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This document is intended to provide health care organizations in Ontario with guidance as to how they can develop a Quality Improvement 
Plan.  While much effort and care has gone into preparing this document, this document should not be relied on as legal advice and 
organizations should consult with their legal, governance and other relevant advisors as appropriate in preparing their quality improvement 
plans. Furthermore, organizations are free to design their own public quality improvement plans using alternative formats and contents, 
provided that they submit a version of their quality improvement plan to Health Quality Ontario (if required) in the format described herein. 

 

 

Overview 
 
Elgin Manor is a 90 bed Long-Term Care Home located in Elgin County, with 88 long-

term care beds and 2 short-stay respite beds.  Elgin Manor has 3 Resident Home 

Areas (RHAs), with one RHA designated to dementia care. When developing the quality 

improvement plan "QIP" for the year of 2019-2020 the Team wanted to ensure that the 

plan aligned with the County of Elgin Homes and Seniors Services Mission, Vision 

and Values.  The plan aligns with the Mission of being "committed to creating a 

caring environment where residents and staff feel safe, respected and valued"; 

incorporating the Homes' vision of accomplishing this by implementing "Continuous 

Quality Improvement(CQI) while using best practice initiatives". Through the work 

being done with the CQI team and the use of Best Practice Guidelines (BPGs), the 

Home will continue it's proactive approach of person-centered care.  We encourage 

our residents to be active participants in their individualized plan of care.  
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The organization and staff value and place "Residents' First" by incorporating the 

acronym of Residents' First in the care that is delivered:   

 

R - Resident 

E - Education  

S - Staff 

I - Individualized Care 

D - Diversity 

E - Excellence 

N - Nurturing 

T - Teams 

S - Safety and Security 

 

F - Family 

I - Innovation 

R - Restorative Care 

S - Satisfaction 

T - Technology 

 

At Elgin Manor, this means meeting or exceeding provincial averages and working 

towards the benchmark targets.  Elgin Manor's objectives are: 

 

     To reduce falls 

     To reduce the of use of physical restraints 

     To reduce unnecessary Emergency Department (ED) visits 

     To enhance palliative and end of life care 

     To receive and utilize feedback regarding resident experience and their  

     quality of life 

 

Through regular interdisciplinary team meetings the Team is working to ensure that 

the QIP aligns with the Long Term Care Homes Act, (2007) and the Southwest Local 

Health Integration Network (LHIN), Long-Term Care Service Accountability Agreement 

(L-SAA). The QIP aligns with RNAO LTC BPGs, and, the three (3) County of Elgin 

Homes applied for, and were successful in achieving, acceptance into the RNAO LTC-

Best Practice Spotlight Organization (BPSO) program beginning April 1, 2019.  

Involvement in this program will support the Homes quality improvement initiatives 

beginning with fall prevention and management and Promoting Safety: Alternatives to 

the Use of Restraints.  

 

Describe your organization's greatest QI achievement from the past year 
 
The Home had many achievements in the 2018-2019 QIP year. Our greatest overall 

achievement built on our achievement in 2017-18 where we increased our utilization 

of online resources.  We utilized the online platform to develop and implement a 

customized Multidisciplinary Care Conference Assessment (MCCA).  The MCCA is an 

assessment that provides structure to the dialogue of our care conferences.  It 

provides an opportunity for all team members to provide input into the development 

of the individualized resident care plan, then guides staff in the discussion with 

residents and family members.  The MCCA is a tool intended to improve the 

indicators of reduction in restraints and falls, and increase the documented goals 

of care in palliative and end of life care.   
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Education for staff has led to a heightened awareness of palliative and end-of-life 

care with a focus on key conversations regarding wishes and goals of care/advance 

care planning - further work in this area will be implemented at Elgin Manor as we 

spread the work of the Elgin County Homes involvement of an IDEAS project in 2018 

through Health Quality Ontario (HQO) and the Ontario Palliative Care Network 

(OPCN).  

 

The Home has continued to enjoy a high satisfaction rate in the home from the 

resident and family annual survey with the majority of families and residents 

stating they would recommend this home.  Additionally there was a reduction in the 

use of antipsychotic medications for residents without a supporting diagnosis.   

 

Elgin Manor was fortunate enough to participate in an expert led program to enhance 

resident care: Excellence in Resident Centered Care (ERCC) program. The Home also 

participated in the and long term care specific BayCrest ECHO series. 

ERCC training was designed for Personal Support Workers (PSWs) to build practical 

skills using a person-centred approach. It is a train the trainer program developed 

by Conestoga College and the Schlegel-UW Research Institute for Aging. 

The goal of ERCC is to support better care and better outcomes for residents in 

LTC, but it also benefits PSWs and LTC homes. ERCC has been shown to increase PSW 

self-confidence, increase PSW job satisfaction and improve staff morale. All key 

ingredients to quality for PSW to provide excellent care to residents. 

 

ECHO series (Extension of Community Health Outcomes)enhances the quality of care to 

older adults in Ontario, by improving the knowledge and skills of primary care 

providers in meeting the healthcare needs of older adults. The twelve (12) week 

series connects primary care providers to an interprofessional team of geriatric 

specialists through weekly videoconferencing sessions.  

 

Participation in these programs improved staff knowledge, provided team building 

used to develop the 2019-20 QIP and will be a benefit in implementing this years 

QIP. 

 

Our sister Home, Terrace Lodge has focused on supporting palliative care over the 

past year leading an "IDEAS" project through Health Quality Ontario. The work 

focused on early identification of individuals in long term care who would benefit 

from a palliative approach to care and the implementation of goals of care 

conversations and residents' wishes conversations early in admission to build team 

knowledge of what the resident wants and to be able to support the residents 

expressed wishes and needs. This work will be spread to Bobier Villa and Elgin 

Manor in 2019.   

 

Education of the team members has also been a priority using different modes to 

educate such as Surge Learning and internal in-servicing. Through the intense 

education in 2018, we have begun work on a project called "Bringing the Residents 

Bill of Rights Alive". In 2019 Elgin Manor will use an experience based design 

approach to identify needs and implement change. Interested residents will share 

their overall experience regarding living at Elgin Manor and staff will have an 

opportunity to learn from the resident's experience.  

 

Three managers within the County of Elgin Homes will be involved in a working group 

beginning March 2019 with hospital and LTCH representation to support improved 

transitions in care (from hospital to LTCH and, from LTCH to hospital) to support 

resident quality of life and to ensure that the resident gets the right care, at 

the right time, in the right place.   
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Through this working group, staff will also work towards improvements on the 

potentially avoidable emergency room visits indicator within the 2019-20 QIP.  

 
Patient/client/resident partnering and relations 
 

Elgin Manor involves residents, families, and community partners in our on-going 

quality improvement process through a variety of methods. We share our annual 

Quality Improvement Plan at Resident Council and Family Council. The Councils have 

an opportunity to participate in the development and approval of the annual plan. 

Recommendations received from satisfaction surveys, concern/request/complaint 

forms, critical incident reporting and team meetings are considered through the 

development of the QIP. Updates regarding progress (e.g. statistics) and the work 

being done related to the QIP is posted on boards in home areas and is taken to 

resident and family council meetings throughout the year.   

 

In 2018 a series of social based events were held in the home.  Farm to table 

lunches featuring local entertainers and local produce cooked by local chefs along 

with a late summer BBQ inviting families to meet new members of the Elgin Manor 

team, a 15th anniversary evening celebration, and a Christmas drop-in with our 

Elgin County Chief Administrative Officer.  These events allow the team to interact 

with residents, their families and other community members and informally receive 

feed back about our areas of strength and potential opportunities for improvement.    

 
Workplace violence prevention 
 
The Home has an active, interdisciplinary Joint Health and Safety Committee (JHSC) 

with a goal of maintaining staff safety and minimizing risk regarding workplace 

violence.  The Team demonstrates competence with changes in legislation and sector 

needs.  Staff are surveyed regularly to identify areas for improvement in relation 

to staff safety and workplace violence.  Survey results are analyzed by the JHSC to 

identify areas and opportunities for improvement.  The JHSC reviews all staff 

accident/incident forms to identify areas of risk and opportunities for 

improvement.  

 

The internal and external BSO teams support front line staff through education, 

resident assessment and the implementation of interventions/strategies that have 

demonstrated a reduction of workplace violence incidents in many situations.  

Gentle Persuasive Approach (GPA) education sessions are hosted at the Home for 

front line staff to support an approach to care that minimizes the risk of injury 

to staff/residents.     

  

A staff panic alarm system was implemented in 2017 that connects to the nurse call 

and phone system, which when the panic alarm is activated by a staff, immediately 

notifies all staff that a staff member is in need of immediate assistance along 

with the area/location of the Home. Additionally the phone system enables front 

line nursing staff to carry phones (with paging functionality)with them at all 

times.  

 

Staff of the Home have access to a free, confidential employee assistance program 

and these services are promoted by management and supervisors.  A communication and 

conflict charter tool is available and promoted to be utilized as part of the 

employee "self-help" aspect in early stages of workplace conflict to support a 

resolution versus progression/escalation of potential conflict situations. Managers 

and supervisors are available to support and educate staff with the usage of the 

charters and role playing.   
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The Home is in good standing with the Ministry of Labor and continues to experience 

positive inspection results. 

 

Contact Information 
 
Terri Benwell 

Administrator 

Elgin Manor & Bobier Villa 

519-631-0620 (ext 224) 

 

Other 
 

There will continue to be the potential for challenges in implementing the change 

ideas identified in the 2019-2020 QIP by March 31, 2020.  Situations that may 

impact the ability to achieve goals may include the demographics of resident 

admissions over the coming year, funding, and the willingness/support of residents 

and families regarding the recommended change ideas.  For example, admission of a 

resident with a higher acuity level may alter the statistics and make it difficult 

to achieve established goals; some residents/families may not wish to make changes 

related to fall prevention, i.e. addition of bed/chair alarms; and/or may object to 

the removal of a physical restraint, i.e. wheelchair seatbelt, bedrails, etc. 

  

Acceptance into the RNAO LTC BPSO program beginning April 1, 2019 is a significant 

opportunity to support the Homes for the 2019-2020 QIP, specifically in relation to 

falls prevention and management; and, resident safety: alternatives to physical 

restraints.   

 

Ongoing education for staff, residents and families continues to be an important 

component to the successful implementation of the QIP.  While the Home recognizes 

that there may be challenges implementing the QIP, staff recognizes the value and 

successes of quality improvement and remain committed to the implementation of the 

QIP to maintain and/or to improve both the quality of resident care, and, the 

quality of life for resident, staff and families.   

 

 

 
Sign-off 
 
It is recommended that the following individuals review and sign-off on your organization’s Quality Improvement Plan (where 
applicable): 
 
I have reviewed and approved our organization’s Quality Improvement Plan  
 
Board Chair / Licensee or delegate   _______________ (signature) 
Administrator /Executive Director   _______________ (signature) 
Quality Committee Chair or delegate   _______________ (signature) 
Other leadership as appropriate   _______________ (signature) 
    
 
 


