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The purpose of this inspection was to conduct a Complaint inspection.

This inspection was conducted on the following date(s): March 1, 6, 7, 8, 21,
2013

T0053-12/T84-13

During the course of the inspection, the inspector(s) spoke with the
Administrator, Director of Care, Social Worker, Residents, Registered staff and
Personal Support Workers.

During the course of the inspection, the inspector(s) reviewed the homes
responsive behaviour policy, education in-service records, and heaith records of

residents.

The following Inspection Protocols were used during this inspection:
Responsive Behaviours

Findings of Non-Compliance were found during this inspection.

Legend EAEE SR I -.fLegendé*f?f TTT

VN = Written Notlfcatlon S we -  :A\:i'is'ecnt iR
VPC = Voluntary.Plan of; Correction VPC = Plan de redressement volon_tal_r_e '
DR— Director Referral -+~ |DR - Algmllage au directeur o
CO =~ ' Compliance Order ... |cO=Ordre de conformité i ETEE
WAO Work and Actlwty Order . |WAO - Ordres : travaux et activités
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Non compi:ance wzth requrrements under
the Long-Term Care. Homes Act, 2007
(LTCHA) was found (A requrremen.t_ 3 _

in the def"mtron of "requrrement under thls dans Ia definltlon de « exrgence prevue
Act“ in subsectlon 2(1) of: th’é'LTCHA ) -par la presente IOI » au'pa'ragraphe 2(1)

The. fo[lowmg constrtutes ertten -
notification of non-compliance under ~{respect aw
paragraph 1 of sectlon ‘152 of the LTCHA Eartrcle 152 de la LFSLD

WN #1: The Licensee has failed to comply with O.Reg 79/10, s. 101. Dealing
with complaints

Specifically failed to comply with the following:

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:

2. For those complaints that cannot be investigated and resolved within 10
business days, an acknowledgement 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 shall be provided as soon as possible
in the circumstances. O. Reg. 79/10, s. 101 (1).

Findings/Faits saillants :
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1. The licensee failed to ensure that every written or verbal complaint made to the
licensee or a staff member concerning the care of a resident is dealt with as follows:
For those complaints that cannot be investigated and resolved within 10 business
days, an acknowledgement 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 shall be provided as soon as possible in the circumstances.

- Resident #1 reported complaints regarding a co-resident's disruptive behaviours on
several occasions over a two year period to a staff member of the home.

- An interview held with a staff member of the home confirmed that an
acknowledgement of receipt of the complaint indicating a reasonable date of
resolution and follow-up response was not provided to the resident [s. 101. (1) 2.]

Additional Required Actions:

VPC - pursuant to the Long-Term Care Homes Act, 2007, S.0. 2007, ¢.8, s.152(2)
the licensee is hereby requested to prepare a written plan of correction for
achieving compliance to ensure that every written or verbal complaint that
cannot be investigated and resolved within 10 business days, an
acknowledgement 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 shall be provided as soon as possible in the
circumstances, to be implemented voluntarily.
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Issued on this 3rd day of April, 2013

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