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

This inspection was conducted on the following date(s): November 28th and
30th, 2012

During the course of the inspection, the inspector(s) spoke with Administrator
(acting), Director of Care, Manager (acting) of Programs and Services, Nutrition

Manager, Registered Dietitian, Registered staff, Personal support workers, Food
Service Workers, Residents

During the course of the inspection, the inspector(s) Reviewed Resident Council
and Resident Food Committee meeting minutes; reviewed am snack pass.

This inspection relates to LOG #T-00445-12

The following Inspection Protocols were used during this inspection:
Snack Observation

Findings of Non-Compliance were found during this inspection.

NON COMPLEANCE I NON RESPECT';DES EXIGENCES

: _Dtrector Referral
_CO - Comphance Order - 10 = are ae.
WAO - Work and Actmty Order - |[WAO - Ordres -
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1. The licensee failed to ensure that every written or verbal compiaint made to the
licensee or a staff member concerning the care of resident or operation of the homes
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.

The licensee did not investigate and resolve complaints received from the Resident
Food Committee. At the January 19th, 2012 Resident Food Committee Meeting a
concern was raised that "Residents' on 4 south said they are not getting drinks in the
morning at snack time."

A resident confirmed that as of February 24th, 2012 their concern had not been
resolved. Management staff interviews confirmed that the home did not investigate,
resolve and provide a response that complies with paragraph 3 provided within 10
business days of the receipt of the complaint. [s. 101. (1) 1.]

Additional Required Actions:

VPC - pursuant to the Long-Term Care Homes Act, 2007, S.0. 2007, c.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 made to
the licensee or a staff member concerning the care of resident or operation of
the homes is dealt with according to the regulations, to be implemented
voluntarily.

Issued on this 12th day of December, 2012

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

Diaie Blovu

Pape 4 ofide 4



Ministry of Health and Ministére de la Santé et des
Long-Term Care Soins de longue durée

/" Ontano Inspection Report under Rapport d’inspection sous la

the Long-Term Care Loi de 2007 sur les foyers de
Homes Act, 2007 soins de longue durée

Le non respect de ::::enc_;e_s de Ia LOI de”

' ureel'(LFSLD) aété

' (Une
emgence de Ia Io; compren

le ex:gences_;’

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:

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. O. Reg. 79/10, s. 101 (1).

Findings/Faits saillants :
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