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Inspection Report under Rapport d’inspection
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Health System Accountability and Performance
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Division de la responsabilisation et de la TORONTO, ON, MaV-2Y7 TORGNTO, ON, MaV-2Y7
performance du systéme de santé Telephane: (416) 325-8297 Téléphone: {416} 325-9297
Direction de I'amélioration de |a 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 I'inspection  Type of Inspection/Genre
Pinspection d'inspection
Jul 18, 19.20,21, 22, Aug 1011, Ot 5011_102132_0004 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

FPROVIDENCE HEALTHCARE
3276 ST. CLAIR AVENUE EAST, SCARBOROUGH. ON, M1L-1W1

Name of Inspector(s)/Nom de I'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, Resident Aides, Resident.

During the course of the inspection, the inspector(s) Reviewed medical files & policies, tested hot water
temperatures in spa.

The following Inspection Protocols were used during this inspection:
Accommodation Services - Maintenance

Continence Care and Bowel Management

Reporting and Complaints

Findings of Non-Compliance were found during this inspection.
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The foliownng constltutes Wnttan notlf cation of non—comphance
under paragraph 1 of section. 152 of the LTCHA

WN #1: The Licensee has failed to comply with 0.Reg 79/10, s. 90. Maintenance services
Specifically failed to comply with the following subsections:

s. 90. (2) The licensee shall ensure that procedures are developed and implemented fo ensure that,

(a) electrical and non-electrical equipment, inciuding mechanical lifts, are kept in good repair, and maintained
and cleaned at a level that meets manufacturer specifications, at a minimum;

{b) all equipment, devices, assistive aids and positioning aids in the home are kept in good repair, excluding
the residents’ personal aids or equipment;

{c} heating, ventilation and air conditioning systems are cleaned and in good state of repair and inspected at
least every six months by a certified individual, and that documentation is kept of the inspection;

{d) all plumbing fixtures, toilets, sinks, grab bars and washroom fixtures and accessories are maintained and
kept free of corrosion and cracks;

{e} gas or electric fireplaces and heat generating equipment other than the heating system referred to in clause
(c) are inspected by a qualified individual at least annually, and that documentation is kept of the inspection;

(f} hot water boilers and hot water holding tanks are serviced at least annually, and that documentation is kept
of the service;

(g) the temperature of the water serving all bathtubs, showers, and hand basins used by residents does not
exceed 49 degrees Celsius, and is controlled by a device, inaccessible to residents, that regulates the
temperature;

(h) immediate action is taken to reduce the water temperature in the event that it exceeds 49 degrees Celsius;

(i) the temperature of the hot water serving all bathtubs and showers used by residents is maintained at a
temperature of at least 40 degrees Celsius;

(j) if the home is using a computerized system to monitor the water temperature, the system is checked daily to
ensure that it is in good working order; and
(k) if the home is not using a computerized system to monitor the water temperature, the water temperature is
monitored once per shift in random locations where residents have access to hot water. O. Reg. 79/10, s. 90 (2).

Findings/Faits saillants :

On the day of Ministry inspector's visit on July 17, 2011, temperature of hot water serving bathtubs and showers used by
residents were not maintained at a temperature of at least 40 degrees Celsius. Water temperature for one of the resident
units shower was recorded between 31.3C to 32C, Tub at 19-20C. Previous and on-going issue with low hot water
temperatures were identified on other resident units, on July 8 at 38C; on July 22 between 38.5C to 39.7C. No action
was taken (o address these low water temperatures.[90(2)(i)]
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Additional Required Actions:

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 8.0. 2007, ¢.8, 5. 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

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

s. 6. (5) The licensee shall ensure that the resident, the resident’s substitute decision-maker, if any, and any
other persons designated by the resident or substitute decision-maker are given an opportunity to participate
fully in the development and implementation of the resident’s plan of care. 2007, c. 8, s. 6 (5).

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

Findings/Faits saillants :

1. A rasident's plan of care (in computer)directed staff to check and change brief every two hours or at least four times
on the day shift between 7 am-3:00pm. [nspector observed care on July 19, 2011, changes occurred twice oniy at
0730am, 10:30am for day shift. Confirmed with staff that the next change will not occur until 6 hrs after on the evening
shift at around 4:30pm. Review of the resident's chart confirmed that the 4:30pm brief changes did not always occurred
and resident had been told to wait for another 3 hrs until after supper for the change to happen.

2. A resident's plan of care does not give clear direction for toileting to staff when care plan in computer and care
direction on the Kardex (used mostly by direct care staff) are not consistent. [6{1)(c}]

Additional Required Actions:

VPC - pursuant o the Long-Term Care Homes Act, 2007, 5.0. 2007, ¢.8, 5.152(2) the licensee is hereby
requested to prepare a written plan of correction for achieving compliance fo ensure the plan of care seis out
clear direction for staff and that the care are provided as specified in the plan of care, to be implemented
voluntarily.

WN #3: The Licensee has failed to comply with O.Reg 79/10, s. 103. Complaints — reporting certain matters to
Director

Specifically failed to comply with the following subsections:

s. 103. (2) The licensee shall comply with subsection (1) immediately upon completing the licensee’s
investigation into the complaint, or at an earlier date if required by the Director. O. Reg. 79/10, s. 103 (2).
Findings/Faits saillants :

The Licensee has not reported to the Director, result of investigation of a family member's complaint of alleged neglect.
[103(2)]
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Additional Required Actions:

VPC - pursuant to the Long-Term Care Homes Act, 2007, 5.0. 2007, c¢.8, 5.152(2) the licensee is hereby
requested ta prepare a written plan of correction for achieving compliance to ensure staff reporis to the
Director, immediately upon completing investigation into the complaint, to be implemented voluntarily.

WN #4: The Licensee has failed to comply with O.Reg 79/10, s. 27. Care conference
Specifically failed to comply with the following subsections:

s, 27. (1) Every licensee of a long-term care home shall ensure that,

(a} a care conference of the interdisciplinary team providing a resident's care is held within six weeks following
the resident's admission and at least annually after that to discuss the plan of care and any other matters of
importance to the resident and his or her substitute decision-maker, if any;

(b) the resident, the resident’s substitute decision-maker, if any, and any person that either of them may direct
are given an opportunity to participate fully in the conferences; and

{c) a record is kept of the date, the participants and the results of the conferences. 0. Reg. 79/10, 5. 27 {1).

Findings/Faits saillants :

1. No record of care conference could be found. Staff was not aware of issues discussed. Family member complained
that care issues were raised with no action by LTCH to improve.[27(1)(c)]

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 alf care conferences held
are documented and issues arising from it are followed up, to be implemented voluntarily.

WN #5: The Licensee has failed to comply with 0.Reg 79/10, s. 51. Continence care and bowel management
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Specifically failed to comply with the following subsections:

s. 51. {2) Every licensee of a long-term care home shall ensure that,

(a) each resident who is incontinent receives an assessment that includes identification of causal factors,
patterns, type of incontinence and potential to restore function with specific interventions, and that where the
condition or circumstances of the resident require, an assessment is conducted using a clinically appropriate
assessment instrument that is specifically designed for assessment of incontinence,;

{b) each resident who is incontinent has an individualized plan, as part of his or her plan of care, to promote
and manage bowel and biadder continence based on the assessment and that the plan is implemented;

{c) each resident who is unable to toilet independently some or all of the time receives assistance from staff to
manage and maintain continence;

(d) each resident who is incontinent and has been assessed as being potentially continent or continent some of
the time receives the assistance and support from staff to become continent or continent some of the time;

{e) continence care products are not used as an alternative to providing assistance to a person to toile;

(f) there are a range of continence care products available and accessible to residents and staff at all times, and
in sufficient quantities for all required changes;

(g) residents who require continence care products have sufficient changes to remain clean, dry and
comfortable; and

{h) residents are provided with a range of continence care products that,

(i} are based on their individual assessed needs,

(ii) properly fit the residents,

(ili) promote resident comfort, ease of use, dignity and good skin integrity,

{(iv) promote continued independence wherever possible, and

(v} are appropriate for the time of day, and for the individual resident’s type of incontinence. O. Reg. 79/10, s.
51 (2).

Findings/Faits saillants :

1. The Licensee did not assess the resident as being potentially continent. FThe plan of care did not include staff
providing support for resident to become continent or continent some of the time with toileting routine, [51(2)(d}]
2. The Licensee did not assess resident's continent need using a clinically appropriate assessment instrument. [51{2)}{a)]

Additional Required Actions:

VPC - pursuant to the Long-Term Care Homes Act, 2007, 5.0. 2007, c.8, 5.152(2} the licensee is hereby
requested to prepare a written plan of correction for achieving compliance fo ensure continent assessments are
done using appropriate clinical tool, to be implemented voluntarily.

Issued on this 24th day of October, 2011

Signature of Inspector(s)/Signature de I'inspecteur ou des inspecteurs
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Ministry of Health and
M- Long-Term Care

Zﬁ' ONtario  order(s) of the Inspector

Pursuant to section 153 and/or
section 154 of the Long-Term Care
Homes Acf, 2007, 5.0. 2007, c 8

Health System Accountability and Performance Division
Performance Improvement and Compliance Branch

Ministére de la Santé et
des Soins de jongue durée

Ordre(s) de P'inspecteur

Aux termes de farticle 153 etiou

de Iarticle 154 de fa Loi de 2007 sur les foyers
de s0ins de longue durée, L.O. 2007, chap. 8

Division de la responsabilisation et de la performance du systéme de santé

Direction de I'amélioration de la performance et de la conformité

Public Copy/Copie du public

Name of Inspector (ID #) /

Nom de I'inspecteur (No) : ROSEMARY LAM (132)
Inspection No. /
No de 'inspection : 2011 _102132_0004
Type of Inspection /
Genre d'inspection: Complaint
Date of Inspection /
Date de I'inspection : Jul 18, 19, 20, 21, 22, Aug 10, 11, Oct 24, 2011
Licensee /
Titulaire de permis : PROVIDENCE HEALTHCARE
3276 St. Clair Avenue East, TORONTO, ON, M{1L-1WH1
LTC Home /
Foyer de SLD : PROVIDENCE HEALTHCARE

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 to 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

;y) Long-Term Care des Soins de longue durée
L7 Ontario Order(s) of the Inspector Ordre(s) de I'inspecteur
Pursuant to section 153 andfor Aux termes de Farticle 153 etlou
section 154 of the Long-Term Care de l'article 154 de Ia Loi de 2007 sur les foyers
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 :

0O.Reg 79/10, s. 90. (2) The licensee shall ensure that procedures are developed and implemented to ensure that,

(a) electrical and non-electrical equipment, including mechanical lifts, are kept in good repair, and maintained and
cleaned at a level that meets manufacturer specifications, at a minimum;

(b) all equipment, devices, assistive aids and positioning aids in the home are kept in good repair, excluding the
residents’ personal aids or equipment;

{c) heating, ventilation and air conditioning systems are cleaned and in good state of repair and inspected at least
every six months by a certified individual, and that documentation is kept of the inspection;

{d) all plumbing fixtures, toilets, sinks, grab bars and washroom fixtures and accessories are maintained and kept
free of corrosion and cracks;

{e) gas or electric fireplaces and heat generating equipment other than the heating system referred to in clause
(c) are inspected by a qualified individual at least annually, and that documentation is kept of the inspection;

(f) hot water boilers and hot water holding tanks are serviced at least annually, and that documentation is kept of
the service;

{g) the temperature of the water serving all bathtubs, showers, and hand basins used by residents does not
exceed 49 degrees Celsius, and is cantrolled by a device, inaccessible to residents, that reguiates the
temperature;

{(h) immediate action is taken to reduce the water temperature in the event that it exceeds 49 degrees Celsius;

(i) the temperature of the hot water serving all bathtubs and showers used by residents is maintained at a
temperature of at least 40 degrees Celsius;

(i) if the home is using a computerized system to monitor the water temperature, the system is checked daily to
ensure that it is in good working order; and

(k) if the home is not using a computerized system {o monitor the water temperature, the water temperature is
monitored ance per shift in random locations where residents have access fo hot water. Q. Reg. 78/10, 5. 90 {2).

Order / Ordre :

The Licensee shall have staff monitor water temperature consistently and to take action to ensure the
temperature of the hot water serving all bathtubs and showers used by residents is maintained at a temperature
of at least 40 degrees Celsius.

Grounds / Motifs :

1. On July 17, 2011, the temperature of hot water serving bathtub and showers used by residents is not
maintained at 40 degree Celsius. One of resident Spa was recorded to be between 31.3C to 32C for the shower
and was at 19-20C for the tub. (132)

This order must be complied with by /
Vous devez vous conformer a cet ordre d’ici le : Qct 25, 2011
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ﬁ Ontai’ 10 Order(s) of the Inspector Ordre(s) de I'inspecteur
Pursuant to section 153 and/or Aux termes de Farticle 153 etiou
sechon 154 of the Long-Term Care de I'article 154 de la Loi e 2007 sur les foyers
Homes Act, 2007, 5.0. 2007, c.8 tle soins de longue durée, LO. 2007, chap. 8

REVIEW/APPEAL INFORMATION

TAKE NOTICE:

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

Tha request for review by the Direclor must be made in writing and be served an the Director within 28 days from the day the order was served on the
Licensee.

The written request for review must include,

(a) 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 registered mait or by fax upon:
Director
clo Appeals Coordinator
Performance Improvement and Compliance Branch
Ministry of Health and Long-Term Care
55 8t. Clair Avenue Wast
Suite 800, 8th Floor
Toronto, ON M4V 2Y2
Fax: 416-327-7603

When service is made by registered mail, it is deemed la be made on the fifth day after the day of mailing and when service is made by fax, it is
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 Director'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 lo have been served with a copy of that decision on the expiry of the 28 day period.

The Licensee has the right to appeal lhe 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 Care Homes Act, 2007. The HSARB is an independent {ribunal 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 notice of the Director's decisior, give a writtan notice of appeal to both:

Health Services Appeal and Review Board and the DHrector

Attentfion Registrar Director

151 Bloor Street West c/o Appeals Coordinator

9th Floor Performance impravement and Compliance Branch
Toronta, ON M55 2T5 Ministry of Health and Lang-Term Care

55 St. Clair Avenue West
Suite 800, Bth Floor
Torento, ON M4V 2Y2
Fax: 416-327-7603

Upon receipt, the HSARB will acknowledge your natice of appeal and will provide instructiens regarding the appeal process. The Licensee may leam
more about the HSARB on the website www.hsarb.on.ca.
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Pursuant to section 153 and/or Aux termes de l'article 153 etiou
section 154 of the Long-Term Care de Varticle 154 de la Loi de 2007 sur les foyers
Homes Act, 2007, 5.0. 2007, c.8 de soins de longue durée, L.O. 2007, chap. 8

RENSEIGNEMENTS SUR LE REEXAMEN/L'APPEL

PRENDRE AVIS

En veriu de l'article 163 de la Loi de 2007 sur les foyers de soins de langue durée, |e titulaire de permis peut demander au directeur de réexaminer
I'ordre ou les ordres gu'il a donné et d'en suspendre 'exécution.

La demande de réexamen doit &tre présentée par écrit et est signifiée su directeur dans les 28 jours qui suivent la signification de I'ordre au titulaire de
permis.

La demande da réaxamen doit contenir ce qui suit :

a) les parties de I'ordre qui font I'objet de la demande de réexamen;
b} les observations que le titulaire de permis souhaite que le directeur examine;
¢) 'adresse du titulaire de permis aux fins de signification.

La demande écrite est signifiée en personne ou envoyée par courrier recommandé au par {élécopieur au :

Directeur

als Coordinateur des appels

Direction de |'amélioration de la performance et de la conformité
Ministére de a Sanié et des Soins de longue durée

55, avenua 5L, Clair Ouest

8e élage, bureau 800

Toronia {Ontario) M4V 2Y2

Télecopieur : 416-327-7603

Les demandes envoyées par courrier recommandé sont réputées avoir été signifiées le cinguiéme jour suivant I'envoi et, en cas de transmission par
télécopieur, |a signification est réputéa faite le jour ouvrable suivant Penvoi. Si le titulaire de permis ne regoil pas d'avis écril de la décision du directeur
dans les 28 jours suivant la signification de la demande de résxamen, |'ordre ou les ordres sont réputés confinmes par le directeur. Dans ce cas, le
titulaire de permis est répulé avoir regu une copie de |la décision avant I'expiration du délai de 28 jours.

En vertu de l'article 164 de la Loi de 2007 sur les foyers de soins de lengue durée, le titulaire de permis a le droit d'interjeter appel, auprés de la
Commission d'appel et de révision des services de santé, de la décision rendue par e directeur au sujet d’'une demande de réexamen d'un ordre ou
d'ardres donnés par un inspecteur. L.a Commission est un tribunal indépendant du ministére. It a é1é établi en vertu de la loi et il a pour mandat de
trancher des litiges concemant les services de sanié. Le titulaire de permis qui décide de demander une audience deit, dans les 28 jours qui suivent
celui ol {ui a été signifie I'avis de décision du directeur, faire parvenir un avis d’appel écrit aux deux endroits suivants :

A l'attention du registraire Directeur

Commission d'appel et de révision das services de santé als Coordinateur des appels

151, rue Bloor Ouest, 9e élage Direction de I'amélioration de la performance et de la conformité
Tarante (Ontaria) M5S 2T5 Ministére de la Santé et des Soins de fongue durée

55, avenue 3t. Clair Cuest
8e étage, bureau 800
Taranto (Ontario) M4V 2Y2
Télécapieur : 416-327-7603

La Commission accusera réception des avis d’appel et transmettra des instructions sur la fagon de procéder pour interjeter appel. Les titulaires de
parmis peuvent se renseigner sur la Commission d'appel et de révision des services de santé en consultant son site Web, au www.hsarb.on.ca.

Issued on this 24th day of October, 2011

Signature of Inspector /
Signature de '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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