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Resident-Centred Home of the Year
Life stories matter at Chartwell Westmount

N

o one element makes
Chartwell Westmount a
role model for residentcentred care. Rather, it’s the team’s
genuine approach to ensuring that
its residents’ needs, preferences,
and personalities are reflected in its
day-to-day operations.
“We really take the resident-centred
care model to heart,” says Dawna
Courtney, Administrator with
Chartwell Westmount Long Term
Care. “We involve our residents in the
decision-making process wherever
possible, and every choice we make

is informed by whether or not it will
benefit them.”
Indeed, giving residents a voice is
fundamental in resident-centred care.
To that end, Chartwell Westmount is
home to resident-led committees that
contribute ideas for programming,
meal plans, and caregiving strategies.
Their work is guided in part by the
Ontario Association of Residents’
Councils’ “Through our Eyes”
program, which provides strategies
and insights for engaging residents of
all ages and abilities.

A unique honour
The Resident-Centred Home of the Year is a unique honour among
OLTCA’s Quality and Innovation awards. Only long-term care
residents are eligible to nominate a home, and the final selection is
made by the Board members of the Ontario Association of Residents’
Councils (OARC), who are themselves long-term care residents. In
his speech at the 2019 Ontario Long Term Care Association awards
ceremony, OARC Board Member David Kent praised the record
number of applicants and noted the high quality of the entries and
the programs that they are putting in place across the province.
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Chartwell Westmount’s collaboration
with its residents has led to several
impactful initiatives. In 2019,
Westmount launched a “life stories”
initiative in which stories were posted
at every resident’s room highlighting
their family life, careers, passions,
and successes.
The home also adopted Chartwell’s
new “Imagine Living Life to Your
Potential” program, a dementia care
strategy that encourages employees
to get to know more about residents
and be able to provide meaningful
and purposeful activities that meet
their needs. “Through this program,
staff develop leadership skills, learn
more about dementia, and discover
ways to build more meaningful
relationships with residents and their
families,” Courtney explains, noting 30
staff have already been through the
program with another 20 set to take it
in the year ahead.
A highlight of this training in action
occurred last year when one of the
team’s caregivers realized one of the
residents had been a postmaster for
30 years. She contacted Canada Post
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and, within a week, representatives
from the agency visited the home
with a wealth of Canada Post
memorabilia. “That was an initiative
led by an RPN who enrolled in the
‘IMAGINE’ program, and we’re hoping
to make more amazing moments like
that in 2020,” adds Courtney.
Combined with fun activities such as
camping and outdoor events, these
initiatives have led to measurable
improvements within Chartwell
Westmount’s population. In its latest
survey of resident satisfaction, the
home found that 13% more residents
upgraded their responses from “agree”
to “strongly agree” when asked how
satisfied they were with their level
of care. As Courtney explains: “To
have a 13% increase in that score is
huge for our home, and it’s a level of
satisfaction that we haven’t seen in
recent years. If we had to attribute it
to any one thing, I think it’s the fact
we’ve involved residents in more
and more aspects of the
home’s operations.”
Of course, building and maintaining
a resident-centred community
relies on staff engagement.
That’s why Chartwell Westmount
employs a number of strategies
to keep caregivers well informed
and connected with the home’s
population. These include holding
multiple team meetings with
leadership every day to provide an
open forum for caregivers to discuss
their issues, share successes, and
provide resident updates. “The idea is
to connect our teams and have them
all problem solving together, and I
believe these meetings have definitely
improved the culture in our home,”
says Courtney.

Photos courtesy of Chartwell Westmount

This approach has not only improved
quality of life for residents but given
families and guests alike peace of
mind knowing their loved ones are
being heard and cared for on their
terms. “People that walk through
Chartwell Westmount say they love

the atmosphere in our home,” says
Courtney. “They tell us that they love
that we’re smiling, that we clearly
know who our residents are, and
that they can feel the warmth and
camaraderie among both our staff
and our residents.” LTCT

These meetings are also vital in
determining how to best improve
Chartwell Westmount’s four pillars of
“wow,” which include dementia care,
palliative care, dining services, and
social and recreational programming.
Courtney adds they are also used to
celebrate achievements in residentcentred care, large or small, “because
if we can celebrate the good things,
then it will help us get through any
bad days or struggles that everyone
has from time to time.”
www.oltca.com
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WHAT WE’VE LEARNED ABOUT WORKPLACE VIOLENCE PREVENTION
Henrietta Van hulle RN, BN, MHSM, COHN(c), CRSP, CDMP

Workplace violence continues to be one of
the most pressing concerns facing workers,
patients, residents and clients across our
healthcare sector. According to the Association of Workers’ Compensation Boards of
Canada, healthcare received 18% of total
lost-time injury claims in Canada in 2017 –
more than any other industry. In Ontario
alone, violent-related incidents made up
10% of all lost-time injury claims in hospitals in 2015, costing these institutions over
$23 million that same year.
Between 2015 and 2017, Public Services
Health & Safety Association (PSHSA)
developed a series of free tools in partnership with stakeholders across healthcare
and labour to support workplaces in reducing and preventing the risk of workplace
violence. The Violence, Aggression and
Responsive Behaviours (VARB) toolkits
focus on: Workplace Violence Risk Assessment, Individual Client Risk Assessment,
Risk Communication (Flagging), Security
and Personal Safety Response System.
These toolkits were designed for use in
long-term care, community care, hospitals
and emergency medical services to protect
those workers most at risk of workplace
violence, including nurses, nurses’ aids,
other allied healthcare staff, community
and social service workers, and visiting
home care workers.
Each toolkit includes step-by-step prevention strategies, customizable elements and
a variety of support materials to enable
robust
workplace
violence
program
planning and implementation. Organizations with existing workplace violence
prevention program can also use the tools
to evaluate or enhance program components.
An evidence-based evaluation was recently
completed to better understand the VARB
toolkits’ awareness, impact and effectiveness on workplace violence prevention and
controls. The study found that 75% of
those surveyed were aware of at least one
of the toolkits, and that 67% are using at
least one of them within their organization.

The reasons driving healthcare organizations to implement the toolkits largely
revolved around two major themes:
concerns over mounting incidents and
enforcement events. “Our organization
decided to apply these tools as we saw our
incidents of violence on the rise and we
wanted to have a better grasp on what our
gaps were so that we could reduce these
incidents in frequency and severity,” as one
regional hospital explains. “The Ministry of
Labour, Training and Skills Development
had also made this a priority focus. They
performed several inspections using
PSHSA’s tools. Using these tools helped us
to be well-prepared for these visits and
allowed us to have a better organized plan,
response and documented strategy to
reduce violence in the workplace.”
The study also found that the toolkits had
a positive impact on how healthcare
organizations
prevent
and
manage
workplace violence. 89% reported that use
of the toolkits ended up improving their
processes, programs and systems to
prevent and manage workplace violence.
The VARB toolkits were used most often to
identify and address safety risks, consider
safety proactively in planning, and validate
or improve existing practices.
The evaluation credited the VARB toolkits’
strong uptake to their high quality and the
endorsement from the Ontario Ministry of
Labour, Training and Skills Development.
Key factors contributing to the effectiveness of the toolkits were their credibility,
comprehensiveness, flexibility, ease of use
and the collaborative stakeholder engagement approach that was employed during
design and development.
While it will take more time to validate
whether implementation of the VARB
toolkits has resulted in an overall reduction
in incidents, some participating healthcare
organizations are already seeing positive
shifts in this direction. “While some violent
incidents continue, such as patients with
cognitive disruptions acting out on staff…
we have been able to reduce our risk levels

by better preparing our staff to watch out
for and address these aggressive
behaviours, such as with training, patient
flagging and alerts,” explains a Director
from one of the case study sites. “So,
although the frequency of violent attempts
or incidents has not decreased as of yet,
we have seen the severity of violent
incidents reduced.”
The evaluation results will be used to
optimize and improve the current five
VARB toolkits as well as inform the development of the next four VARB toolkits, set
to be released in 2020. The new toolkits
will focus on Incident Reporting and
Investigation, Patient Transit, Code White,
and Work Refusals.
While the positive results are certainly
encouraging, there is still work to be done.
This is especially true given that reported
incidents are expected to spike in the
immediate future as awareness around the
issue increases and healthcare workers are
further encouraged to report. Continued
partnership and collaboration among
system stakeholders, including government, labour, professional associations,
patient advocates, and representatives
from acute, community, home and
long-term care is integral. We will also
need to continue advancing public awareness of the issue of workplace violence in
healthcare, and encourage adoption and
ongoing use of available and validated
prevention resources and supports.
Our healthcare system’s greatest asset are
the committed, skilled and compassionate
individuals that dedicate their careers to
the care of others. Let’s attain a future
where violent incidents aren’t status quo,
and shift the culture so that healthcare
workers come to expect protection, safety
and security in the workplace.

To access the VARB toolkits and
resources, and to stay up-to-date
on this project, visit
www.workplace-violence.ca.
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Quality Improvement Team of the Year
Falls prevention teamwork at Meadow Park leads to results

T

he most effective approach to long-term care is
one championed by teamwork, and for the team at
Meadow Park Chatham Long Term Care Home, it’s
a dedication to ongoing collaboration that has generated
marked care-driven improvements within the home.
A particular touchstone of success for Meadow Park
Chatham, one of the 14 long-term care homes operated by
Jarlette Health Services, is its multidisciplinary approach to
falls management. The home successfully unites personal
support workers (PSWs), dieticians, pharmacists, and
other health care professionals with the common
goal of tracking, assessing, and ultimately preventing
resident falls.
Working in tandem with their synergistic approach to care,
the Home introduced the Registered Nurses’ Association
of Ontario “Preventing Falls and Reducing Injury from
Falls” program in 2018 to enhance team-led fall prevention
strategies. Launching hourly for all high-risk residents,
where staff visit the resident once an hour to address the
“4 Ps”: pain, positioning, personal belongings (within reach),
and personal needs, Meadow Park saw an immediate
improvement in falls prevention. This has been sustained
through additional education, consistent communication,
and the development of a Rounding Log, which was
created based on valuable feedback gleaned from
frontline staff.
“Our Team meets monthly to conduct high-risk rounds,
where we discuss every fall, pressure injury, pain concern,
behavioural concern, worsened incontinence, dietary
concerns, and palliative residents. This allows us to discuss
these issues and collaboratively propose solutions,” says
Jessica Francis, Co-Director of Care with Meadow Park
Chatham. “We have found this has been very beneficial in
brainstorming together and solving complex issues.”
Meadow Park Chatham’s collaborative approach has led
to noticeable improvements in its falls-related indicators.
Since implementing its falls guideline in 2018, rates have
dropped by 7% to 9.38%, putting the home in line with
provincial benchmarks for the first time in several years.
Most importantly, the team has reduced the number of
injuries from falls by a significant amount, all of which
relates back to a strong, team-oriented culture, and a
common goal.
“Meadow Park strives to include staff from all disciplines in
decision-making and encourages their ideas and feedback.
Whenever possible, we support our staff to take leadership
roles and focus on their strengths, and the results have
been very positive,” says Francis. “Our team is happier and
works most efficiently as a cooperative unit. In fact, we
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have been able to retain staff in a long-term capacity, some
for over 40 years.”
Building an effective team requires staff members that feel
empowered, confident, and heard. To that end, Meadow
Park Chatham provides opportunities for employees to
gain additional training at external events and then flex
their leadership skills by passing on their education to
peers back at the home. Additionally, staff members are
encouraged to share their opinions and vote on proposed
practice change, and to join committees to make their
collective voice known regarding key issues.
Leadership engagement is also key to the team’s
cohesiveness. Francis says that “Meadow Park Chatham
management makes the effort to brainstorm with team
members from all departments and support them in testing
new ideas. Remaining transparent and allowing staff to see
the results of the work they do gives them an incentive as
well as a sense of purpose.”
All told, it’s a mix of education, inclusion, and constant
collaboration that not only enhances the lives of Meadow
Park Chatham’s residents but gives its team an awardwinning reputation. LTCT
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more about NuStep.

THE PHYSIO EQUIPMENT EXPERTS

ORTHOCANADA.COM

1-800-561-0310

QUALITY & INNOVATION AWARDS 2019

Quality Improvement
Innovation of the Year
Southampton Care Centre creates a culturally safe home
for Indigenous people

I

n 2019, the Southampton Care
Centre launched an initiative to
create a safer and more inclusive
environment for its Indigenous
residents. The idea was motivated
by a desire to enhance its quality of
care for the First Nation community
members living in a reserve near the
Jarlette Health Services home, and to
elevate the home’s diversity-focused
programming overall.
“We began to notice different
responsive behaviours from our
Indigenous population, and the
more we looked into it, the more
we recognized the possibility that
these residents had lived through
a residential school experience or
another kind of trauma that made it
difficult for them to feel comfortable
in a long-term care environment,”
says Brenda Ohm, Administrator at
Southampton Care Centre.
Responsive behaviours often
occur with dementia as part of the
progression of the disease. Still, the
Southampton team was noticing
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particular instances of anxiety,
paranoia, and overall distrust for
the health care system among its
Indigenous residents. “We wanted to
create a culturally safe environment
for this population to put them at ease
and reduce responsive behaviours,”
Ohm says. “Our program started from
that idea and grew into something all
its own.”
To begin, staff from the home’s
management and behavioural
support teams completed the San’yas
Indigenous Cultural Safety Training
program, an eight-week online
course that equips participants with
the awareness and skills to mitigate
cultural biases in their jobs, create a
more inclusive care environment, and
teach their colleagues to do the same.
Next, the team reached out to
the Indigenous Cognition & Aging
Awareness Research Exchange
(I-CAARE) for additional support. It
also incorporated I-CAARE’s PIECES
tool, which provides guidance and
practical steps to implementing

Spring/Summer 2020

culturally safe care strategies for
Indigenous residents; specifically,
those living with dementia. From
there, the team launched monthly
staff education forums to gain
awareness around key Indigenous
issues such as colonization, the Indian
Act, residential schools, and
other challenges.
“[The training] was a huge learning
curve for everybody because these
topics weren’t exactly covered in
depth in our schools growing up,”
says Andrea Prentice, Resident and
Family Services Coordinator. “Even
those who had gone to school with
Indigenous students from the reserve
near us were shocked about the
things they learned and had never
thought of. Going through this training
created a heightened awareness for
our staff and things to consider when
engaging our residents.”
With a foundation of education and
awareness in place, the Southampton
Care Centre started designing
Indigenous-themed programs and

QUALITY & INNOVATION AWARDS 2019

activities for its residents. These
included nature walks, art programs,
building an Indigenous healing
garden, and cultural celebrations.
Staff endeavoured to incorporate
important Indigenous teachings and
philosophies within each activity, such
as the Medicine Wheel, Tree of Life,
Grandfather Teachings, and 13 Moons.
Reflecting on the lessons the
team learned when creating these
programs, Activity Director Brenda
Misch says, “When providing activity
programs, we learned very quickly
that it is important not to make
assumptions about certain residents
or traditions of different cultures,
and not to preset something without
checking factors, otherwise the event
or activity may offend the very culture
you are trying to celebrate.”
“Every culture, religion, and family has
its own uniqueness,” she continues,
“It is important not to paint with a
broad stroke.”

Southampton’s Indigenous initiative
has also informed its day-to-day
operations. In addition to using
Ojibwe greetings on the floor and
discussing Indigenous history during
home announcements, the home
has incorporated meal options
based on traditional recipes. Notably,
Southampton has also created the
“Pathway to Reconciliation,” a space
within the home designed to share
Indigenous culture and history
with all residents, families, and
team members.
The results of the initiative have been
rewarding to date. Southampton has
experienced an improvement among
its Francophone and Indigenous
residents’ Social Engagement Scores,
a decrease in the Depression Rating
Scale, and a reduction in negative
behaviours among its Indigenous
residents. Moreover, Southampton
documented a 94.4% Resident Social
Harmony Score in 2018, representing
an increase from 90.2% the year prior.

1-888-940-0751
info@indusflow.com
www.indusflow.com
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Looking forward, Southampton
plans to maintain its momentum by
providing the same cultural awareness
training to new staff and holding
regular staff workshops to keep the
teachings alive. The home’s Resident
and Family Services Coordinator also
attends Indigenous-focused events to
seek new opportunities for the home,
and team members continue to work
with Indigenous residents, local elders,
and community groups to enhance
its approach.
“This innovation will not come to
fruition overnight,” says Ohm. “We
continue to focus on implementing
an organizational behavioural change
that ensures the equal treatment of
residents and staff regardless of their
cultural, spiritual, ethnic or
sexual orientation.”
Ultimately, she adds: “We’re
committed to making an outstanding
difference in the lives of others
through our commitment to
inclusivity, accessibility, and equality
for all.” LTCT
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It also introduced a Staff Recognition
Board upon which any team
member can spotlight a colleague’s
contributions. What’s more, every
team member who makes it on the
board receives a personal letter and is
entered into a monthly draw for a gift
card chosen by a resident.

Workplace of the Year

Stock photo

Chartwell’s Regina Gardens
celebrates teamwork

S

taff engagement, open dialogue,
and career supports are simply
a few of the elements that
contribute to Chartwell Regina
Gardens’ award-winning workplace.
And, in recent years, the home has
taken steps to become an even
more enjoyable and rewarding place
to work, much to the benefit of its
employees and residents.
“Employee engagement is the
biggest factor in providing happier,
healthier lives for our residents,” says

Administrator Candace Lanthier.
“Residents benefit from happier staff
as much as the staff themselves.”
For Regina Gardens, the need for a
more enriching workplace culture
was made evident in a 2017 employee
engagement survey, which showed
only 27% of its team members
felt “very satisfied” in their roles.
Moreover, the survey revealed that
team members felt there was room
for stronger communication, more
educational opportunities, and a
greater work-life balance.
In response, Regina Gardens began
taking significant steps to enhance its
workplace culture. In 2018, it created
a social committee consisting of
frontline staff and leadership who
design staff events and team-building
activities. The home also launched
new educational sessions tailored
to team requests and an Employee
Wellness Program that includes
massage therapists, motivational
speakers, and monthly ‘lunch & learn’
sessions related to self-improvement.

... helping people live better
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Above all, says Lanthier, Regina
Gardens has placed a renewed focus
on ensuring its team members are
heard, respected, and recognized. For
example, it replaced rotating shifts
with straight shifts in response to a
desire for greater work-life balance.
Spring/Summer 2020

Beyond these initiatives, Regina
Gardens has made its workplace
more inviting. In addition to fostering
more open communications
through regular meetings and online
interactions, the home invested in a
staff room renovation, which included
a fresh look, new furniture, and
pictures depicting staff engagements
throughout the home.
All these initiatives have been
successful in boosting employee
satisfaction. Yet if there’s one element
that has truly had an impact on
workplace culture, it’s been a united
effort to ensure all employees have a
voice. “I believe that really listening to
our people and finding out what they
need has contributed to our success,”
says Lanthier. “When you start asking
questions rather than giving direction,
people feel their opinion and
creativity matters.”
The results of Regina Gardens’
efforts have been promising. A
2018 Employee Satisfaction Survey
showed 65% of employees were “very
satisfied,” while 93% of participants
in a 2019 Resident Satisfaction
Survey said the same of their home
experience. As one of the home’s
residential care managers noted, “It’s
refreshing to work with a team that
genuinely cares for the residents,
from the administrator down to the
housekeeper, because everyone is
empowered to contribute what they
can, and no action is too small.”
Building a stronger workplace culture
is an ongoing project for Regina
Gardens. With advice for homes on
their own journeys, Lanthier offers the
following: “Never give up. Don’t be
afraid to challenge established ways of
doing things. There will be obstacles
along the way, but always celebrate
your people and the amazing work
they do each day. And remember to
always have fun!” LTCT

QUALITY & INNOVATION AWARDS 2019

Best New Long-Term Care
Product of the Year

BookJane staffing platform helps fill open shifts

S

hift management can be a challenge in long-term
care, especially when making arrangements for
absent employees. This is a challenge that Curtis
Khan and his team at BookJane are taking on with a health
care platform designed to help homes bridge their
staffing gaps.
“Through the BookJane platform and app, our clients can
gain quick and easy access to their pool of full, part-time,
and casual team members in situations where they need
to find a replacement,” says Khan, BookJane’s founder and
CEO. “Our goal is to provide a platform that helps solve the
labour shortage in the health care space.”
BookJane helps homes fill open shifts by sending mobile
notifications to all available professionals who fall within
the desired position. It selects who to notify based on

several factors (e.g., seniority, date and time required,
etc.) and moves through a list of available caregivers until
someone accepts the job.
“It automates that entire process of finding someone to fill
in for absent employees,” explains Khan. “Home leaders no
longer have to spend a bulk of their time finding people
anymore, and the percentage of time people will pick up
an open shift using BookJane is around 80% to 90%, versus
40% today.”
BookJane has been adopted in long-term care homes in
both Canada and the U.S. since its release in early 2019.
It is available in both a no-charge model, which connects
homes to available caregivers, and a paid monthly
subscription model with advanced features and more
resources for staff retention. LTCT

Your Partner in Elevating
the Standard for Care
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| Leading-edge technology
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STUDY
PART-TIME
and ONLINE

Georgian College offers programs with flexible delivery to
accommodate busy lives, balance work, family and finances.
• Online Recreation and Leisure
Services diploma
• Practical Nursing diploma
• Personal Support Worker certificate

• Food and Nutrition Management
graduate certificate
• Therapeutic Recreation
graduate certificate

INQUIRE TODAY!
705.722.5149
GeorgianCollege.ca/pthealth
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FOOD & DINING

Improving the dining experience
with a customer mindset
Schlegel Villages shares their experience
By Kristian Partington

W

28

hen it comes to food and
nutrition for the 77,000
Ontarians who make their
home in a long-term care environment,
there are a number of challenges care
partners face. The needs of residents
grow ever more complex while the
struggle to find and retain quality team
members to meet those needs seems
to grow more difficult by the day. For
many, it feels as though there is a
constant need to do more with less.

Granted, this is no easy feat, especially
when dining teams are often under
pressure due to staffing shortages,
as outlined in a report released in
December by Ontario’s Office of
the Auditor General. Many people in
the dining sector find it difficult to
reconcile mandated tasks with the less
tangible, but critically important, need
for resident connection, autonomy,
and choice during mealtimes.

Rethinking the mealtime experience
and pushing aside the institutional
model of food service in long-term
care is a critical challenge, which, if
overcome, could drastically improve
not only health and nutrition for longterm care residents but their overall
quality of life. We must learn to think
of residents as customers, as worthy in
every way of our dedication to quality
as any patron of any restaurant in
our communities.

“One of the problems that I find,
generally speaking, throughout the
sector when I talk with other people
is that many people in the dining
area have trouble recognizing that
having a good resident experience
and still performing the clinical or ‘task
nature’ of the routine aren’t mutually
exclusive,” says Virginia Millar, Director
of Hospitality and Dining with Schlegel
Villages. “You can still provide the
technical part of the routine while
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you’re engaging with residents and
having fun.”
Between 2014 and 2016, a research
team led by Dr. Heather Keller,
Schlegel Chair in Nutrition and Aging
with the Research Institute for Aging
(RIA), explored the eating habits and
nutritional intake of some 600 longterm care residents from 32 homes in
four Canadian provinces.
The Making the Most of Mealtimes
study concluded that when their
preferences, needs, and values
were respected and they were
treated as valued customers by
those serving them, long-term care
residents’ nutritional intake improved.
When they enjoyed their mealtime
experience rather than it being just
another routine in their day, they
ate more and their health outcomes
improved. Reimagining our approach
to mealtimes may take some effort

FOOD & DINING

and education and some trial and error,
but the outcomes are worth it.
“A lot of the ideas we are talking about
don’t cost anything,” Millar says. “It
doesn’t cost us anything to smile; it
doesn’t cost us anything to engage
with somebody and make eye contact;
it doesn’t cost us anything to ask
somebody their preference or their
choice. People think that having a
better dining experience costs money
but in reality, it doesn’t have to.”
Schlegel Villages has seen its greatest
successes in dining rooms where
teams have been given one of the
greatest of resources: time. For so
long, team members have viewed
success in terms of whether or not
they were able to accomplish their
‘tasks’ on time, Millar points out. If
their view of ‘on time’ is relaxed and
they’re encouraged to find value in
slowing down with residents to engage
with them throughout the meal, then
improvements are likely to follow.

Schlegel Villages
has seen its
greatest successes
in dining rooms
where teams have
been given one
of the greatest of
resources: time
In some Schlegel Villages neighbourhoods,
team members have found more
time because dishwashers are located
right in the neighbourhood servery,
eliminating the need for dishes to be
trucked to another part of the Village.
Team members who would normally
be running with those dishes are now
in the neighbourhood where they are
encouraged to engage with residents
throughout mealtimes. This design
feature was developed in newer
Villages thanks to the experience and
input of the more established teams.

In the meantime, we would all do well
to remember that a strong customer
service mentality and a commitment
to engage with residents during
the important social experience
of mealtimes is the only natural
approach to food and nutrition in
long-term care. LTCT

The important thing is to begin the
conversations and share knowledge,
making small efforts towards change
and tweaking them when necessary.
This can be hard when teams have
been working within an antiquated,
institutional model of care for years,
but it can be done. The Auditor
General’s report outlined many
challenges and we join the chorus of
care partners and advocates in asking
policy makers to review legislation
and address funding shortfalls that
contribute to issues like chronic
staffing shortages.

Kristian Partington is a writer
for Schlegel Villages.
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in between…
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Discover Refresh
for yourself!
Contact us today
for a free trial.
healthcare.proCA@scj.com
www.scjp.com

Newly formulated with leading experts, SC Johnson Professional’s
Refresh™ foam soaps contain added skin conditioners, making
them pleasantly mild and suitable for all ages. Available in a range
of signature fragrance and fragrance-free options, just one pump
removes over 99% of dirt and germs when used properly. Our
biodegradable formulations leave skin silky-smooth with no sticky
residue. It’s the soap they’ll love from a brand you can trust.
* Deb invented the world’s first hygienically sealed inverted foaming soap pump and collapsible cartridge system – US006082586A
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ASK ABOUT
OUR 21 DAY
FREE TRIAL

Choice of over 200 quality
laminate colours
Non marking
transport wheels
1” thick anti-microbial
edging
Lifetime warranty

Don’t be fooled by impostors
Copying is the best forms of flattery, but don’t be fooled
look carefully at claims that are being made.
MPT prides themselves with over 28 years
of excellence and innovation.
Our multi-position adjustable tables are
patented and we are continually updating
them to fit the current needs of residents
and caregivers alike.
Our newest edition: The TERC4.
This table’s design is the fruit of carefully
listening to caregivers needs. Ergonomic
design helps maximize residents comfort
and facilitates caregivers tasks.
We will happily work with your designer to colour
coordinate your tables to your dining rooms.
We stand by our tables and offer a 21-day free
on sight trial period.

Take time to learn our differences.
1 800 655-1646 | MPTCAN.com

FAMILY MATTERS

set the tone for the duration of that
relationship. Using my experience as a
former long-term care executive, and
the wife of a long-term care resident, I
created The Family Matters Program™
to help long-term care homes design
an admissions experience (versus a
transactional process) that contributes
to a healthy and vibrant culture for
residents, families, and staff.

Building bridges
with families
Clear communications at admission
reduces later complaints and concerns
By Deborah Bakti

I

n Ontario, about 50% of the
resident population in long-term
care homes changes every year,
through relocation or because they
pass away. This means every year,
about half of your resident and family
population are new admissions.
While we know that residents and
families often find the transition
stressful, so do your staff. These are
residents and families that your staff
don’t know, need to learn about,
and worry that they may not be able
to satisfy. The family’s knowledge
and understanding of long term
care is unknown, their emotions are
high, and their expectations may be
unattainable for the staff to meet.
This is so prevalent that I’ve given it a
name: Admissions Anxiety.

Admissions are a key process and a
significant investment of time and
resources. The average-size longterm care home may have one to
two admissions every week. Across
Ontario that means about 150
admissions every day. Long-term care
homes and the Ministry of Health and
Long-Term Care are experiencing
increased rates of family complaints.
This is creating frustration for both
the families as well as staff and
management, who work tirelessly to
provide the best possible care with
limited funding and human
resource shortages.
Through both traditional media
channels and the explosion of social
media, families of residents in longterm care are becoming increasingly
exposed to “negative news“ about
long-term care that the media
continue to perpetuate. These stories
– no matter how biased or inaccurate
– may be the only knowledge of the
sector that families have to date.
It’s no wonder they are fearful and
worried, and coming into the system
feeling defensive and protective.
The admissions process is an
emotional experience for your families
and a key part of your operations.
It’s an opportunity to be intentional
on how you make this critical first
impression with your families. A
strong and healthy beginning can
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In 2019, Extendicare Mississauga
implemented The Family Matters
Program. As with most homes, they
were struggling with family complaints
and the time constraints this created.
Staff were feeling frustrated, sick time
was being impacted, and they saw
this as a welcome opportunity to take
a fresh approach to the admissions
experience, from both the family and
staff perspective.
The Family Matters Program has
three phases. The first is a review of
the current admissions process to
understand what’s working and where
gaps exist. We look at key touchpoints
in the journey, from the staff, resident,
and family perspectives through
the lens of how it feels. This is an
Experience Based Design approach
using Emotion Mapping. It provides
data that tells a story about what’s
working and what’s not. The second
phase looks at opportunities to redesign so we can be more intentional
with the moments that matter. Finally,
in the third phase we reinforce what
we have co-designed (with frontline
staff, families, residents, and staff) to
embed it into the culture through
checkpoints and training, iterating
where necessary.
Extendicare Mississauga reports that
since implementing the program,
their staff spend significantly less
time reacting to family issues and
are receiving fewer complaints.
Frontline staff also report they are
less stressed and more engaged. In
fact, of the 58 new admissions since
starting this program, there have been
zero complaints from new families.
Here are a few things you can bring
back to your home, to help ease the
Admissions Anxiety for both your
families and your staff.
Clarify and adjust expectations:
Be curious with your families to
understand what they know about
long-term care, and what their
expectations are. For example, do
they expect their loved one to receive
24/7 one-on-one care? Or that their
calls will never go to voicemail? What
matters most to them? Clarify up front
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what they expect so that you can
adjust their expectations as needed
with education and insight. Explain
how you can support them. Clarify
expectations to align with the reality
of your home. For example, it may not
be possible for you to respond to nonurgent requests in 24 hours. Be honest
and clear – avoid overpromising.
Acknowledge that there will be small
hiccups such as missing laundry. You
may not get it right 100% of the time,
but you want to resolve issues the
best you can. Sometimes how you
approach the situation versus the
situation itself can go a long way in
minimizing the misunderstandings
and disappointments that can spiral
into conflict, friction, and complaints.
You want to build trust and respect
with a relational approach.
Take the lead with your culture: We
understand that admission to longterm care can be a stressful time for
families. Sometimes we set ourselves
up by allowing or tolerating behaviour
that crosses a line. As you onboard
your new families, and learn their
expectations, also explain the culture
of your home as a way of clarifying
your expectations of them. Positively
describe your home as one where
staff and families treat each other with

mutual respect, and work as partners
in care. Explain that when inevitable
challenges occur (i.e., missing laundry,
dining or activity options, or staff
turnover) you’ve had great success
working with families in a respectful
way, as partners in care, to resolve the
issue as best as possible. This sets a
good tone for the way forward.
Listen for what matters; Ask
your families how their admission
experience felt. What do they
remember? What did they appreciate,
and what would they have liked
changed? Be intentional with having
touch points with your families
between Admission Day and their
Care Conference. You want to be
supporting them as they are trying to
figure out their new role as a family
member. It can be as simple as asking
them how they are feeling about this
big life change, and how they are

adjusting. Make eye contact and be
present with them so they feel your
attention and that they matter to you.
Ask your staff how they feel when a
new resident and family move in. How
can it be improved? What support
would be helpful? Your families notice
the attitude and approach of your
team. Families want to feel validated
that they made the right decision
choosing your home. When your staff
feel supported and cared for, they can
be more present and positive with
your residents and families.
As we learned at Extendicare
Mississauga, involving all stakeholders,
facilitating discussion, brainstorming
ideas, and implementing a new
approach can have a positive impact
on your culture and your efficiency
and productivity. LTCT

Deborah Bakti is a consultant who works with long-term care and
retirement homes on building relationships with families. Her new
book, RECIPE for Empathy: Six Strategies to Transform Families
into Fans in Seniors’ Care, is available on amazon.ca. You can find
Deborah at www.deborahbakti.com

Partnering for Success.
As owners and operators of health care businesses, you want lawyers who
understand the industry, not just the law. We believe that building solid
partnerships - with our clients, our community and with each other - is
integral to how we do business.
For more information, please contact:
David M. Golden
Chair, Health Law Group
T: 416 777 5408
E: dgolden@torkinmanes.com

Lisa Corrente
Health Law Group
T: 416 643 8800
E: lcorrente@torkinmanes.com
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Celebrating

Making An Outstanding Difference
In The Lives Of Others

CREATING CONNECTIONS

The universal language
Music therapy brings generations together
By Kate Dupuis

I

ntergenerational activities, in which younger and
older individuals come together to share experiences,
can be incredibly beneficial for all involved. Some
recorded benefits of intergenerational activities include an
increased understanding of and appreciation for the other
generation, increased feelings of energy, happiness, and
social connection, and increased levels of engagement
and communication.
Music in particular can be an excellent way to bring
generations together. Often called the “universal language,”
music can help people collaborate in creating beautiful
sounds, even when they may not speak the same
language. For older adults living with dementia, music can
be particularly powerful in enabling them to connect with
others, even when their language skills have declined to a
point that communication becomes difficult.
For younger people, participating in intergenerational
activities has an added benefit of changing how they
perceive the strengths and abilities of older adults, and

the aging process. With fear of aging and ageist views
common in today’s society, it is important to give younger
individuals the opportunity to participate in activities with
older adults that will enable them to create meaningful
bonds and positive relationships. Many children today are
growing up geographically distant from their grandparents,
or may not have any grandparents who are alive to
participate in their upbringing. Thus, innovative means are
needed to bring the generations together.
While the many benefits of intergenerational activities
seem clear, they are not always readily available for
individuals living in long-term care. For many residents of
long-term care, friends and family members live far away,
or have passed on. As such, social isolation and loneliness
are quite common in long-term care, and many residents
may not have the opportunity for regular connections with
the younger generations, beyond the team members who
care for them.
At the Village of Riverside Glen, a long-term care home
in Guelph, Ontario, an innovative and exciting new
intergenerational music therapy program is bringing
together residents (many of whom are living with
dementia) with young children and their caregivers from
the community to make music, share, learn from, and
laugh with one another.
Begun in 2017 through an interdisciplinary collaboration
between the Music Therapist and Director of Recreation,
the Intergenerational Jamboree program has now been
offered to residents in all six of the Village’s long-term care
neighbourhoods. Over the course of 12 weeks, the music
therapist leads residents, children aged 0-4 years, and their
accompanying parents/grandparents in music-making by
singing songs, playing musical instruments, and interacting
with props such as bubbles and scarves.
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In the spring of 2018, a researcher from the SchlegelUW Research Institute for Aging (RIA) joined the team to
provide evaluative support for the Jamboree. Together
with researchers from the RIA, the University of Waterloo,
and the Sheridan Centre for Elder Research, the team has
now secured funding from the Ontario Trillium Foundation
and the Centre for Aging and Brain Health Innovation to
formally study the benefits of this novel program for
all involved.
Preliminary findings from the evaluation are very positive,
with excellent rates of resident attendance at the music
therapy program (over 90%). Participating residents were
actively engaged in the musical activities and interacted
positively with the children, their accompanying adults,
fellow residents, and staff. The children blossomed when
around their “adopted grandmas and grandpas.” One
caregiver described their approach to the Village: “When
we would pull in the driveway, she would just about jump
out of her car seat if she wasn’t held in.” Family members
thoroughly enjoyed the program and reported that the
children formed close bonds with the residents during their
time at the Village. One family member said, “I just love the
interaction among the residents and the kids. And to watch
the joy on the faces of both ages was wonderful.”
Staff observed positive effects of the Jamboree sessions
on the residents in their care. One beautiful example of
the power of the program was found in one resident
who, outside of the program, often sought to return to
her room and was very vocal. However, for the duration

of the Jamboree session every week, she seemed like an
entirely different person. She would participate calmly,
and even helped the music therapist in singing nursery
rhymes to the children. Staff members noted that, on
Jamboree days, there was a palpable sense of anticipation,
with the program leading to a positive atmosphere and
opportunities for communication for both residents
and staff.
Key findings from the evaluation of the Jamboree are
that intergenerational music therapy can facilitate social
interaction, elicit memories and reminiscence, and
contribute to meaningful relationships amongst residents,
children from the local community, and long-term care
staff. This collaboration is an exciting example of how point
of care staff and researchers can work together to study,
improve, and expand the intergenerational opportunities
for residents of long-term care. LTCT

Kate Dupuis, Ph.D., C.Psych., is Schlegel
Innovation Leader at the Centre for Elder
Research, Sheridan College. For more
information about the research described in
this paper, or to find out more about how to
introduce intergenerational activities into your
own long-term care home, please contact
kate.dupuis@sheridancollege.ca.
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BUSINESS MARKETPLACE
For Profit and Not-for-Profit LTC and Multi-Level
appraisal expertise with over 30 years experience
Independent Property Consultants – We can
assist you with the following:

Professional IT service provider
Serving the retirement and long-term
care community since 2006.
• Wireless Nurse Call

• Wi-Fi

• Nurse Portable Phone

• Resident TV

• Resident Phone

1-888-845-0107



wirelessnursecall.ca

Class C Redevelopment

Appraisal for due diligence or financing purposes

Existing Project

Highest and best use, disposition and
repositioning purposes

New Development

Appraisal for due diligence or financing purposes

CWPC Seniors Housing Group
Susan Alford, AACI, P.App
416.573.2155  www.cwpc.com

J.Oulton
& Associates

Nutrition and Culinary Services Consulting

Registered Dietitians and
Food Service Specialists
Contact us for your nutrition
and culinary service needs.
Email: jane@joultonandassociates.com
Phone: 905-645-4477
www.joultonandassociates.com

HUNT'S

H E A LT H C A R E
HOME MEDICAL SUPPLIES AND EQUIPMENT

SALES, RENTALS & REPAIRS
Customer Service (416) 798-1303
7-109 Woodbine Downs Blvd, Toronto, ON M9W 6Y1
Fax: (416) 798-1290
CustomerService@huntshealthcare.ca

www.huntshealthcare.ca
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Carefoam has been helping staff solve
Long Term Care seating challenges for
over 14 years.
Our chairs safely seat non-ambulatory residents that require
accommodation for positioning, and to reduce injury from
uncontrolled movements or dementia related agitation.
Check the chairs out at www.carefoam.com

Contact us for more information or to arrange
for a demonstration and evaluation.

canadasales@carefoam.com
866 332 3356

FOCUSING ON
RESIDENT NEEDS
Medical Pharmacies has a long history
as a market leader and trusted partner
in pharmacy services, and medical
supplies and equipment. We offer
exceptional service through best
practices in medication management
and education, providing the supplies
and products you need, while allowing
your staff time to focus on their number
one priority: resident-focused care.

medicalpharmacies.com
1-866-689-3169
www.oltca.com
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Integrating technology into
long-term care – the ironic reality

By David Stoller

I

t is a well-documented truth that
Canada’s population is aging, and
that more work needs to be done
to support the demographic shift we
are having in the Great White North.
In fact, by 2030 seniors will number
over 9.5 million and make up 23% of
Canadians. According to Statistics
Canada, by 2036 the average life
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expectancy at birth for women will
rise to 86.2 years from the current
84.2 and to 82.9 years from the
current 80 for men.
With a larger proportion of our
population being made up of seniors,
and those individuals living longer
than ever before, Canada (and the
world) is facing a reality that has never
existed before. The population is
aging, and we’re not ready for it.
At the same time, the level of
technological innovation is moving at
a pace that is unparalleled in Canada’s
history. Today there are new solutions
arriving to the market that leverage
artificial intelligence, predictive
analytics, robotic companions, facial
recognition, and virtual clinicians – all
to support the aging population that is
ever growing.
The reality of an aging population
brings with it a significant challenge
as it relates to capacity. No longer
are there plenty of options for people
to find the care they need, in the
place they need. People entering
their golden years are trying to find
ways to age in place and remain in
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the community. Those who need
24/7 support and supervision are in a
particularly difficult position, as longterm beds are not always available and
wait lists are long.
This is where the irony exists: There
is an identified need to support older
adults, there is a well-developed
sector developing these solutions,
and yet the reality is that many of
the solutions and technologies
being developed will never reach
adoption despite their ability to deliver
significant value to the market. Today,
there is not a shortage of good ideas
or solutions; the shortage exists in the
willingness to explore, test, and adopt
those technologies that will make
a difference.

Facing the truth

There is no question that technology
can support an aging population,
particularly in a retirement or longterm setting. There is also no denying
the fact that the adoption and
integration of technology can prove
to be a massive challenge and can
often end in failure. This can be due
to a number of factors, but those that
stand out are tied to the willingness
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and ability of care workers to engage and use new
technology, leveraging the lived experiences of older
adults to better inform a new solution, and the costs
involved in the adoption and implementation of
new innovations.
Moreover, pilot projects take a lot of time and resources:
project managers must be committed to a new initiative,
training needs to be delivered (not to mention created),
users need to have a shared goal, and of course, there
is an element of risk involved because if the project or
technology fails all may feel lost.
However, these risks and challenges must be faced headon if the long-term care sector wants to be prepared to
manage the ongoing demographic changes. To succeed,
the sector must rise above today’s “status quo,” and
embrace the required process to explore, test, and adopt
new technology.
The future of an aging population is depending on it.

Adopting technologies

Here are some tips for exploring, testing, and
adopting technologies and how to evaluate different
tech opportunities:
•	Understand your organization’s short-term and longterm goals, then seek out technologies that accelerate
the ability to achieve those objectives.

important. Take full advantage of end-users’ willingness
to participate and offer their thoughts.
•	Always tie the assessment back to the original goals and
objectives of the project. If done correctly, it will be easy
to determine whether or not the new technology is a
good fit for any organization, thus leading to an easier
path of widespread adoption.
•	Return on investment is a mandatory step to
understanding the saleability of any solution. Any
reputable organization will need to understand how
technology is improving the lives of caregivers and older
adults, and how those solutions are helping
with sustainability.
Integrating technology doesn’t need to be intimidating,
or started from the management suite. Many great ideas
have come from frontline staff who see a problem that
needs to be solved, and who work in an organization
that encourages them to bring ideas forward and look for
solutions. Unleashing the capacity of frontline staff to “think
outside the box,” and making their user feedback a key part
of the process, is a great first step. LTCT

David Stoller is the Managing Director at MySense
Canada and invites interested long-term care staff
to join the conversation: david.stoller@mysense.ai.

•	Always remember who the technology is meant to
support, and bring representatives from those cohorts
into the conversation when considering new solutions;
it makes no sense to introduce something that isn’t
relevant to the user.
•	Establish clear evaluation metrics and a reporting
cadence before starting any validation test. The results
from a pilot make up the basis for evaluation and
contribute towards any adoption criteria.

1-866-4WINMAR (494-6627)
www.winmar.ca

•	Consider multiple solutions for any single problem,
as not all technologies are created the same. When
measured against a standard set of evaluation criteria,
differences will become pronounced quickly.
How to deploy and assess:
•	Make the deployment a true partnership by allowing
innovators and tech developers to support the pilot.
Remember, they have much to gain with a successful
pilot so leverage their participation and expertise.
•	Establish clear milestones for each phase of the
project and ensure the reporting reflects each stage
of the pilot.
•	Cohort recruitment is critical to success. Not only
is it important to get the right people testing the
technology, but receiving their feedback is also very

Address:
23814 Denfield Road
Denfield ON, N0M 1P0
• Barker Blagrave & Associates is now Urbshott Faulds Dietetics
Professional Corporation!
• Owned by Julie Urbshott and Sarah Faulds, Urbshott Faulds
Dietetics proudly embody BB&A’s mission and values of being
skilled, honest, and supportive dietitian service providers
• We specialize in clinical nutrition care, care team support, quality
assurance systems and administrative and educational tool
development on a contractual or temporary basis
• Quality work at competitive rates includes direct dietitian services
to LTC Homes as well as our value-added supports
• Quotes are available on request for any of our service packages
Visit www.urbshottfaulds.com for more information

952615_Urbshott.indd 1
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Contact:
Julie Urbshott
Email: Julie@urbfaulds.ca
Phone: 226-927-7029
Sarah Faulds
Email: Sarah@urbfaulds.ca
Phone: 519-550-3369
Website:
www.urbshottfaulds.com
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Q. W
 hat are the best tips for food safety?

•	
Sanitize all work surfaces before and after
preparing food.

Food safety is a hot topic these days, and it can be a
complex topic to address. To answer this loaded question,
let’s break it down to four easy to digest basics.

•	Ensure all persons involved in food preparation practise
good personal hygiene.

Select a safe source
•	The food standards in Canada are rigid and effective. In
January 2019, the Safe Food for Canadians Regulations
(SFCR) came into effect, ushering in a new era of food
safety for Canadians.
•	Work closely with certified food suppliers. These
companies have safeguards in place to do immediate
recalls and replacements if any food safety issues arise.

Clean is queen
•	Ensure all staff wash hands with hot, soapy water for
at least 20 seconds before handling food, and after
handling raw meats or poultry, dirty dishes, using the
bathroom, touching their hair or face, sneezing or
coughing or smoking.
•	Good hand washing is recommended over glove
wearing. Using gloves does NOT replace the need for
hand hygiene. Hands must be washed before and after
using gloves.
•	Make sure cutting boards, knives, and equipment
used are cleaned and sanitized before and after any
food preparation.
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•	Have a system in place for ware washing to ensure that
the correct temperatures are used for the daily cleaning
and sanitizing of dishes, utensils, and equipment.
•	Ensure you have cleaning schedules that are followed
by the staff for all the equipment, food production,
dining, server, and dishwashing areas.

Keep hot food hot and cold food cold

•	Make sure you kill harmful bacteria by properly storing
and cooking food.
•	Use a food thermometer to check temperatures
through out the cooking and serving process.
•	Post a list of acceptable internal temperatures from
your Public Health Unit. They will give you the most
current guidelines out there.
•	Avoid the “Danger Zone” when storing, preparing,
serving, and holding food: 4⁰C (40 °F) to 60⁰C (140 °F).
Bacteria grow most rapidly in the “Danger Zone,”
doubling in number in as little as 20 minutes. Perishable
foods such as protein foods, eggs, milk, luncheon
meats, cooked meat, chicken, and potato or pasta
salads, must be kept in the refrigerator or held on ice at
4°C (40°F) or below.

ASK THE EXPERT

•	
Chill foods safely and quickly – use shallow pans
(4” thick or less) and store in the coldest section of
the fridge.

Practise safe storage

•	Keep raw foods separate from cooked foods to avoid
cross-contamination.
•	Always wrap raw meats and poultry securely, and put
them on the bottom of fridge or cooler to prevent juices
from dripping onto other foods.
•	
Wash and sanitize all plates, utensils, and cutting boards
that touched or held raw meat or poultry before using
them again for cooked foods.
•	Use separate tongs / utensils to handle raw and
cooked food.
•	Do not place cooked meats on the same plate that held
raw meat.
•	Always wash raw fruits and vegetables in clean water.
You cannot tell whether foods carry surface bacteria by
the way they look, smell, or taste.
•	When tasting food, use the two-spoon method to
prevent cross contamination – one spoon scoops out
the food and places it onto the second spoon. The
second spoon is used to taste the food.

•	
Label and date all food items received/prepared.
•	Ensure dry storage areas are temperature controlled
and that all food items are covered and labelled
during storage.
•	Rotate your stored items and follow the ‘first in,
first out (FIFO)’ order to ensure food freshness.
•	Use open shelving to maximize airflow but be careful
not to overstock your freezer or fridge.
Ensure all your food service staff are current with their
Food Handlers Training. Information on where to get
training for your staff is available through your Public
Health Unit. A good resource to have on hand is the
Food Safety Code of Practice available through
Restaurants Canada.
Lastly, there is one final rule. Trust your “gut” and WHEN IN
DOUBT – THROW IT OUT. Never take a risk if you have
any concerns or doubts. It is not worth it.
- Carol Donovan, RD, is President of
Seasons Care Dietitian Network and
Chair of the Board of Directors for
Dietitians of Canada. Seasons Care Dietitian
Network serves the long-term care,
retirement, and independent living sectors.
Learn more at www.seasonscare.com.

Investing
in Patient Safety
Remedy’sRx Specialty Pharmacy is a leader in
pharmacy services for long-term care, retirement,
and group homes. We provide innovative solutions
that improve safety, reduce risk, and save time,
resulting in positive health outcomes for residents.

Your Partner in Care

We provide services, programs, and staff training specific to your home’s needs.

Innovative Technology

We are pioneering a cloud-based patient safety platform to help our home partners
implement the medication safety recommendations from the Ontario LTC Public Inquiry.
Contact us and learn how we can be Your Partner in Care.

1.855.272.5656 | info@remedysrxsp.ca | www.remedysrxsp.ca

www.oltca.com

LONG TERM CARE TODAY

43

ASK THE EXPERT

Q. I know that spiritual support is an

important part of care near the end of
life, but I’m often at a loss as to how to
provide it. How can I improve?

First, we need to clarify what we mean by spiritual
care. It’s not necessarily to do with religion, but about
understanding how each resident’s values and beliefs
can inform how we make them more comfortable
and at ease towards the end of their lives.
So how do you do that? It begins with building
trusting relationships with our residents before
they reach that end-of-life stage. Listen to their
stories and discover their likes, dislikes, values, and
spiritual backgrounds. When you have that level of
understanding as a caregiver, you’re better prepared
to provide the support they need when they aren’t as
able to communicate it themselves.
Spiritual care is also about the little things. It’s bringing
a resident their favourite tea without them asking,
putting on familiar music in their rooms, or making
changes to their environment that reflect their
spiritual needs. Many homes have toolkits to help
identify the physical and emotional signs of a resident
who is nearing the end of their life, and resources to
help caregivers make that transition as comfortable as
possible. For example, our Community of Practice for
Pain and Palliative Care created an End of Life Spiritual
Care Toolkit to help homes address both the physical
and spiritual needs of residents and their families
throughout the journey, including the end-of-life
celebrations and tributes that complete the process.
In the end, one of the most essential parts of
providing spiritual or emotional support for residents
is simply listening. We might not have all of the
answers, but letting residents talk about what they’re
feeling – their fears, anxieties, cherished memories
– can make all the difference in the world. You don’t
necessarily have to respond, since simply being
there at the bedside to listen is a hugely supportive
response in and of itself. LTCT
- Chris Baron is the Pastoral Care Coordinator,
and Laurie Wheeler, RN, is the Quality Nurse
Coordinator, with Chelsey Park Long Term
Care Residence. To learn more about their
End of Life Spiritual Care Toolkit, contact
lwheeler@southbridgecare.ca.

Ask the Expert is generously sponsored by
Arjo Canada, Cardinal Health Canada,
and Essity Canada, the Corporate Alliance
Partners of the Ontario Long Term Care
Association. The opinions and information
contained in Ask the Expert are solely
those of the author(s) and not reviewed or
endorsed by the sponsors.
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Save the Date!
thisisltc.com
Profiling new and emerging research,
innovation and quality in aging.

Have questions?

Visit OLTCA.com/events
or email events@oltca.com
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Not Your Standard
Bus Dealership

Experience the Crestline Advantage
With the broadest range of long term care bus solutions available on the market, provide
residents the sense of independence and adventure they’re longing for. Built to ensure
safety and comfort through accessible platforms, all products are customizable to meet your
needs and budget, whether its private or commerical applications.
Crestline has Certified Service Centres across Canada and offers leasing and financing options to
accommodate any budget. Contact us today to schedule a demonstration.

Download the Crestline Bus Solutions eBook | crestlinecoach.com | 888.887.6886 | info@crestlinecoach.com

Hey, good-lookin’!
Finally, a nurse call system that’s SMART and easy on the eyes.

Introducing the DUKANE®

HC7000 Nurse Call System
by CareHawk®

 Designed for long term care and
assisted living facilities
 Canadian made and supported
 Industry leading 5-year warranty

Acute care
features without
the high price tag
•
•
•

Learn more at carehawk.com/oltca

12+ voice and tone
stations
Detailed activity
reporting
Audio in lavatory

•
•
•
•
•
•
•
•

Presence
Reminders
Room status
Comfort rounding
Paging
1/4” call cord and
aux jacks
Mobile phone
integration
and more...

