at www.Ontario.ca.

A Place for Your Notes:
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Activity 12 Mapping It Out 
Where are the Walk-In Clinics in your community? You can head 
to www.ontario.ca and click on “Health and Wellness” to find the 
closest clinics to you.

Find the Walk-In Clinic on a local map. Use your cell phone or 
a computer to get directions on how to go there from your place.  
Check out the hours to see when the clinic is open.

The Walk-In Clinic nearest me: 

Add this information to page 20, your Health Centres map. 

A Place for Your Notes:
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Activity 13 Using an Urgent Care Centre

Did You Know?

Let’s say you need medical help right away, but it isn’t bad 
enough to be life-threatening. It may be something like:

•  A hurt leg or arm that might be a sprain or a broken bone

• A minor burn

•  A cut that might need stitches

• A fever that won’t go away or seems to be getting worse

•  An infection or an earache

• 

• 

You need to show your health card. 

You do not need an appointment.  You can just walk in.

A doctor, a nurse practitioner, or another health care 
provider will see you at the Urgent Care Centre.

In an emergency, you would still go straight  
to the Emergency Room (ER). 

An Urgent Care Centre is a place where you can 
go to get help when you are sick or injured.

The sickness or injury is urgent. 

That means you need someone to look at it right 
away, but it is not bad enough to go to the ER.  

For these kinds of injuries and sicknesses, 
you can go to an Urgent Care Centre. 

Health Words
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A nurse practitioner is a nurse specially trained 
to do many things only a doctor used to do, such 
as ordering lab tests, treating some illnesses and 
perscribing medications.
A nurse practitioner is a health care provider.

Health Words

Activity 14 Mapping It Out 
Where are the Urgent Care Centres in your community? 
You can head to www.ontario.ca and click on “Health and 
Wellness” to find the online tool that will find the closest 
Urgent Care Centre.

Find the Urgent Care Centre on a local map. Use your cell 
phone or a computer to get directions on how to go there 
from your place.  Check out the hours to see when the 
centre is open.

The Urgent Care Centre nearest me: 

Add this information to page 20, your Health Centres map. 

A Place for Your Notes:
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Activity 15 Using the Emergency Room

Think About...

It’s snowing, and Ivan goes outside to shovel. He feels as 
if something heavy is pushing down on his chest. He has 
trouble breathing and feels light headed. His neck and arm 
start aching. He knows something’s wrong.

•  What is happening to Ivan? If you see someone having a 
heart attack, or another emergency, bad illness or serious 
injury, what should you do?

• Have you ever called 9-1-1? What was your experience? 

•  With help from the ER, heart medication, and changing 
his habits to eat better and walk every day, Ivan recovers 
from his heart attack. What community health care 
providers could give him support and advice on his road 
to recovery and good health?

Emergency Room: Did You Know?
The ER is always open—day and night. 

You do not need an appointment to use the ER. 

You can go straight to the ER or call 9-1-1 in an emergency. 

9-1-1 is the telephone number for ambulance, fire or police help.

Have your health card with you if it is handy. 

Have an emergency contact person listed in the contacts 
of your cell phone.
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Activity 16 Mapping It Out 
Where are the hospitals and Emergency Rooms in your community?

Find the hospital and ER on a local map. Use your cell phone or a 
computer to get directions on how to go there from where you are.  

The Emergency Room and hospital nearest me: 

Visit www.ontario.ca and go to the 
Health and Wellness section to find 
the ER at the hospitals near you.

Add this information to page 20, your Health Centres map. 

A Place for Your Notes:
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Activity 17 Map Your Health Centres
In the activities you completed, you have learned about health 
care providers and where they are in your community. In this 
activity take the locations and fill out the boxes below so you 
have a one-page list to post on your fridge!

Address:

Phone Number:

Phone Number:

Address:

Phone Number:

Address:

Phone Number:

Address:

Phone Number:

Address:

Phone Number:

Address:

Phone Number:

Pharmacy

Telehealth

Community Health Centre

Family Doctor or Family Health Team

Walk-in Clinic

Urgent Care Centre

Emergency Room
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Activity 18 Make a Medical History Card
Take some time now or at home to write down your medical 
history. That means information like what medication you’re 
taking, and your allergies—both now and in the past. Having 
this information with you will help better manage your health 
when you’re meeting with health professionals. Since your health 
information is private, do the activity on your own and share 
the information only with your health care providers.

Try This
 Now create a medical history card. Be sure to include allergies or 
medicines you are taking. A Medical History Card is helpful for 
when you visit your health care provider, and also in case of an 
emergency when you may not be able to talk. Here’s an example 
of the information to put on your card.  

Name:           Birthdate:

Medical Conditions:

Allergies & Reactions:

Medications / Vitamins:

Blood Type:    OHIP Number:

Weight:     Height:

Emergency Contact  

Name:        Telephone:  

Relationship to you:

Month / Day / Year

Looking for a way to add this information to your phone? 
There are many medical information phone apps that are 
free, and are made for keeping track of your medical 
information. The apps also let health care providers see 
this information easily in case of emergency.
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Activity 19 What Happens When You Arrive?
No matter what health care provider you’re visiting, there are some 
things you’ll need to do when you arrive.

You may need to fill out a form that gives information about you, 
especially if it is your first visit. If you have a Medical History Card, 
you can use it to help you fill out the form.

You’ll need to tell the person at the reception you are there. 

Sometimes you take a number, and wait your turn until it is called.

You’ll need to show your health card. 

What is your name, address, telephone number?

What is your health or medical history? 

What pills and other medications do you take?

Do you have allergies?

Remember to take your Medical History Card with you. 
It is also a good idea to take your medications to your 
visit. Include vitamins and herbal pills too. That way the 
health care provider can tell if the medications are safe 
for you, and are helping you.   

“I have diabetes. I had a gallbladder 
operation last year. I’m allergic to 
penicillin. I take an iron pill each day.”

A Place for Your Notes:
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If you’re working in a group, share your experiences—but only as 
much or as little as you are comfortable. Have you gone to a health 
care provider lately?  
Where did you go? What did you have to do when you entered 
the office or waiting area? What kinds of things were you asked? 
What happened next? 

Activity 20

What Happens When You Arrive?  

Think About...

Try This
Practice or act out arriving at a health care provider office or lobby. 
If you are part of a group, volunteer for the role of the person who 
has come for help or the person who works there. Take turns asking 
and answering the questions that you could be asked, or that you 
might need to fill out on a form. Add questions based on your own 
experiences. 

A Place for Your Notes:
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Activity 21

Activity 22

Find Out More

Other Health Care Options 

Think About...

Going online can be a great way to find health information 
and locate health care in your community. 

There are other health care options available to you in your 
community, too. Check online at www.Ontario.ca.  
Here are some of them:

Source: Health Care Options near you, ontario.ca

•  Do you go online when you have a health concern?  
What kind of information do you look up?  

•  Did you get good or bad information and advice online?   
Can you believe everything you read? 

•  How can you tell when health information or advice 
online can be trusted? 

• Aboriginal Health Access Centres

• Breast screening programs

• Community support services

• Diabetes education programs

• Dieticians

•  Exercise and fall prevention programs

• Immunization clinics 

• Mental Health services

• New parent and breastfeeding information

• Pharmacies

• Public health units

• Seniors centres

• Sexual health clinics
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Activity 23 Time to Think

Think About…

Take a moment to think about or talk about what you learned in 
this workbook. 

Have you gone to any of the people or places on the Health 
Centres list you created on page 20? 

What was your experience? 

Do you know where to go to get the kind of health care you need?

A Place for Your Notes:

Try This
Find a health care option that interests you and that is useful 
to your health. Check it out online at the Ontario Government 
website, www.ontario.ca. Talk to your healthcare provider about 
these resources in your community. 

Does the program offer services you need or would find helpful? 
Who do you contact to find out if it is right for you? Go ahead! 
Contact them. Or call Telehealth Ontario and ask about it. 
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Activity 24 Hospital Professionals 
A hospital is a big place, and can be intimidating for many of us. 
Who are all these people? What do they do? Who do I see, and 
where do I find them? At the University Health Network (UHN)  
in Toronto, there are over 70 different types of health care 
providers, all trying to help you get better. 

Your health care team might include:

•  Doctors who look after your medical care and prescribe 
medicine and treatment

•  Nurses who keep track of your health care. They 
also support you and your family, and give you your 
medications

•  Occupational Therapists who help you become more 
independent by learning how to manage your illness

•  Physical Therapists who help you improve how you move 
around. They might prescribe helpful tools for you, like 
crutches

•  Pharmacists who help you and the health team manage 
your medications

• Psychologists who give you mental and emotional support 

• Registered Dietitians who help you plan healthy meals

•  Social Workers who support you emotionally, and help 
you and your family navigate the health care system and 
treatment process

Think About…
•  If you go to the hospital, how can you keep track of your 

health team? 

Ask your hospital if they have a Patient Services 
Directory. That book will probably list all the health 
providers you might see while you’re at the hospital.



Map Out Your Health

27

Activity 25 University Health Network (UHN)  
Helping you be a part of your care 
The University Health Network (UHN) is an organization made 
up of Toronto General Hospital, Toronto Western Hospital, 
Princess Margaret Cancer Centre, the Toronto Rehabilitation 
Institute, and the Michener Institute for Education. 

The University Health Network (UHN) has many supports to 
help you navigate your care. 

Website: www.uhn.ca

If you’re comfortable on the internet, the UHN website 
has lots of helpful information.  You can:

Other support resources are:

UHN also has brochures for people who aren’t comfortable 
looking online or who want information in writing. 

•  learn about how to get an appointment

• find maps and directions

• learn about patient and family supports

•  Spiritual Care: a health care professional can talk to you 
24 hours a day.

•  Health Classes and Events: You can take a class or attend 
an event to learn about specific health conditions, coping 
strategies, community resources, and more.

Are you looking for support with language 
interpretation? UHN interpreters speak more 
than 180 languages. When you register at the 
hospital, just let them know what you need.  
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If you need help finding the answer to your questions,  
visit the UHN Patient and Family Libraries.

Princess Margaret Cancer Centre: Patient and Family Library 
416-946-4501 ext. 5383 
patienteducation@uhn.ca

Toronto General Hospital: Peter and Melanie Munk Patient 
and Family Library 
416-340-4800 ext. 5951 
tgpen@uhn.ca

Toronto Rehab: University Centre, Sun Life Patient  
and Family Resource Centre 
416-597-3422 ext. 3558 
TorontoRehabHealthInfo@uhn.ca

Toronto Rehab: Lyndhurst Centre, Spinal Cord Connections 
416-422-5644 ext. 213 
info@sciontario.org

Toronto Western Hospital: Paul B. Halliwell Patient  
and Family Library 
416-603-6277 
twpfl@uhn.ca

All UHN hospitals have libraries for patients and 
their families to use. You can learn more about 
your health care or condition, borrow a book, 
CD or DVD, or just enjoy a quiet visit with your 
family. You can also use the computer or an iPad 
to get help finding the information you need.

A Place for Your Notes:
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Congratulations!
You have completed the ABC Health Matters Workbook 2 and 
have taken the next step in managing your health. For the last 
activity, we hope you will make a pledge. The pledge can be 
personal or you can share it with others. 

My Pledge

My Action Plan

Sometimes making a pledge needs an action plan. An action plan is a list of the steps you will 
take to make your pledge happen. 

A pledge is a serious promise 
to yourself or others.

Health Words

I pledge to be healthier by…

What I will do differently is...

What I can do right now...

What I will do in the next six months...  
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