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Pinspection
Jul 15, 20, 21, 22, 28, 29, 2011 2011_102132_0003 Complaint

Licensee/Titulaire de permis

PROVIDENCE HEALTHCARE
3276 St. Clair Avenue East, TORONTO, ON, M1L-1W1

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

PROVIDENCE HEALTHCARE
3276 ST. CLAIR AVENUE EAST, SCARBOROQUGH, ON, M1L-1W1

Name of inspector{s)/Nom de '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 Administrator, Director of Care, Nurse managers,
registered staff, Infection control practitioner, pharmacist and residents.

During the course of the inspection, the inspector(s) Reviewed medical files, infection control reports, complaint log
book and observed medication pass.

The following Inspection Protocols were used in part or in whole during this inspection:

Reporting and Complaints
Skin and Wound Care

Findings of Non-Compliance were found during this inspection.

‘Definitions
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Non-compliance with reguirements under the Long-Term'Care'Homés Le hon= respect des extgences de la Loi de 2007' SUr les, foyers de .
Act, 2007 (LTCHA) was found. {A requirement urider the:LTCHA: ! soins de longue durée (LFSLDY a été’ ‘constaté: 'U': e exigence de la*{
includes the requirements contained in the items listed in thedefi nmon loi comprend les axlgences qui font partie des’ gléments enumeres: ;
of "reqmrement under thls Act“ in subsectlon 2(1) of the LTCHA')i 7 ldansg (a définition de « exigence préviue pat | 1a presente loi. » au

: : : L L paragraphe 2(1) de la LFSLD :

Ce quu smt constntue un avis ecrlt de non respect aux termes du

The follow:ng constntutes wntten nO(]ﬁCEUOR of non compllance undsl
ERRINE paragraphe 1 de I'article: 152 de la: LFSLD

paragraph 1 of sectlon 152 of the LTCHA

WN #1: The Licensee has failed to comply with O.Reg 79/10, s. 101. Dealing with comp!aints
Specifically failed to comply with the following subsections:

s.101. {1} Every licensee shali 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 compiaint 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 fo the person who made the complaint, indicating,

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

ji. that the licensee believes the complaint to be unfounded and the reasons for the belief. O, Reg. 79/10, s. 101 (1).

s. 101. {2) The licensee shall ensure that a documented record is kept in the home that includes,

(a) the nature of each verbal or written complaint;

(b) the date the complaint was received;

(c) the type of action taken to resolve the complaint, including the date of the action, time frames for actions fo be
taken and any follow-up action required;

(d) the final resolution, if any;

(e) every date on which any response was provided to the complainant and a description of the response; and

(f) any response made in turn by the complainant. 0. Req. 79/10, 5. 101 {2).

Findings/Faits sayants :

1. The documented record kept at the home regarding complaint from a family member does not include; type of action laken
to resolve the complaint, final resolution, date when responses provided to complainant and complainants response {101(2) {c)
(d)e)n

2. The licensee did not ensure that the complaint from the family member regarding a medication error, was investigated and
resolved as required. The licensee's investigation by Nurse Manager, included identification of the following. the drug aliergy
was noted on some, but not all, of the physician’s order sheets and was not noted on the order sheet which was used by
physician, to write the order. The nurse who transcribed the order did not identify the allergy. Ministry inspector identified the
following; when the medication grder was sent to the pharmacy; the pharmacist then called the nurse regarding the potential
allergy and was informed there was no allergy. [101(1)1.]

3. The licensee did not provide a response to the complainant indicating what was done to resolve this complaint. [101{1)3.]
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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 documented record kept at the home to
include; type of action faken to resolve the complaint, final resolution, date when responses provided to complainant
and complainants response [101(2) (c)(d)(e)(f), to be implemented voluntarily.

CO # - 001 will be served on the licensee. Refer to the “Order(s) of the Inspector”.

WN #2: The Licensee has failed to comply with LTCHA, 2007 $5.0. 2007, c.8, s. 6. Plan of care
Specifically failed to comply with the following subsections:

s. 6. (1) Every licensee of a long-term care home shall ensure that there is a written plan of care for each resident that
sets out,

(a) the planned care for the resident;

(b) the goals the care is intended to achieve; and

(c) clear directions to staff and others who provide direct care to the resident. 2007, ¢. 8, 5. 6 {1).

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
pilan. 2007, c. 8,s.6(7).

Findings/Faits sayants :

1. The plan of having resident seen by dermatologist was not followed through by staff at the LTCH, The referral made by
physician for resident to be seen by Dermatologist remained outstanding on July 20, 2011.[6.(7)]

2. The plan of care did not set out clear direction on MRSA status and it's related precautions. Resident was positive with
MRSA. Direction for Universal precaution continued to be posted on inside door of resident bathroom cupboard when Infection
Control practitioner confirmed contact precautions is required.[8(1)c]

Additional Reguired Actions:

VPC - pursuant to the Long-Terin Care Homes Act, 2007, S.0. 2007, ¢.8, s.152(2) the licensee is hereby requesied fo
prepare a written plan of correction for achieving compliance to ensure referrals to specialist resources are followed
up within a reasonable timeframe., to be implemented voluntarily.

Issued on this 2nd day of August, 2011

|gnature of Inspector(s}{Signature de Pinspecteur ou des inspecteurs
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Ministry of Health and
Long-Term Care

})—’ Ontario Order({s) of the Inspector

Pursuant to section 153 and/or
section 154 of the Long-Term Care
Homes Act 2007, S.0. 2007, c.8

Heaith System Accountability and Performance Division
Performance Improvement and Compliance Branch

Division de la responsabilisation et de la performance du sysiéme de santé
Direction de I'amélioration de la performance et de la conformité

Ministére de 1a Santé et
des Soins de longue durée

Ordre(s) de inspecteur

Aux termes de Farticle 153 et'ou

de l'ariicle 154 de fa Loi de 2007 sur les foyers
de soins de longue durée, L.O. 2007, chap. 8

Public Copy/Copie du public

Name of Inspector (ID #) /

Nom de I'inspecteur (No) : ROSEMARY LAM (132)

Inspection No. /

No de Vinspection : 2011_102132_0003

Type of Inspection /

Genre d’inspection: Complaint

Date of Inspection /

Date de Pinspection : Jul 15, 20, 21, 22, 28, 29, 2011

Licen_see ) ) PROVIDENCE HEALTHCARE

Titulaire de permis : 3276 St. Clair Avenue East, TORONTO, ON, M1L-1W1
LTC Home / PROVIDENCE HEALTHCARE

Foyer de SLD : 3276 ST. CLAIR AVENUE EAST, SCARBOROUGH, ON, M1L-1W1

Name of Administrator /
Nom de I'administratrice
ou de 'administrateur : ASTRIDA PLORINS

To PROVIDENCE HEALTHCARE, you are hereby required fo comply with the following order(s) by the date(s) set out

below:
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Ministry of Health and Ministére de la Santé et

) Long-Term Care des Soins de longue durée
L7 Ontario Order(s) of the Inspector Ordre(s) de l'inspecteur
Pursuant to section 153 and/or Aux termes de farticle 153 et/ou
section 154 of the Long-Term Care de Farticle 154 de fa Loi de 2007 surles fayers
Homes Act, 2007, 5.0. 2007, c.8 de soins de longue durée, L.O. 2007, chap. 8
Order #/ Order Type /
Ordre no : 001 Genre d'ordre : Compliance Orders, s. 153. (1) (a)

Pursuant to / Aux termes de :

0.Reg 79/10, 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 respanse 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. 79/10, s. 101

(1)
Order / Ordre :

The licensee shall investigate and resolve the complaint received from the identified family member. The
licensee shall provide a response to the complainant that includes what the licensee has done to resolve the
complaint.

Grounds / Motifs :

1. The licensee did not ensure the complaint from a family member regarding a medication error concerning an
identified resident, was investigated and resolved as required (132)

This order must be complied with by /
Vous devez vous conformer a cet ordre d'ici le : Aug 04, 2011

Page 2 of/de 3



Ministry of Health and Ministére de ia Santé et

} Long-Term Care des Soins de longue dureée
L/ Ontario Order(s) of the Inspector Ordre(s) de Pinspecteur
Pursuant to section 153 and/or Aux termes de Farticle 153 el/ou
section 154 of the Long-Term Care de l'afticle 154 de la Loi de 2007 sur les foyers
Homes Act, 2007. 5.0, 2007, ¢ 8 de soins de longue durée, L.O. 2007, chap. 8

REVIEW/APPEAL INFORMATION / RENSEIGNEMENTS SUR LE REEXAMEN/L’APPEL

TAKE NOTICE:

The Licensee has the right to request a review by the Director of this {these) Order(s) and to requast that the Director stay this (these) Order{s) in
accordance with section 163 of the Long-Term Care Homes Act, 2007.

The request for review by the Director must be made in writing and be served on the Director within 28 days fram the day the order was served on the
Licensee.

The written request for review must include,

(2} the portions of the order in respect of which the review is requested;
(b} any submissions that the Licensee wishes the Director to consider; and
{c) an address for services for the Licensee.

The written request for review must be served personally, by regislered mail or by fax upon:
Director
cfo Appeals Clerk
Perfarmance Improvement and Campliance Branch
Ministry of Health and Long-Term Care
55 St. Clair Ave. West
Suite 800, 8th floor
Toronte, ON M4V 2Y2
Fax: 416-327-760

When service is made by registered mail, it is deemed to be made an the fifth day after the day of mailing and when service is made by fax, itis
deemed to be made on the first business day after the day the fax is sent. If the Licensee is not served with written notice of the Direclor's decision
within 28 days of receipt of the Licensee's request for review, this(these) Order(s) is{are) deemed to be confirmed by the Director and the Licensee is
deemed o have been served with a copy of that decision on the expiry of the 28 day period.

The Licensee has the right to appeal the Director's decision on a request for review of an Inspector's Order(s) to the Health Services Appeal and
Review Board (HSARB) in accordance with section 164 of the Long-Term Gare Homes Act, 2007. The HSARE is an independent tribunal not
connected with the Ministry. They are established by legislation to review matters concerning health care services. If the Licensee decides fo request a
hearing, the Licensee must, within 28 days of being served with the natice of the Director's decision, give a written notice of appeal to both:

Health Services Appeal and Review Board and the Director

Attention Registrar clo Appeals Clerk

151 Bloor Street West Performance Improvement and Compliance Branch
Sth Floor 55 SL. Clair Avenue, West

Toronto, ON Suite 800, 8th Floor

M55 275 Toronto, ON M4V 2Y2

Fax: 416-327-7603

Upon receipt, the HSARB will acknowledge your notice of appeal and will provide instructions regarding the appeal process. The Licensee may leam
maore about the HSARB on the website www.hsarb.on.ca.

Issued on this 2nd day of August, 2011

Signature of Inspector /
Signature de l'inspecteur :

Name of Inspector /

Nom de l'inspecteur : ROSEMARY LAM
Service Area Office /
Bureau régional de services :  Toronto Service Area Office
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