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

This inspection was conducted on the following date(s): December 4, 6, 7, 10, 11,
2012

During the course of the inspection, the inspector(s) spoke with Administrator,
Registered Staff, Environmental Service Manager, Food Service Manager and
Supervisor, Personal Support Workers, Food Service Workers, Residents

During the course of the inspection, the inspector(s) Audited resident rooms for
temperatures; monitored meal service and food production. Reviewed Resident
Council and Food Council Meeting minutes.

This inspection relates to LOG # T-00546-12

The following Inspection Protocols were used during this inspection:
Food Quality

Safe and Secure Home

Findings of Non-Compliance were found during this inspection.
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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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1. The homes' Food Council Meetings minutes were reviewed from April 2012 until
November 2012. The following concerns were raised,

April 2012- "Residents are not geiting the choice of two desserts”;

May 2012 - "Some residents are complaining that they do not have a choice during
meal time. Staff is not asking or waiting for them to make their decision. They are just
providing them with an item.”

November 2012- "A resident was unhappy with the fact that sometimes their first
choice is not available at meal times."

The Administrator confirmed through interview that she had not been made aware of
concerns raised at Food Council. The Food Service Manager and Food Service
Supervisor confirmed through interview that all concerns raised are not investigated
and resolved, where possible within 10 business days. [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 legisiation, to be implemented
voluntarily.

Issued on this 10th day of January, 2013

of Ictr()ISture “ icteur : sinpectrs
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