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Name of Inspector{s)/Nom de l'inspecteur ou des inspecteurs
ROSEMARY LAM (132}

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

During the course of the inspection, the inspector(s) spoke with Resident Aides, Registered staff and
management staff

During the course of the inspection, the inspector(s) reviewed medical files.

The following Inspection Protocols were used during this inspection:
Personal Support Services

Reporting and Complaints

Findings of Non-Cempliance were found during this inspection.
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‘WN = Written Notificatio
VPC < Voluntary Plan o
DR'=" Director Referr
CO = Compliance Orde
'WAO = Wark and Activity Order

. Aiguiliage au diréctedr.
+ Ordre de conformité

with requirements under the Long-Term Care

Homes Act, 2007 (LTCHA) wass folind. (A requirement urider the|scins de longue durée (LESLD} a 6té constaté: (Une e
LTGHA Includes the requirements contained in the itemns listed in{loi comprend les exigences qui forit partie‘des éléments’
the definition of "requirement under this Act” in subsection 2(1)" . |dans la definition de « exigence prévue par la présente ¢
SFhe LTCHA) | - un i Hila = 1 BXIgen VIS pal la presen

‘|paragraphe 2(1)

“The following constitutes wiitter Tes

: 5. Written notificati fe] e Ce qui éLﬁftz_Eo.n'siti_t_Ue_'
‘under paragraph 1 of section 152 of the LTCHA

paragraphe 1 de l'arti

WN #1: The Licensee has failed to comply with LTCHA, 2007 S.0. 2007, ¢.8, 5. 6. Plan of care
Specifically failed to comply with the following subsections:

s. 6. (7) The licensee shall ensure that the care set out in the plan of care is provided to the resident as specified
in the plan. 2007, c. 8, 5. 6 (7).

Findings/Faits saillants :

Staff were found not following a resident's plan of care, family had to complain about the same issues to several
members of the Administrative staff for over a six months period before they are resolved.

WN #2: The Licensee has failed to comply with O.Reg 79/10, s. 101. Bealing 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
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.

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. 7910, s. 101

(1).

Findings/Faits saillants :

The Licensee's respanse letter to an identified complainant did not address all the issues raised in the letter and did not
outline what the Licensee has done to resolve these concerns. The complainant had previously reported and confirmed
by management staff that front line staff were not consistently following the care plan directions on several occasions.
[101.{1)3.1]
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Additional Required Actions:

VPC - pursuant to the Long-Term Care Homes Act, 2007, 8.0. 2007, ¢.8, 5.152(2) the licensee is hereby
requested to prepare a written plan of correction for achieving compliance to ensure the Licensee’s response
letter addresses all issues raised in the complaint letter, including but not limited to: i)what the licensee has
done to resolve the complaint(s), or ii. that the licensee believes the complaint to be unfounded and the reasons

for the belief., to be implemented voluntarily.

Issued on this 19th day of October, 2011

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