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Message from the Administrator 

On behalf of the Senior Leadership Team, Staff, Residents’ Council and Family 
Council, I wish to extend our warmest welcome.   

The Golden Plough Lodge is a long-term care home operated by the Corporation 
of the County of Northumberland.  We provide respectful and dignified nursing 
care, personal support and nutrition services in addition to a variety of social, 
recreational and spiritual activities.    

We are committed to ensuring that the unique needs and desires of Residents 
are respected and supported to the greatest possible extent.  One of our guiding 
principles is that Residents do not live in our workplace; rather, we work in the 
Residents’ home.   

This handbook is designed to ease the transition to your new home and should 
answer many of the questions you have.  If not, please feel free to ask. 

We appreciate the trust that you have placed in us and look forward to getting to 
know you better.   

Sincerely, 

Bill Detlor

William (Bill) Detlor 

Administrator 



Our Foundation 

Mission 

We are committed to supporting the individual in maintaining a life with purpose, 
choice, dignity and respect. 

Vision  

We strive to establish close, continuous and meaningful relationships among our 
residents, families, staff and members of our community. 

Values 

Accountability 
Ethical Behaviour 
Professional Integrity 

Compassion and Companionship 
Mutual Trust and Confidence

Eden Alternative Philosophy of Care 

In 2010, the Golden Plough Lodge adopted the Eden Philosophy of Care as the 
philosophy and framework for our Resident-focused model of care.   

Founded in 1991, the Eden Alternative is based upon the creation of a Resident centred 
community through: 

• Development of close, loving relationships,
• Regular and meaningful contact with plants, animals and children,
• Placement of maximum possible decision making authority with our Residents, and
• Recognition of medical care as, “the servant of genuine human caring, never its

master”



Staff Directory 
Telephone: 905-372-8759 ext. 3268    Fax: 905-372-8525 

Bill Detlor, Administrator, ext. 3271 Email: 
detlorw@northumberlandcounty.ca 

Janet Mooers, Associate Director of Care, ext. 3267 
Email: mooersj@northumberlandcounty.ca

Kim McCoy, Associate Director of Care, ext. 3278 
Email: mccoyk@northumberlandcounty.ca 

Leyla Attis, Resident & Family Services Manager, ext. 3266 
Email: attisl@northumberlandcounty.ca 

Stephen Phillips, Dietary Services Manager, ext. 3229
Email: phillipss@northumberlandcounty.ca 

Mike Banks, Environmental Services Manager, ext. 3277 
Email: banksm@northumberlandcounty.ca 

Administration Office / Spiritual Care 

Anne Antoniuk, Receptionist/Administrative Clerk, ext. 3268 
Email: antoniuka@northumberlandcounty.ca 

Katie Litt, Resident Accounts Clerk, ext. 3233 
Email: littk@northumberlandcounty.ca 

Mary Sullivan, Administrative Coordinator, ext. 3281 
Email: sullivanm@northumberlandcounty.ca 

Zen Chabursky, Chaplain, ext. 3227 
Email: chaburskyz@northumberlandcounty.ca

Residents’ and Family Councils 

Residents’ Council: Leyla Attis, Facilitator, 905-372-8759 ext. 3266 
Family Council: Gwen Barnes, email: gbarnes@sympatico.ca  

Professional Services 

Medical Directors: Dr. Amin and Dr. Reynolds 
Attending Physicians: Drs. Amin, Bernard-Thompson, Reynolds and Smith 
Nurse Practitioner: Camille Lalonde 
Physiotherapist: Raj Saran, Achieva Health 
Registered Dietitian: Vanathi Mohanraj 

Cathy Galbraith, Director of Care, ext. 3270 
Email: galbraithc@northumberlandcounty.ca

mailto:mooersj@northumberlandcounty.ca


Making Yourself at Home 

We encourage you to make your personal space feel as home-like as you wish.  Please 
ask staff to arrange to hang items on walls such as photos, art or clocks.   

Items provided: 
• Bed
• Pillow
• Closet
• Linens
• Bedside table
• Towels & face cloths
• Chair
• Blankets
• Basic lighting

What to bring: 
• Clothing
• Comforter/quilts
• Personal belongings eg. small

furniture, pictures, photos, clock,
home décor items

• Toiletries: comb/brush,
toothbrush, toothpaste, denture
cleaner, soap, shampoo,
conditioner, makeup

** Radio 
** TV 

 ** Headphones or earphones when 
using a television in a shared room 

** Electric razor 

 ** Please see the Electrical Equipment section on page 26. 

Cold mist humidifiers may only be used in private rooms and will require regular 
cleaning and maintenance by the Resident or family members. 

Do not bring: 

• Valuables (see page 13)
• Candles
• Irons
• Kettles

• Electric blankets
• Foam mattresses or foam

mattress pads
• Microwaves
• Potpourri pots



Your First Day 

When you arrive you’ll meet with members of the Administration and Nursing Care 
teams.  We’ll assist you in getting comfortable in your new room and introduce you to 
new neighbours and members of your care team. 

Next, your nurse will begin to learn about you, your health, and your care needs. With 
your input, we will begin to develop your Care Plan. You will be asked for specific 
information about your concerns, feelings and needs.  Your physician will start your 
medical assessment and order medications. Your nurse or physician may also discuss 
issues related to advanced directives, power of attorney, substitute decision-making and 
personal health care.  

Care Plan 

A Resident’s Care Plan covers all aspects of care including medical, nursing, personal 
support, nutritional, dietary, recreational, social, restorative, religious and spiritual care. 

The Golden Plough Lodge uses an integrated, interdisciplinary approach to care 
planning and delivery.  A key component of our Eden Philosophy of Care is to place the 
maximum possible decision making authority with our Residents and where appropriate, 
family members. 

The development and continual reassessments of the Care Plan are based on regular 
communication between staff, Residents and family member as appropriate.  We strive 
to ensure that each Resident will:  

• Be aware of who is caring for them;
• Share with the care team their health history, daily routine, preferences and

priorities;
• Ensure they understand the treatment they receive and know that any questions

they may have regarding such care will be answered; and
• Consider involving a trusted family member for the care team to provide

information to and attend meetings with

The Home will obtain the consent of the Resident or Substitute Decision-Maker before 
administering treatments except in emergency situations.  The Resident or Substitute 
Decision-Maker has a right to withhold or withdraw consent to medical treatment at any 
time, without consequence.   



Home Overview 

The Golden Plough Lodge is a 151 bed, long-term care home owned and operated by 
Northumberland County.  The Home consists of six Resident Living Areas: 

Ground Floor: McMillan Garden 
First Floor: McMillan Cottage, Symons Cottage and Blacklock 

Cottage (special care area for those at risk of wandering) 
Second Floor: Symons House, Blacklock House 

Administration/Banking Hours and Location 
Monday - Friday: 8:30 am to 4:30 pm 

Saturday, Sunday & Holidays:10:30 am to 12:00 pm 

The Administration office is located at the Courthouse Road entrance. 

The Home is owned and operated by: 
The Corporation of the County of Northumberland 

555 Courthouse Road 
Cobourg, ON K9A 5J6 

     Tel: 905-372-3329     Toll Free: 1-800-354-7050 
Fax: 905-372-1696 

Compliments, Concerns and Complaints 

We invite and welcome your feedback on any aspect of our home or on the care we 
provide.   

Please see the Staff Directory on page 6 to contact us by telephone, fax or email.  You 
may also complete our “We Would Be Pleased to Hear From You” form, which is 
supplied throughout the home, next to the elevators and at the Administration office.  
Complaints may be reported to the Ministry of Health and Long-Term Care ACTION 
Line: toll-free 1-866-434-0144 from 8:30 am to 7:00 pm, 7 days a week. 



Visiting Hours 

There are no set visiting hours.  The Burnham Street entrance is locked after 9 pm and 
the Courthouse Road entrance is locked after 10 pm.  You may use the intercom for 
access after these hours.  Please be mindful of the sleeping habits of other Residents.  

When Not to Visit 

Do not visit if you have a cold, fever, vomiting, diarrhea or are feeling unwell.  

You may begin visiting: 
• Five (5) days after you experience influenza (cold-like symptoms and fever); and
• Two (2) days after symptoms of gastroenteritis subside (vomiting and/or

diarrhea).

Children with symptoms of chickenpox or anyone recently exposed should not visit. 

Trust Accounts 

See page 26. 

Emergency Planning 

The Golden Plough Lodge has a robust emergency planning protocol for facility and 
natural disasters which is reviewed annually.  Please refer to our fire safety and 
evacuation plan located on the information board at the Burnham Street entrance for 
detailed information.   

Details of our fire plan requirements are posted by each pull station and elevator in the 
home. 

Resident and Visitors – Signing In and Out 

The Home requires Residents and Visitors to sign in and out of the home.  This ensures 
that the Resident is prepared for the outing or absence and is vitally important in the 
event of an emergency. 

Resident Sign In/Out book: Located at the Nursing station and both entrances. 
Guest Sign In/Out book:      Located at both the Burnham St and Courthouse Rd doors.  



Safety and Security 

Measures to protect the safety and security of our Residents, guests and staff include: 

• Call bells within reach of each bed and in bathrooms to summon nursing staff
• Smoke detectors, sprinkler systems, fire extinguishers and pull stations

throughout the Home
• Fire doors which automatically operate to isolate fire
• Monthly fire drills held on each shift to monitor the efficiency of the system and

staff response
• Closed circuit cameras and security guard services
• The Burnham Street door is locked after 9:00 pm and the Courthouse Road door

is locked after 10:00 pm; for access past these hours please use the intercom
system

• Wandering prevention measures including the Blacklock Cottage special care
living area and personal alarms

• Staff name badges

Prevention of Resident Abuse 

The Home has a policy to promote zero tolerance of abuse and neglect of Residents.  
Abuse can take many forms including physical, verbal, emotional, neglect, financial, 
exploitation of property or person, or prohibited use of restraints.  The Home will make 
every reasonable action to prevent retaliation to anyone reporting abuse by offering 
“whistle blowing protection”.   

Our policy entitled, “Prevention, Reporting and Elimination of Resident Abuse” may 
be found on page 42.  

Celebration Dining Room 

Residents, family or friends may book the Celebration Dining Room to enjoy a meal or 
celebrate a special occasion.   There is no fee to use the room.  For bookings, please 
contact the Administration office at 905-372-8759 ext. 3281.       

Library 

Our library, located at the entrance to Blacklock Cottage, contains regular and large-
print titles.   



Transportation and Nursing Accompaniment Services 

Residents or Substitute Decision-Makers are responsible for the coordination and 
payment of transportation and/or nursing accompaniment services.  These 
options are provided for your information only and are not an endorsement. 

Accessible Transportation: 

Accessible Wheels Service, Town of Cobourg, telephone:  905-373-0582 
Community Care Northumberland: 1-866-768-7778 (van), 905-372-7356 (car) 

Non-ambulance Transfer Services (stretcher):

Ambutrans: 1-888-569-2323
Quinte Patient Transfer: 1-613-968-1945 
Voyageur Medical Transportation: 1-855-263-7163

Nursing Accompaniment (Personal Support Worker): 

Nightingale Nursing Registry Ltd.: 289-252-2121 
Right at Home Canada: 289-275-0030
Saint Elizabeth Health Care: 905-430-6997

Mail & Newspapers 

Incoming mail and newspapers are delivered to Resident rooms daily.  Please visit the 
Administration Office to purchase postage or drop off outgoing mail. 

Telephone & Internet 

A telephone jack is installed near each bed.  To activate telephone or internet services 
the Resident or Substitute Decision-Maker should contact a service provider to make 
installation and payment arrangements.   

Cable TV 

Basic cable services may be purchased from the home.   To purchase additional 
channels, the Resident or Substitute Decision-Maker should contact the cable TV 
service provider to set up the desired services and make payment arrangements.  

Taxi Services:
A-1 Taxi Service: 905-372-4449
Cobourg Cab: 905-373-9449
First Choice Taxi: 905-375-8816



Hair Salon 

Hairstyling and barbering services are available in our salon located on the main floor 
near the Courthouse Road entrance.  Please visit the salon or call 905-372-8759 ext. 
3265 to book appointments.   

Tuck Shop 

The Tuck Shop is operated by the Golden Plough Lodge Auxiliary Volunteers and is 
located at the Courthouse Road entrance: 

Hours of Operation:  

Tuesdays and Fridays 
2:00 pm – 4:00 pm 

Valuables 

The Golden Plough Lodge does not assume any responsibility for personal belongings 
or valuables and discourages Residents from keeping items of significant value with 
them.  Residents should record a description and serial number of all electronic items, 
affix permanent identification and consider obtaining insurance coverage. 

Portable Air Conditioning Units 

Residents may purchase a portable, floor-mounted air conditioning unit which must be 
inspected, approved, installed and removed by Maintenance staff only.  The annual cost 
is $75.00 per year which includes installation and removal.  Please contact the 
Administration office for more information or to make arrangements, telephone 905-372-
8759 ext. 3238.  



Smoking 

In compliance with Ontario law, the Golden Plough Lodge is a smoke-free home. 
Smoking is prohibited on all property and grounds except in the designated smoking 
area at the Courthouse Road entrance.  No smoking is permitted within nine (9) meters 
from the entrance door.   

Upon admission, Residents wishing to smoke will be assessed by the interdisciplinary 
care team for their ability to do so safely and independently.  

Residents will be offered support and education when smoking cessation programs and 
medical aids are deemed necessary or when requested.  

The staff and volunteers are not permitted to provide assistance with smoking nor can 
they provide or sell smoking materials.  Tobacco products without proof of tax payment 
may not be used.     

Our smoking policy must be adhered to by Residents, family members and all visitors. 
Noncompliance will lead to a verbal request to extinguish the tobacco product and a 
possible fine of $300.00.   

Residents who do not comply with the Home’s smoking policy will have their smoking 
privileges reassessed by the care team, administration and, as the need arises, the 
Local Health Integration Network (LHIN).   

The Golden Plough Lodge is a Smoke-Free Home 



Nursing Services 
Care Team Roles 

• Director of Care
• Associate Director of Care – Operations
• Associate Director of Care – Clinical
• Physicians
• Nurse Practitioner (NP)
• Registered Nurses (RN)
• Registered Practical Nurses (RPN)
• Personal Support Workers (PSW)
• Physiotherapists and Physiotherapy Assistants
• Registered Dietitian

Care Conferences 

Care Conferences provide an opportunity for family members to meet with the Home’s 
care partners and provide input to the Care Plan inclusive of nursing, nutritional 
requirements and preferences, life enrichment programs and physiotherapy services.   

A care conference is held approximately six weeks following admission and at least 
every year afterwards.  The physician typically attends the six week care conference but 
does not attend the annual conference unless asked to do so. 

For more information about Care Plans please see page 8. 

Physician Services 

Residents usually request that one of the Home’s attending physicians assume their 
care upon admission but have the option of retaining the existing physician as long as 
the physician agrees to be available 24 hours per day.   The Home’s attending 
physicians conduct rounds at least once a week.  For more information, please contact 
either one of the Home’s Associate Directors of Care, see page 6. 

Physiotherapy Services 

Physiotherapy services in support of restorative care are provided by Achieva Health as 
our contract service provider.  The physiotherapist and physiotherapy assistants work 
with Residents in individual and group settings based on assessed needs. 



The physiotherapy care team can also assess the Resident’s need for assistive devices 
such as wheelchairs, walkers and canes and make a recommendation to the Resident 
or Substitute Decision-Maker.  The physiotherapist will provide information about 
funding which may be available from the Assistive Device Program offered by the 
Ministry of Health and Long-Term Care.  The Resident or Substitute Decision-Maker is 
responsible making arrangements for maintenance services and payment of charges.   

Policy of Least Restraint 

We have a policy to minimize the restraining of Residents.  A copy is available on the 
Information Board by the Administration office at the Courthouse Road entrance.   

Medication and Pharmacy Services 

Medications used within the Golden Plough Lodge are to be prescribed by a Physician 
and/or a Nurse Practitioner and are only to be administered by a Registered Nurse (RN) 
or Registered Practical Nurse (RPN).  Upon admission, you are asked to inform Nursing 
Staff of all medications currently taken including non-prescription and natural remedies.  
CareRx Pharmacy has been selected as the Pharmacy Service Provider for Residents 
at the Golden Plough Lodge in accordance with the Long-Term Care Homes Act 2007 
(LTCHA) and LTCHA, Ontario Regulation 79/10. 

The LTCHA requires Residents to receive all of their prescribed medications, over-the-
counter medications, vitamins and supplements from the Pharmacy Service Provider.  
This ensures that the Pharmacist has a complete medication profile and can monitor for 
therapeutic duplications and medication interactions.  In addition, this allows all 
prescription and non-prescription medications to be packaged in a monitored dose 
system for the safe and efficient administration of medications by a RN or RPN.   



Outside Appointments 

If a physician determines that an appointment outside the home is required, the 
Registered Nurse will, with approval from the Resident or Substitute Decision-Maker, 
book an initial appointment.  If the Resident is unable to attend, it is the 
responsibility of the Resident or Substitute Decision-Maker to reschedule the 
appointment.   

Dental and Optometry Services 

Mobile dental clinics are held twice a year to provide dental and denturist services.  
Mobile optometry clinics are held based on need. Fees are the responsibility of the 
Resident or Substitute Decision-Maker.  For appointments please contact MultiGen 
Health directly or request a form at the Administration office.  Dentures must be 
permanently marked with the Residents’ name. 

MultiGen Healthcare: 

Email:  info@multigenhealth.com 
Phone: 1-877-459-3273 
Fax:     1-866-257-5813 

Dental/Denturist Services: http://multigenhealth.com/dental 
Optometry Services: http://multigenhealth.com/eyes 

Diagnostic Imaging Services 

Our service provider brings mobile X-ray equipment to the home every Thursday. 

Advanced or Diabetic Foot Care 

Basic foot care is provided by nursing staff members but if a higher level of care is 
required the registered nurse will ask the Resident or Substitute Decision-Maker to 
arrange for a travelling foot care provider.  A list of local providers may be obtained from 
the Administration office.  Fees are the responsibility of the Resident or Substitute 
Decision-Maker.     

mailto:info@multigenhealth.com


Admission to Golden Plough Lodge 

The Ministry of Health Long Term Care Homes Act (2007) details all legislative and 
administrative admission requirements for long term care in the province of Ontario. 

Individual standardized assessments are completed by the Local Health Integration 
Network (LHIN) Placement Coordinator in determining eligibility for long-term care home 
admission. 

A long-term care home cannot admit an individual without the authorization of the LHIN 
Placement Coordinator for the geographic region where the home is located. 

Once admitted to the Golden Plough Lodge, the Residents’ Bill of Rights is fully 
respected and promoted. These Resident rights include proper shelter, feeding, 
clothing, grooming and being cared for in a manner consistent with his or her needs in a 
safe and clean environment. 

Accommodation Transitions within the Golden Plough Lodge 

Admitted Golden Plough Residents are matched to a room of their accommodation 
choice (private, semi-private or basic) in either a non-secure or secure (special 
treatment) Resident Home Area, dependent upon their individualized care needs.   

Should a Resident wish to make a room change, their name is placed on an internal 
waiting list. As appropriate accommodation becomes available the move is able to take 
place and is facilitated by Golden Plough Lodge staff members. 

As a Resident’s care requirements change, the Golden Plough Lodge Interdisciplinary 
Health Care Team ensures the Resident and/or persons who come into contact with the 
Resident remain safe. As such, it may become necessary to relocate a Resident to a 
more appropriate Resident Home Area. These moves are co-ordinated with the 
Resident and their Power of Attorney/Substitute Decision Maker.   



Discharge from the 
Golden Plough Lodge 

The Golden Plough Lodge cannot discharge a Resident except in those circumstances 
specified in the Long-Term Care Homes Act (2007);   

• The Golden Plough Lodge can no longer provide a sufficiently secure
environment for all Residents

• A Resident requests discharge and a discharge plan is in place approved by the
Golden Plough Lodge Interdisciplinary Health Care Team

• Casual absences from the Golden Plough Lodge which exceed 21 days per year
• Transfer to another long-term care facility
• Transfer to hospital
• Death

Each individual Resident discharge is co-ordinated with the Central East Local Health 
Integrated Network and Golden Plough Lodge personnel. 



Resident and Family Services 
The Resident and Family Services Manager is responsible for recreational and social 
programming, spiritual care and our volunteers. 

The Life Enrichment Department is responsible for the quality of life for all 151 
Residents of the Golden Plough Lodge. There are five Life Enrichment Aides, a part-
time Chaplain and several volunteers. We have entertainment several times a month, 
cooking/baking groups, weekly Social Hour and bingo games. We implement and 
facilitate daily whole home programs, small group and one to one therapeutic 
interventions. 

Memory Lane Café 

Residents, Family and Staff are invited to enjoy beverages and fresh baked goods in 
the Courtyard Lounge on the lower level.   

Hours of Operation: 

Tuesday – Saturday 
2:00 pm – 4:00 pm 



Spiritual Care 

At Golden Plough Lodge, the spiritual well-being of our Residents is extremely important 
to us as it supports their overall quality of life. We have a part time chaplain whose role 
is to provide person-centered care and counselling to Residents and families of all 
backgrounds and traditions.  The chaplain facilitates spiritual programming, conducts 
monthly worship services and coordinates with community clergy to serve all religious 
needs.  

Residents and family members may contact the Resident and Family Services Manager 
to inquire about worship services or the Chaplain to schedule a meeting, see page 6. 

Volunteers 

We are fortunate to have a long-standing and active Auxiliary.  Its members operate the 
Tuck Shop and engage in various fundraising activities.  All proceeds are used to 
purchase items for Residents to enjoy. 

Our volunteers enhance quality of life using their special skills and ability to build 
meaningful relationships with our Residents.  Those interested in volunteering should 
contact the Resident and Family Services Manager, see page 6. 

Residents’ Council 

Residents’ Council acts as an advisory to the administration in their ongoing effort to 
improve the quality of life for Residents.  All Residents become members when they 
move into the home.  The Council meets on the third Friday of the month at 10:30 am in 
the Chapel.  For additional information please contact the Resident and Family Services 
Manager, see page 6. 

More information can be obtained from the Ontario Association of Residents’ Councils, 
toll-free phone 1-800-532-0201 or website: www.ontarc.com 

Family Council 

What is the Family Council? 

The Family Council is comprised of Residents’ family members and friends.  Members 
are interested in the welfare of all of our Residents and have a desire and willingness to 
contribute to the Golden Plough Lodge community. 

As a group, the changes, challenges and successes of the Golden Plough Lodge are 
discussed.  Through providing input, it contributes to the well-being of our Residents. 



What does a Family Council do? 

• Welcomes and supports families
• Serves in an advisory capacity to Golden Plough Lodge management
• Sponsors activities for Residents and family members
• Educates families regarding topical issues
• Advocates locally and provincially for Long-Term Care Home

Residents and families

What are the benefits of Family Council? 

• Orientation, support and information for families of new Residents
• Ongoing, mutual support through the strength drawn from mutual experiences
• Education and information related to the long-term care system
• A means to express concerns and solve problems

What is the role of the Family Council? 

• To support the work of the Residents’ Council while remaining separate from it
• To demonstrate its support by exploring concerns, acting on issues, sharing

ideas, informing and educating
• To focus on Resident care and Resident needs
• To give families a channel through which to express ideas and concerns about

Resident quality of life as well as the needs of family and friends
• To bring about positive change
• To serve as a support group and a liaison between Residents, families, friends,

staff and management

When and where are meetings held? 

The Family Council meets on the fourth Wednesday of the month at 1:30 pm in the 
Celebration Dining Room.  There are no meetings in July, August or December. 

For additional information or to join, please contact a Family Council representative, see 
page 6. 

More information may also be obtained from Family Councils Ontario, telephone: 1-877-
622-9968 or at www.familycouncilmembers.net. 



Nutrition Care and Dietary Services 
We realize there are few pleasures in life greater than enjoying a good meal with 
friends. With this in mind, the Golden Plough Lodge staff members take Resident 
satisfaction very seriously and strive each day to provide a quality, pleasurable dining 
experiences. 

Fine Dining 

Our friendly staff members ensure that everyone enjoys a social, and relaxed dining 
experience; promoting independence and dignity in a comfortable, home-like 
atmosphere. 

Meals and beverages are served in a relaxed, skilled and unhurried manner to promote 
Residents’ enjoyment, safety, comfort, independence and dignity. This allows Residents 
to socialize and eat at their own pace for optimal pleasure and nutritional benefit.  

Menus, Meal Times and Seating Plan 

The weekly menus, meal times and the reserved seating plan are posted outside dining 
rooms. 

In the mid-morning, nursing staff members serve hot and cold beverages to Residents 
in their rooms and in the common areas of the Home. 

At mid-afternoon and in the evening (8:00 – 9:00 pm), beverages and snacks are 
provided in the same manner as above. 

Residents’ Preferences 

Resident preferences are highly regarded and we endeavour to offer the greatest 
possible culinary choice and variety. 

Nutrition services at the Golden Plough Lodge offer residents a choice of options for 3 
meals and 2 snacks per day based on individual dietary requirements.  Dietary staff 
members present Residents with plates containing samples of the two entrée and 
dessert options to select from. 



Residents’ nutritional care needs form a key component of the overall Care Plan.  They 
are developed and continuously updated based on the Residents’ preferences by our 
Dietitian, Dietary Management and Nursing staff.   The Care Plan is regularly updated 
and is available to staff so they may access details at all meals. 

Menus are also optimized to reflect Residents’ social, cultural and religious practices 
and needs to the greatest extent possible. 

Menu Meetings, Taste Testing and Quality 

Menus are based on the Canada’s Food Guide and are carefully tailored and reviewed 
by a team of Dietitians specializing in the unique needs of Long Term Care.   

Menu meetings are held in the spring and fall and include Residents, family members 
and staff including our Dietary Services Manager, Supervisor and Registered Dietitian.  
They give everyone an opportunity to review and enhance menu selections to ensure 
we offer new items as well as continue the well-loved favourites.  We invite you to 
sample and discuss menu options to help us develop our new, seasonal menus. 

Resident Satisfaction 

We endeavour to ensure Resident satisfaction by using feedback from the Residents’ 
and Family Councils, the Resident Satisfaction Survey and dining audits as well as 
informal or formal conversations. 

We appreciate and value your feedback!  Should you have any questions regarding 
individual dietary requirements, we are here to help.  The Dietary Services Manager 
or Dietitian would be pleased to consult with you to address any concerns. 

Outside Food and Beverages 

Please discuss dietary requirements with a Registered Nurse before bringing food into 
the home.  Staff members are only permitted to serve food and beverages supplied by 
the home.  We are unable to accept responsibility for the safe provision of outside food 
or beverages.   

If you have any questions or concerns please contact a Registered Nurse or the 
Dietary Services Manager, see page 6.  



Environmental Services 
Our Environmental Services department is responsible for housekeeping, laundry and 
building maintenance services. Please bring any questions or concerns to us about 
these services.  Please refer to the “To Request Assistance” section on the following 
page.  

Housekeeping 

These activities occur on the following schedules:  

Daily: 
• Bathroom fixtures are cleaned and sanitized
• Floors are swept and mopped
• Dusting
• Garbage removed

Monthly: 
• Interior window panes are cleaned
• Bed frames, closet doors and room fixtures are cleaned and sanitized

Laundry and Labeling 

Please bring all clothing, bedding and footwear to the Administration office for labeling, 
even if family members wish to do the Resident’s laundry at home.  The Golden Plough 
Lodge is not responsible for damaged or lost personal effects.  Sturdy ‘wash and wear’ 
garments are best suited to our commercial laundry equipment.  Clothing containing 
nylon may be damaged during labelling.  A washer and dryer are available on the lower 
level for Residents’ use.   

In the event that an item goes astray, please contact us by referring to the “To Request 
Assistance” section on the following page.  

Maintenance 

Maintenance staff members are available to assist with arranging personal furniture and 
hanging items on the walls.   Please refer to the “To Request Assistance” section on 
the following page.  Residents or Substitute Decision Makers may be asked to remove 
items if it is determined that the room is overcrowded.  



All electrical items such as televisions, radios, or shavers must be CSA approved 
and are subject to inspection by our maintenance staff who will affix a label when 
checked and approved.  To arrange an inspection, please refer to the “To Request 
Assistance” section below.   

Televisions over 24 inches are required to be wall mounted by a professional installer.  
Residents or Substitute Decision Makers are responsible for making arrangements at 
their expense and for providing personal earphones or headphones for televisions used 
in a shared room. 

Fire Safety 
All GPL staff members participate in annual fire safety training and regular monthly 
drills.  Residents and family members should be familiar with the nearest fire exit 
locations in their Resident living area. 

When the alarm sounds, Residents and visitors should stay where they are and wait for 
instructions from staff.   

If you detect fire: 
• Call for assistance and activate the nearest fire alarm
• Stay inside your room with your door closed
• Take direction from staff or the fire department
• Do not use the elevators

To Request Assistance 

Please contact any of the following staff members to request assistance: 
• Registered Nurse (RN)
• Registered Practical Nurse (RPN)
• Administration:  Visit the office or call 905-372-8759 ext. 3238
• Environmental Services Manager: 905-372-8759 ext. 3277
• Environmental Services Supervisor: 905-372-8759 ext. 3296



Financial Services 
Residential Charges 

Accommodation fees are set by the Ministry of Health and Long-Term Care.  When fees 
change the home will provide the Resident or Substitute Decision-Maker with thirty (30) 
days written notice.  The goods and services which are included in the accommodation 
fee are listed in Appendix B of the Accommodation Agreement. 

The Accommodation Agreement outlines the responsibilities of both the home and 
Resident or Substitute Decision-Maker.  Refusing to sign or voiding an agreement will 
not result in the home refusing admission to a prospective Resident nor will it result in 
the discharge of a Resident. 

Acceptable payment methods are pre-authorized payment or post-dated cheque.  
Accommodation fees are billed in advance and payment is due on the first day of each 
month. 

Rate Reduction 

If a Resident’s income is lower than the basic accommodation rate, the Resident may 
apply for a Rate Reduction with the Ministry of Health and Long-Term Care.  Proof of 
income for the most recent tax year, usually a Notice of Assessment, is required.  The 
Resident Accounts Clerk will be pleased to assist you with your application, see page 6. 

Absences 

Absences may be on a casual or vacation basis or for medical and/or psychiatric care.  
The Resident is responsible for payment of fees during absences.   

The Long-Term Care Homes Act, 2007, requires that a Resident will be discharged if: 

 (a) the Resident is on a medical absence that exceeds 30 days; 
 (b) the Resident is on a psychiatric absence that exceeds 60 days;  
 (c) the total length of the Resident’s vacation absences (those longer than 48 hours) 

during the calendar year exceeds 21 days.  

A Resident may be discharged from the Home if the total length of casual absences 
during the period between midnight on a Saturday and midnight on the following 
Saturday exceeds 48 hours and the Resident does not have any remaining vacation 
absence days available in the calendar year. 



Trust Accounts 

The Home offers a no-fee banking service for Residents.  Residents or Substitute 
Decision-Makers may deposit funds to be available for small cash withdrawals for 
Resident outings or purchases.   

Banking services are provided at the Administration office.   Please see page 9 for 
hours of operation and location.   

Our policy entitled, “Trust Accounts and Banking” may be found on page 35. 

Unfunded Goods and/or Services Agreement 

Residents may provide the Home with written approval to pay for certain optional goods 
or services on their behalf, such as for hairdressing, cable TV, etc.  The charges will 
then be added to the Residents’ monthly bill.  

The Home will not pay for goods or services without written authorization nor charge if 
the Resident did not receive them.  Please contact the Resident Accounts Clerk to 
provide or change authorizations, see page 6. 



Residents’ Bill of Rights 

The Golden Plough Lodge is committed to ensuring that the following rights of 
residents, as set out in the Long-Term Care Homes Act, 2007, are fully respected and 
promoted: 

1. Every resident has the right to be treated with courtesy and respect and in a way
that fully recognizes the resident’s individuality and respects the resident’s
dignity.

2. Every resident has the right to be protected from abuse.
3. Every resident has the right not to be neglected by the licensee or staff.
4. Every resident has the right to be properly sheltered, fed, clothed, groomed and

cared for in a manner consistent with his or her needs.
5. Every resident has the right to live in a safe and clean environment.
6. Every resident has the right to exercise the rights of a citizen.
7. Every resident has the right to be told who is responsible for and who is providing

the resident’s direct care.
8. Every resident has the right to be afforded privacy in treatment and in caring for

his or her personal needs.
9. Every resident has the right to have his or her participation in decision-making

respected.
10. Every resident has the right to keep and display personal possessions, pictures

and furnishings in his or her room subject to safety requirements and the rights of
other residents.



11. Every resident has the right to,
i. participate fully in the development, implementation, review and revision of

his or her plan of care,
ii. give or refuse consent to any treatment, care or services for which his or her

consent is required by law and to be informed of the consequences of giving
or refusing consent,

iii. participate fully in making any decision concerning any aspect of his or her
care, including any decision concerning his or her admission, discharge or
transfer to or from a long-term care home or a secure unit and to obtain an
independent opinion with regard to any of those matters, and

iv. have his or her personal health information within the meaning of the
Personal Health Information Protection Act, 2004 kept confidential in
accordance with that Act, and to have access to his or her records of personal
health information, including his or her plan of care, in accordance with that
Act.

12. Every resident has the right to receive care and assistance towards
independence based on a restorative care philosophy to maximize independence
to the greatest extent possible.

13. Every resident has the right not to be restrained, except in the limited
circumstances provided for under this Act and subject to the requirements
provided for under this Act.

14. Every resident has the right to communicate in confidence, receive visitors of his
or her choice and consult in private with any person without interference.

15. Every resident who is dying or who is very ill has the right to have family and
friends present 24 hours per day.

16. Every resident has the right to designate a person to receive information
concerning any transfer or any hospitalization of the resident and to have that
person receive that information immediately.

17. Every resident has the right to raise concerns or recommend changes in policies
and services on behalf of himself or herself or others to the following persons and
organizations without interference and without fear of coercion, discrimination or
reprisal, whether directed at the resident or anyone else,
i. the Residents’ Council,
ii. the Family Council,



iii. the licensee, and, if the licensee is a corporation, the directors and officers of
the corporation, and, in the case of a home approved under Part VIII, a
member of the committee of management for the home under section 132 or
of the board of management for the home under section 125 or 129,

iv. staff members,
v. government officials,
vi. any other person inside or outside the long-term care home.

18. Every resident has the right to form friendships and relationships and to
participate in the life of the long-term care home.

19. Every resident has the right to have his or her lifestyle and choices respected.
20. Every resident has the right to participate in the Residents’ Council.
21. Every resident has the right to meet privately with his or her spouse or another

person in a room that assures privacy.
22. Every resident has the right to share a room with another resident according to

their mutual wishes, if appropriate accommodation is available.
23. Every resident has the right to pursue social, cultural, religious, spiritual and

other interests, to develop his or her potential and to be given reasonable
assistance by the licensee to pursue these interests and to develop his or her
potential.

24. Every resident has the right to be informed in writing of any law, rule or policy
affecting services provided to the resident and of the procedures for initiating
complaints.

25. Every resident has the right to manage his or her own financial affairs unless the
resident lacks the legal capacity to do so.

26. Every resident has the right to be given access to protected outdoor areas in
order to enjoy outdoor activity unless the physical setting makes this impossible.

27. Every resident has the right to have any friend, family member, or other person of
importance to the resident attend any meeting with the licensee or the staff of the
home.



Responsibilities of Residents 
& Family Members  

Where there are rights, there are generally responsibilities.  While these 
responsibilities would not directly apply to some Residents due to the 
challenges they face, it is our expectation that Residents, family members and 
friends will:  

Observe the policies of Golden Plough Lodge. 

Observe the smoking policy of Golden Plough Lodge at all times. 

Treat Residents, roommates, companions and staff with courtesy, 
consideration and respect. 

Respect the privacy of Residents and staff. 

Participate in emergency drills. 

Recognize that other Residents may require assistance more urgently. 

Promptly report any matters needing attention, i.e. injury, health concerns, 
security, housekeeping, etc. 

Inform the staff and follow the Home’s sign-in/sign-out policy when going 
out.  The Resident or Substitute Decision-Maker, where appropriate, is 
responsible for the Residents’ well-being when away from the Home.  

Ensure that all personal possessions are suitably marked for identification 
and take reasonable precautions to protect them. 

Use any supplies, linens and furnishings with care.  



Hand Hygiene 
Infection control is the proactive approach by which the Golden Plough Lodge prevents 
and manages infections.  Infection control principles are utilized and followed in all 
aspects of Resident care and Home maintenance.   

In order to reduce incidents of infection, we encourage all staff, Residents and visitors to 
clean their hands frequently and appropriately.  Good hand hygiene is one of the most 
important methods of controlling infection. 

Be sure to wash your hands: 
• If they are visibly soiled;
• After situations in which contamination is likely;
• After personal body functions such as using the toilet or blowing your nose

Hand Washing 

1. Wet hands under warm, running water.
2. Apply a sufficient amount of liquid soap to all surfaces of hands.
3. Vigorously rub all surfaces of your lathered hands for fifteen (15) seconds using

the “Six Step Technique” as pictured on the reverse side.
4. Wash palms, backs of hands, fingertips, between fingers, wrists and thumbs.
5. Rinse hands thoroughly under running water to remove all soap.
6. Dry hands thoroughly with a disposable paper towel.
7. Turn the tap off while covering your hand with the paper towel

Hand Sanitizing  

Hand sanitizer must be applied when entering or leaving a Resident Living Area and/or 
the Home using the following technique: 

1. Apply a “quarter” sized amount of alcohol based sanitizer to dry hands.
2. Rub your hands together using the “Six Step Technique” as pictured on the

reverse side.
3. Be sure to cover all surfaces of your hands until the product has evaporated

and hands are dry (approximately 15 seconds).



Six Step Technique 
Hand Washing and Hand Sanitizing 

For each step, use five forward strokes and five backward strokes. 

1. Rub your hands together palm to palm. 2. Rub your right palm over the back of
your left hand, and then your left palm 

over the back of your right hand.  

3. Rub your hands together palm to palm
with your fingers interlaced. 

4. Rub your left fist in your right palm, and
then your right fist in your left palm. 

5. Rotate your right thumb in your left palm,
and then your left thumb in your right palm. 

6. Rub your right fingers in your left palm,
and then your left fingers in your right

palm. 



Illness Prevention

Immunizations 

Immunizations are an important infection control safeguard for everyone.  Vaccinations, 
especially the annual influenza vaccine, are strongly encouraged.   

Outbreaks 

Certain infectious illnesses are highly contagious and may spread quickly between 
Residents.   If there is an illness that could rapidly spread to others within the same 
Resident Living Area or throughout the whole Home, an outbreak is declared and 
additional infection control measures are implemented.     

When an outbreak is declared: 

• Residents and/or Substitute Decision-Makers will be notified when an outbreak is
declared and provided with ongoing communication.

• Notices will be posted at the entrances.

• If the Resident is contagious, the Resident is encouraged to remain in his or her
room.

• Visitors should inquire at the Nursing Station before visiting.  They should go
directly to the Residents they are coming to visit and refrain from visiting common
areas.

• Life Enrichment activities involving the whole Home, such as Social Hour or
bingo, will not be held.

If you are unsure if you should visit, please ask the Administration office staff in person 
or by telephone at 905-372-8759 ext. 3268.     
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Trust Accounts and Banking 
-- -

The Administrator 

POLICY TITLE 

CROSS REFERENCE 

ISSUED By

EFFECTIVE DATE June 2016 

Purpose: 

To provide convenient, secure and no-cost trust account banking services to Residents 
and Representatives in compliance with the Long-Term Care Homes Act 2007 
(L TCHA), Ontario Regulation 79/10, section 241 (Appendix D). 

Responsibility: 

Administrative Coordinator, Resident Accounts Clerk or Designate. 

Policy: 

The L TCHA states that every licensee of a long-term care home shall establish and 
maintain at least one (1) non-interest bearing trust account at a financial institution in 
which the licensee shall deposit all money entrusted to the home's care on behalf of a 
Resident. 

• In order to avoid keeping cash on their person or in the room, Residents may
withdraw funds from their individual trust account as desired during banking
hours

• Residents may choose the amount of funds, if any, which they wish to deposit,
withdraw and maintain

• No more than $5,000.00 may be held in trust for any one Resident

• Any person may deposit funds to a Resident's trust account via cash or cheque

• A resident or a person acting on their behalf may make withdrawals from a
Resident's trust account

• An itemized statement will be provided quarterly and upon request
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Banking hours, at minimum, are: 

Monday to Friday, 8:30 am to 4:30 pm 

Saturdays, Sundays and Statutory holidays, 10:30 am to 12:00 pm 

These hours may be extended depending on the availability of reception staff. 

Any unusual activity pertaining to Resident accounts shall be investigated by the 
Administrative Coordinator, the Director of Care or the Administrator. 

In compliance with the L TCHA, this document is provided to every resident and person 
acting on their behalf who asks to have money deposited into a trust account. 

Procedures: 

Procedure for Resident Trust Account Withdrawals, Appendix A. 
Procedure for Resident Trust Account Deposits, Appendix B. 
Procedure for Account Reconciliation and Internal Cash, Appendix C. 

Appendices: 

Appendix A: Procedure to withdraw from Trust Petty Cash 
Appendix B: Procedure to deposit to Trust Petty Cash 
Appendix C: Procedure for Account Reconciliation and Maintenance of Resident Petty 

Cash 
Appendix D: L TCHA, Ontario Regulation 79/10, section 241. 
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Appendix A 
Procedure for Resident Trust Account Withdrawals 

Authorized staff members will: 

1. Prior to dispensing funds, check PointClickCare to determine if the Resident's
trust account has sufficient funds.

2. Check for any "trust notes" in the Residents' profile in PointClickCare which may
contain instructions from the Resident or person authorized to manage their
property.

3. Create a transaction using the "Trust .. Cash Box" and select 'Withdrawal by
Resident Cash'' or 'Withdrawal by Relative Cash''.

4. Print a receipt showing the Resident's name and the amount withdrawn.

5. Ask the Resident or authorized representative to sign the receipt prior to
dispensing cash. If the Resident is unable to sign, the Resident shall make his or
her mark which must be witnessed by the cashier.

6. Sign the receipt where indicated.

7. Distribute the receipt as follows:
i. Original to the Resident Accounts Clerk for reconciliation purposes
ii. Photocopy provided to the Resident, if requested
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Appendix B 
Procedure for Resident Trust Account Deposits 

Authorized staff members will: 

1 . Enter a deposit transaction in PointClickCare using the "Open Trust Batches" and 
select the "Cash" or Cheque" batch. 

2. Select the appropriate description, eg."Deposit by Resident Cash" or "Deposit by
Relative Cheque"

3. Print and sign the receipt and provide it in exchange for the cash or cheque. The
receipt includes the Resident's name and the amount of the deposit.

4. Provide the deposit amount to the Resident Accounts Clerk or Designate for
posting to the Resident's trust account.

Appendix C 
Procedure for Account Reconciliation and Resident Petty Cash 

This procedure will ensure that sufficient trust account money is kept in the home 
to meet the daily cash needs of Residents who have money deposited in a trust 
account: 

1 . The Resident Accounts Clerk or designate will reconcile the "Monday -
Friday Resident Trust Account Petty Cash" at least once a week and will 
reconcile the "Weekend/Statutory Holiday Resident Trust Account Petty 
Cash" on the next, regular business day. A formal reconciliation will be 
completed at month-end and filed by the Resident Accounts Clerk for 
reference and audit purposes. 

2.The Resident Accounts Clerk will arrange to replenish the Trust Petty
Cash monthly or as often as necessary to maintain adequate funds in the
home.
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Appendix D 
Long-Term Care Homes Act, 2007, Legislation 79/10, Section 241 

Trust Accounts 

241. (1) Every licensee of a long-term care home shall establish and maintain at
least one no_D-interest bearing trust account at a financial institution in which the 
licensee shall deposit all money entrusted to the licensee's care on behalf of a resident. 

(2) The licensee shall ensure that the balance of the money in the trust account
does not exceed the amount for which the account is insured through the Canada 
Deposit Insurance Corporation or another entity that provides deposit insurance. 

(3) The licensee shall keep petty cash trust money in the home, composed of
money withdrawn from a trust account, that is sufficient to meet the daily cash needs of 
the residents who have money deposited in a trust account on their behalf. 

(4)  No licensee shall,

(a)  hold more than $5,000 in a trust account for any resident at any time;

(b)  commingle resident funds held in trust with any other funds held by the licensee;
or

(c)  charge a resident, or a person acting on behalf of a resident, a transaction fee
for withdrawals, deposits, or anything else related to money held in trust.

(5) Every licensee shall establish a written policy and procedures for the
management of resident trust accounts and the petty cash trust money, which must 
include, 

(a)  a system to record the written authorizations required under subsection (8);
and

(b) the hours when the resident, or the person acting on behalf of the resident,
can make deposits to or withdrawals from the resident's funds in a trust

account and make withdrawals from the petty cash trust money.

(6) The licensee shall provide a copy of the written policy and procedures to every
residerit and person acting on behalf of a resident who asks to have money deposited 
into a trust account. 

(7) The licensee shall,
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(a} provide a resident, or a person acting on behalf of a resident, with a written 
receipt for all money received by the licensee from the resident, or any other 
person, for deposit in a trust account on behalf of the resident; 

(b) where the licensee has deposited in a trust account money received from any
person on behalf of a resident, make part or all of the money available to the
resident or a person acting on behalf of the resident,

(i)in accordance with the instructions of the resident or a person acting on
behalf of the resident in respect of the property the resident or the
person is legally authorized to manage, and 

(ii} upon the resident, or the person acting on behalf of the resident, signing 
an acknowledgement that the resident, or the person acting on behalf of 
the resident, received the funds; 

(c) maintain a separate ledger for each trust account showing all deposits to and
withdrawals from the trust account, the name of the resident for whom the
deposit or withdrawal is made and the date of each deposit or withdrawal;

(d) maintain a separate book of account for each resident for whom money is
deposited in a trust account;

(e)eon the written demand of a resident, or a person acting on behalf of a
resident, make the residents' book of account referred to in clause (d}

available for inspection by the resident or the person during any business 
day;

(f)provide to the resident, or to a person acting on behalf of a resident, a
quarterly itemized written statement respecting the money held by the
licensee in trust for the resident, including deposits and withdrawals and the 
balance of the resident's funds as of the date of the statement; and 

(g)with respect to each resident for whom money is deposited in a trust account,
retain for a period of not less than seven years,

(i)the books of account, ledgers, deposit books, deposit slips, pass-books,
monthly bank statements, cheque books and cancelled cheques 
applicable to the trust account, 

(ii) the written instructions and authorizations and acknowledgements of
receipt of funds of the resident and the person acting on behalf of the
resident, and
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(iii) the written receipts and statements provided to the resident, or a person
acting on behalf of a resident.

(8)eA resident, or a person acting on behalf of a resident, who wishes to pay a
licensee for charges under section 91 of the Act with money from a trust account shall 
provide the licensee with a written authorization that specifies what the charge is for, 
including a description of the goods or services provided, the frequency and timing of 
the withdrawal and the amount of the charge. 

(9)eWhere a written authorization has been provided under subsection (8), the
licensee is not required to obtain a written acknowledgement of receipt of funds for 
every authorized withdrawal, but must include these withdrawals in the quarterly 
itemized statement under clause (7) (f). 

(10)eThe licensee shall have every trust account established under subsection (1)
audited annually, 

(a)by a public accountant licensed under the Public Accounting Act, 2004; or

(b)in the case of a municipal home or a joint home approved under Part VIII of the
Act, by the municipal auditor who audits the books of account and ledgers
of the home.

(11) The licensee shall make the results of the annual audit available to the
Director on request. 

(12) A licensee, including a municipality, municipalities or a board of management
referred to in section 133 of the Act, shall not receive, hold or administer the property of 
a resident in trust other than as provided for in this section. 

(13) In this section,

"financial institution" means 

(a)a bank listed in Schedule I or II to the Bank Act (Canada),

(b)a trust corporation registered under the Trust and Loan Companies Act
(Canada), or

(c)a credit union incorporated under the Credit Unions and Caisses Populaires
Act, 1994; ("institution financiere")

"person acting on behalf of a resident" means a person legally authorized to manage 
property for a resident ("personne agissant pour le compte d,un resident") 
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OLICY TITLE  Prevention, Reporting and Elimination of Resident  Abuse 

CROSS REFERENCE 4.3.1 Code of Conduct; 17-1 Responsive Behaviors; 

Work Relationships During Stressful Times 

ISSUED BY The Director of Care 

EFFECTIVE DATE March 2017 

Preamble: 

Abuse and neglect can affect anyone at any age, activity level, income, ethno-racial and/or 

cultural background. It can occur to individuals who live alone, with family, or in care facilities. 

An abusive person is usually someone the victim knows and trusts.  It is usually an individual 

with control and influence over the victim.  Abusers often isolate the victim from family, friends 

and caring others.

It is important for all staff working in long-term care homes to recognize the signs of possible 

abuse and to know what to do if abuse is suspected, reported, observed and/or confirmed.  

Residents of long-term care homes have the right to dignity, respect and freedom from abuse and 

neglect as found in the Residents’ Bill of Rights. 

Within long-term care facilities, several factors can combine to create an environment in which 

the potential for abuse exists: 

 “The [residents] are dependent upon others, often requiring assistance with the most basic

bodily functions;

 There is a imbalance in physical, social and (often) cognitive power between the

[Residents] and those who care for them; and

 Long-term care staff and others often have unrestricted access to the [Residents], their

rooms and their belongings” (Ministry of Health and Long-Term Care 2010).

Purpose: 

To provide a safe, secure, and healthy environment for Residents, family members and substitute 

decision-makers and to support a Resident-centered philosophy of care. 

To articulate a zero tolerance policy regarding Resident abuse as well as to educate all staff, 

volunteers, Residents, family members and substitute decision-makers about the issue of 

Resident abuse. 
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To articulate the guidelines for the prevention, reporting, and elimination of Resident abuse. 

Responsibility: 

The Senior Leadership Team 

All Staff, Students, Volunteers, Visitors and Contracted Services 

Definitions: 

 Appendix A outlines the definitions pertinent to this policy as issued by the Ministry of

Health and Long-Term Care and defines the forms of abuse and neglect which Golden

Plough Lodge holds a policy of zero tolerance against.  Definitions as issued by the

Ministry of Health and Long-Term Care many not be altered by the Home.

Zero Tolerance Policy 

A policy which allows no exceptions to the guidelines, standards and requirements   

dictated by the policy.  In this instance, a zero tolerance policy is in effect regarding: 

 Abuse committed by Residents of the Home;

 Abuse committed by any employee, student in clinical and/or work placements, volunteer

or contract service provider; and

 Abuse committed by a Resident’s family member, substitute decision-maker or visitor.

Policy: 

Golden Plough Lodge, as a long-term care facility and as part of Northumberland County, is 

committed to the provision of a safe, secure and healthy environment for Residents, family 

members and substitute decision-makers of the Home. 

The staff of Golden Plough Lodge shall be committed to a Resident-centered philosophy of care 

predicated upon the Ministry of Health and Long-Term Care’s Residents’ Bill of Rights. Thus, 

Golden Plough Lodge has a responsibility to enforce a Resident-centered, zero tolerance policy 

concerning Resident abuse and all staff is required to comply with Golden Plough Lodge’s zero 

tolerance policy on Resident abuse. 

Golden Plough Lodge shall make the policy regarding Resident abuse available to Residents, 

family members, and substitute decision-makers at the time of admission. The policy shall also 

be posted in prominent locations within Golden Plough Lodge.  It shall also be provided to all 

staff, volunteers, and affiliated educational facilities. 
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Golden Plough Lodge’s awareness education related to abuse prevention, shall include 

information on how to recognize the signs of abuse and neglect, steps to take when abuse is 

suspected, issues related to the aging process, including dementia and behavioral responses, 

workplace stress reduction, Residents’ rights and zero tolerance abuse policies.  

Golden Plough Lodge shall ensure that external contracted service agreements include a clause 

which requires a contractor to comply with Golden Plough Lodge’s policy on Resident abuse and 

which describes the rage of options and remedies that Golden Plough Lodge will employ should 

an incident of non-compliance occur. 

Golden Plough Lodge will employ a range of corrective actions or penalties, up to and including 

dismissal, when abuse of a Resident of the Home is suspected and/or confirmed. 

All staff and volunteers are required to comply with the guidelines for the prevention of Resident 

abuse, the reporting of suspected Resident abuse, and participate in educational programs 

towards the elimination of Resident abuse. 

Additionally, Golden Plough Lodge shall encourage and expects that staff, visitors, volunteers, 

students and contracted service providers immediately report every alleged, suspected or 

witnessed incident of abuse and/or neglect.  Any person many report an incident of abuse to any 

of the following: 

 All staff of Golden Plough Lodge;

 The Administrator or designate; and/or

 The toll-free Action Line: 1-866-434-0144 (calls to the Action Line many be made

anonymously).

Similarly, the Home shall ensure that every reported incident of the following is immediately 

investigated and if there are reasonable grounds to suspect that any of the following has occurred 

or many occur it shall be reported to the MOHLTC immediately: 

 Improper or incompetent treatment or care of a Resident that resulted in harm or a risk of

harm;

 Abuse of a Resident by anyone or neglect of a Resident by the Home or staff that resulted

in harm or a risk of harm;

 Misuse or misappropriation of a Resident’s money; and/or

 Misuse or misappropriation of funding provided to the Home under the Long-Term Care

Homes Act.

Golden Plough Lodge shall not dismiss, discipline or penalize anyone who reports incidents of 

abuse. Golden Plough Lodge shall protect any resident, staff or volunteer who reports incidents 

of abuse from any retaliation by others when that person is on the premises of Golden Plough 
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Lodge or in the community, where practical.  Therefore, no person shall retaliate against another 

person within the Home, whether by action or omission, or threaten to do so because anything 

has been disclosed to an inspector, the Ministry, and/or the individual has advised of a breach of 

a requirement or matter concerning the care of a Resident or the operation of the Home that they 

believe ought to be reported.  The following shall constitute retaliation: 

 Dismissal of a staff member;

 Disciplining or suspending a staff member;

 Imposing a penalty upon any person; and/or

 Intimidating, coercing or harassing any person.

Procedure: 

The Reporting of Abuse  

Staff and volunteers are required to report abuse: 

Staff and volunteers of Golden Plough Lodge who witness or suspect the abuse of a Resident, or 

who receive complaints of abuse, MUST report the matter without delay to their immediate 

supervisor and the Director of Care, or designate, who must then immediately forward 

notification to the Administrator.  In such instances, the Resident’s substitute decision-maker, if 

any, or any other person specified by the Resident, shall also be immediately notified upon the 

Home becoming aware of the abuse, or suspected abuse, that has resulted in physical injury or 

pain to the Resident, or which causes distress to the Resident that could potentially be 

detrimental to the Resident’s health and wellbeing. Additionally, the Home shall ensure that the 

appropriate police force is immediately notified of any alleged, suspected or witnessed incident 

of abuse or neglect of a Resident that the Home suspects many constitute a criminal offence. 

Therefore, the individual receiving a report of alleged abuse or neglect shall:  

 Notify their immediate supervisor and the Director of Care or designate immediately

upon receipt of the report of alleged, witnessed or suspected abuse or neglect thereby

initiating the investigation; and

 Maintain the security and integrity of the physical evidence at the site of the incident,

including documenting evidence appropriately.

Employee(s) who witnessed the alleged incident of Resident abuse or neglect are expected to: 

 Intervene, if safe to do so, or identify needed intervention to ensure Resident and staff

safety;

 Report any witnessed , suspected or alleged abuse to their Supervisor /Manager

immediately;
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 Document facts of the alleged or witnessed abuse or neglect as soon as possible;

 Maintain confidentiality;

 Cooperate fully with those responsible for the investigation;

 Report any retaliation actions experienced related to the reporting of abuse or neglect;

and

 Seek supportive counseling or resources if desired.

Clinical staff responsible for the care of the Resident(s) (i.e. Registered Nurses) involved in the 

alleged, witnessed or suspected incident of abuse are to: 

 Ensure the safety of the Resident(s) and staff  involved and all other Residents under their

care;

 Immediately inform the Director of Care or designate of any witnessed, suspected or

alleged abuse that was reported to them ;

 Follow  Critical Incident flow chart located in the Critical Incident and Mandatory

Reporting Guidelines binder;

 Refer the Resident(s) where appropriate for supportive counseling or resources if desired;

 Conduct a head-to-toe physical assessment on the victim and document findings if

physical abuse is alleged;

 If necessary, contact a physician or other health practitioners for further assessment,

treatment and follow-up;

 Notify the Resident’s POA/SDM or any other person specified  by the resident;

 Document factual information in appropriate locations (e.g. Resident chart or record);

 Communicate the status of the Resident’s health condition, further assessments arranged

and health investigation findings to the Director of Care or designate and

 Maintain confidentiality regarding the report and names of all those involved in the

incident;

Director of Care or Designate, Registered Nurse 

 Contact the appropriate police force immediately where it is suspected that it may

constitute a criminal offence.

Reporting to the Ministry 

In the event that Golden Plough Lodge receives a complaint of abuse and/or neglect, or a staff 

member witnesses an incident of abuse and/or neglect, the Home shall investigate immediately 

the incident.  Additionally, where any report or complaint of alleged, suspected or witnessed 

abuse is received by the Home, the Administrator, Director of Care or designate shall notify the 
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Ministry’s Service Area Office by telephone immediately after having determined that abuse 

many have taken place, has taken place or is likely to have taken place.   

The  Director of Care or designate shall furthermore ensure that where the alleged, suspected or 

witnessed abuse of a Resident has occurred, an online CIS  report is  initiated  immediately and 

updated as required.   

The report is to include the following:  

 A description of the incident, including the type of incident, the area or location of the

incident, the date and time of the incident and the events leading up to the incident;

 A description of the individuals involved in the incident including the names of all

Residents involved in the incident and the names of any staff members or other persons

who were present at, or discovered, the incident and the names of staff members who

responded or are responding to the incident;

 Actions taken in response to the incident including what care was given or action taken as

a result of the incident and by whom, whether a physician or nurse practitioner was

contacted, what other authorities were contacted about the incident, if any, whether a

family member, person of importance or a substitute decision-maker of any Resident

involved in the incident was contacted immediately and no later than twelve (12) hours

after becoming aware of the incident, and the name of such person, and the outcome of

the current status of the individual or individuals who were involved in the incident;

 Analysis and follow-up including the immediate actions that have been taken to prevent

reoccurrence and the long-term actions planned to correct the situation and prevent

recurrence; and

 The name and title of the person making the report to the Ministry, the date of the report

and whether an inspector has been contacted and, if so, the date of the contact and the

name of the inspector.

Note: The Director of the Ministry’s Long-Term Care Homes Branch shall have an inspector 

conduct an investigation or make inquiries for the purpose of ensuring compliance immediately 

if any form of abuse has occurred.   

Those who witness or have knowledge of abuse and fail to report it many appear to be colluding 

with the abuser or condoning the abuse.  Under the Long-Term Care Homes Act, any person who 

has reasonable grounds to suspect that a Resident has suffered or many suffer abuse or neglect is 

required to report the suspicion and the information to the Ministry; it is an offence to contravene 

this requirement. 
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Internal Investigations 

Golden Plough Lodge shall complete a thorough internal investigation of any reported abuse 

following the initial report to the Administrator. The investigation many be initiated by a 

registered staff member; however it will be the responsibility of the Director of Care or designate 

to complete the investigation.  Golden Plough Lodge shall submit a final report to the Ministry, 

which outlines the findings of the investigation and the corrective actions taken to date. 

Annual Review 

Golden Plough Lodge shall conduct an annual review and evaluation of the Home’s abuse 

prevention program, as part of the Home’s quality and risk-management program to ensure that 

prevention strategies are effective and to implement identified improvements. 

Violation 

A staff that is suspected of Resident abuse will be subject to review, and depending on the 

outcome of the investigation many result in disciplinary action up to and including dismissal 

Sources: 

Provincial Government of Ontario, The. 2010. “The Long-Term Care Homes Act.” Retrieved 

July 1, 2010. 

http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_07l08_e.htm 

http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_07l08_e.htm
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Appendix A 

Ministry of Health and Long Term-Care Definitions 

The following terms and definitions are derived from the Ministry of Health and Long-Term 

Care Revised Program Standards (2004).  Definitions used in this Policy are not to be 

changed.  To ensure consistency in the application of and compliance with this policy, no Long-

Term Care Home operator shall change the definitions in this policy.  The abuse related policy 

that each Long-Term Care Home Operator shall develop shall, at a minimum, be consistent with 

these definitions in its entirety. 

TERMS DEFINITION 

ABUSE 
Any action or inaction, misuse of power and/or betrayal of trust or 

respect by a person against a Resident, that the person knew or 

ought to have known, would cause (or could reasonably be expected 

to cause) harm to the Resident’s health, safety or well-being. 

Abuse includes but is not limited to: 

 Physical Abuse;

 Sexual Abuse and Sexual Assault;

 Emotional Abuse;

 Verbal Abuse;

 Financial Abuse;

 Exploitation of a Resident’s Property or Person;

 Neglect;

 Prohibited Use of Restraints;

 Measures Used to Discipline a Resident.

EMOTIONAL ABUSE 
 Any action or behaviour that many diminish the sense of identity,

dignity and self-worth of a Resident;

 Stress or distress caused by abuse;

 Threatening or insulting gestures, behaviour or language;

 Imposed social isolation including ‘shunning’, or lack of
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acknowledgement; 

 The denial or deprivation of any of a Resident’s rights as set out

in the Residents’ Bill of Rights.

FINANCIAL ABUSE 
Any misappropriation or misuse of a Resident’s finances. 

Financial abuse includes, but is not limited to: 

 Theft or unlawfully withholding a Resident’s money, pension,

securities, etc.;

 Fraud, forgery and extortion;

 Using Power of Attorney, Substitute Decision-Making

authority, or a family relationship in a manner that is

detrimental to the Resident or the Resident’s care and/or

personal well-being.

PHYSICAL ABUSE 
The use of physical force by a person against a Resident that is 

contrary to the Resident’s health, safety or well-being, and that 

injures, or inflicts pain or discomfort, on the Resident. 

Physical abuse includes, but is not limited to: 

 Assault;

 Forced confinement;

 Slapping;

 Pushing;

 Pinching;

 Beating;

 Twisting;

 Shaking;

 Burning;

 Forced Feeding;

 Rough handling, for example attempting to provide care to

Resident who are actively resisting;

 Overmedication, withholding medication, or medicating a

Resident when it is not medically necessary to do so.

SEXUAL ABUSE 
 Any non-consensual sexual intercourse, or other form of non-

consensual physical sexual relations, with a Resident;

 Any non-consensual touching of a Resident that is of a sexual

nature.  This does not include touching, remarks or behaviors of a

clinical nature that is appropriate to the provision of care;

 Behaviour or remarks of a sexual nature towards the Resident
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that are unwanted by the Resident, including remarks that are 

sexually demeaning, humiliating, exploitative or derogatory; 

 Any situation in which a staff member begins a sexual

relationship with a Resident;

 Sexual assault of the Resident.

VERBAL ABUSE Any forms of communication, which demonstrate disrespect for the 

Resident. 

Verbal Abuse includes, but is not limited to: 

 Swearing;

 Name-calling, cultural or racial slurs;

 Threats or insults;

 Shouting;

 Belittling, degradation, infantilization;

 Sarcasm, taunting;

 Intimidation;

 Inappropriate tone of voice and manner of speaking which is

upsetting and/or frightening to the Resident.

ASSAULT 
 Attempting to apply force to a Resident, or threatening (by act or

gesture) to apply force to a Resident in such a way that the

Resident can “reasonably” expect the threat or action to be

carried out;

 Intentionally applying force to the Resident, directly or indirectly,

without the Resident’s consent;

 A physical attack on the Resident.

SEXUAL ASSAULT 
 An assault that is committed under circumstances of a sexual

nature, such that the sexual integrity of the Resident is violated.

EXPLOITATION OF A 

RESIDENT’S PROPERTY

OR PERSON 

 Theft of or unlawfully withholding a Resident’s property or

possessions (including the Resident’s food, and items of little

monetary value) other than in situations where the Resident’s

safety and or safety of Resident’s possessions is at risk and the

property has been placed in safekeeping for the Resident as

documented in his or her plan of care;

 “Borrowing” of a Resident’s personal belongings by staff (in

which there is removal of the item);

 Using the property or the personal image/voice of a Resident for

personal, commercial or other purposes in a manner that is
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detrimental to the Resident’s well-being; 

 Using any of the following, without the Resident’s consent, and

in a manner that is detrimental to the Resident or the Resident’s

care:

 Power of Attorney;

 Substitute decision-making authority;

 A family relationship.

NEGLECT 

The term “neglect” includes, but is not limited to, the failure to: 

 Provide the ongoing care set out in a Resident’s plan of care;

 Provide access to a physician’s services, when required;

 Reduce and manage health and safety hazards in the home on

an ongoing basis;

 Implement programs to identify and mitigate risks, so as to

prevent and minimize health-care problems in the home,

including, but not limited to the following:

 Pressure ulcers;

 Dehydration;

 Unplanned weight loss.

 Summon or provide assistance, when required;

 Respond to a Resident’s request for assistance;

 Failure to report suspected or witnessed abuse is deemed to

be neglect.
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Copy of Emotional Abuse Decision Tree 
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Copy of Physical Abuse Decision Tree 



GOLDEN PLOUGH LODGE 

Policy No.:  

Page: 14 of 18 

Manual: Resident Care Manual 

Section: Incident Reporting 

Title: Prevention, Reporting and 

Elimination of Resident Abuse 

Copy of Verbal Abuse Decision Tree 
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Copy of Neglect Decision Tree 
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Copy of Financial Abuse Decision Tree 
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Copy of Sexual Abuse Decision Tree 
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Copy of Reference Chart for Criminal Code Offences 
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