Ministry of Health and Ministére de la Santé et des

} B Long-Term Care Soins de longue durée -
Onta rio Inspection Report under Rapport d’inspection

the Long-Term Care prévue le Loi de 2007 les

Homes Act, 2007 foyers de soins de longue
Health System Accountability and Performance
Division . Taronto Service Area Office Bureau régional de services de Toronto
Performance Improvement and Compliance Branch 5554 Cjair Avenue West, Bth Flaor 55, avenue St. Clair Ouest, 8iém étage
Division de la responsabilisation et de la TORONTO, ON, M4V-2Y7 TORONTQ, ON, M4V-2Y7
performance du systéme de santé Tetephone: (416) 325-9297 Télephone: (416) 325-9297
Direction de I'amélioration de la performance et de la  Facsimile: (416) 327-4486 Télécopieur: (416) 327-4486
conformité

Public Copy/Copie du public

Date(s) of inspection/Date(s) de Inspection No/ No de Pinspection Type of Inspection/Genre
Finspection d’inspection
Dec 20, 21, 22, 23, 2011 2011_102116_0003 Complaint

Licensee/Titulaire de permis

EXTENDICARE SOUTHWESTERN ONTARIO INC
3000 STEELES AVENUE EAST, SUITE 700, MARKHAM, ON, L3R-8W?2

Long-Term Care Home/Foyer de soins de longue durée

EXTENDICARE BAYVIEW
550 CUMMER AVENUE, NORTH YORK, ON, M2K-2M2

Name of Inspector(s)/Nom de I'inspecteur ou des inspecteurs
SARAN DANIEL-DODD (116)

The purpose of this mspectlon was to conduct a Complaint mspectlon

During the course of the inspection, the inspector(s) spoke with the Administrator, Director of Care, Social
Worker, registered and direct care staff members

During the course of the inspection, the inspector(s) reviewed the health records of two resident’s, reviewed
home's complaint policy

The following Inspection Protocols were used during this inspection:
Reporting and Complaints

Responsive Behaviours

Findings of Non-Compliance were found during this inspection.

NON COMPLIANCE { NON- RESPECT DES EXIGENCES
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WN = Written Notification: 7 WN= Avis dert

VPGS Voluntary Plan bf'Co'ri'e'c't:o : rr *|VPC = Plande redressernent volon
DR Director Referral. (o u DR- Alguilage au directeur
CO=:. Compliance Order _ SR | O Ordre de conformitd -

WAQ -~ Work and:Activity Order? - ' |WAQ = Ordres ; travaiix &t’ actIViles :

Non-compliance with requirements under the E_ong Term Care " |L& non-respect des exigences de la Loi de 2007 sur les: foyers de:
Homes Act, 2007 {LTCHA) was found. {A requirement under the|soins de longue duree (LFSLD) a &té constate. (Une exigence de la
LTCHA includes the requirements contained in the jtems listed in|loi comprend les exigences qui font partie des éléments énumeéres.
the definition of "requwement under. thts Act’ in subsectnon 2(1) dans la définition de « exigence prevue par la presente foin au-: -
oftheLTCHA) e DRSO S paragraphe2(1)de!aLFSLD SR R
lce’ qul sunt conshme un aws gerit de non—respect aux termes du
paragraphe 1 de I' artlcle 152 dela LFSLD‘ ;L

WN #1: The Licensee has failed to compiy with LTCHA, 2007 S8.0. 2007, c.8, s. 22. Licensee to forward
complaints

Specifically failed to comply with the following subsections:

s. 22. (1) Every licensee of a long-term care home who receives a written complaint concerning the care of a
resident or the operation of the long-term care home shall immediately forward it to the Director. 2007, c. 8, s.
22 {1).

Findings/Faits saillants :
1. A written complaint letter submitted to the licensee was not forwarded to the Director.

WN #2: The Licensee has failed to comply with O.Reg 79/10, s. 101. Dealing with complaints
Specifically failed to comply with the following subsections:

s. 101, (1} Every licensee shall ensure that every written or verbal complaint made to the licensee or a staff
member concerning the care of a resident or operation of the home is dealt with as follows:

1. The complaint shall be investigated and resolved where possible, and a response that complies with
paragraph 3 provided within 10 business days of the receipt of the complaint, and where the complaint alleges
harm or risk of harm to one or more residents, the investigation shall be commenced immediately.

2. For those complaints that cannot be investigated and resolved within 10 business days, an
acknowiedgement of receipt of the complaint shall be provided within 10 business days of receipt of the
complaint including the date by which the complainant can reasonably expect a resolution, and a follow-up
response that complies with paragraph 3 shail be provided as soon as possible in the circumstances.

3. A response shall be made to the person who made the complaint, indicating,

i. what the licensee has done to resolve the complaint, or

ii. that the licensee believes the complaint to be unfounded and the reasons for the belief. O. Reg. 79/10, s. 101

(1).

Findings/Faits saillants :
1. The licensee did not provide a letter of response to a complainant in regards to concerns of a resident.
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Issued on this 23rd day of December, 2011

Signature of Inspector(s})/Signature de I'inspecteur ou des inspecteurs

(Nl oot
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