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

During the course of the inspection, the inspector({s) spoke with The Administrator and the resident involved in this
complaint.

During the course of the inspection, the inspector(s) Conducted a review of the health records for the identified
resident and any documentation related to correspondence between the complainant and the home.

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

Findings of Non-Compliance were found during this inspection.

‘Definitions

: Sanie :
WAO = Work'and Actw:ty Order. 'WAO Ordres ! travaux ‘el actwltés
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WN #1: The Licensee has failed to comply with O.Reg 7910, s. 101. Dealing 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 foliows:

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 resclve 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).

Findings/Faits sayants :

1. The licensee did not ensure that a written complaint related to the care of an Identified resident was responded to within 10
business days,

A letter of complaint was given to a registered staff member at the home with a request that the physician and the administrator
receive a copy. The letter expressed concerns related to care issues. No response was provided by the home to the
complainant related to this letter.

Issued on this 26th day of July, 2011

Signature of Inspector(s)/Signature de Pinspecteur ou des inspecteurs

Peasitipd Tones
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