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Royal Terrace Quality Report tor 2025

Overview

RoyalTerrace has been family owned since 1973. The current 67 bed Long Term Care
facility was built new in 1989 and is fully accredited. We are strategically situated next

to the Palmerston and District Hospital in North Wellington to assist in meeting your

healthcare needs. Our mission is dedicated to the delivery of care and services, while

maintaining dignity, privacy, independence, and freedom of choice in a safe and secure

environment for our community. Our vision is to promote continued growth and

redevelopment through on-going community involvement with focus to bridge any gaps

in services or area needs.

Our Values:
Confidentiality
Accountability
Respecf
Equality

Royal Terrace's home priority areas are built around five key goals:
1. Residenf-Centered Care
2. Employee Retainment & Engagement
3. Future Expansion & DeveloPment
4, Health & Safety of all Stakeholders
5. Maintaining Strong Relationships

n

t

Resident-Gentered Care
To provide resident- centered care in a safe secure, clean environment: ensuring resident

satisfaction through the detivery of services, nursing, dietary, environmentat, and life

enrichment.
Review resident/ famity satisfaction annuatty, evatuate and devetop an action ptan based in

conjunction with the QlP.
Review the ClHl reports, care programs and evatuate their outcomes

a

a
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Employee Retainment & Engagement
To ensure staff satisfaction, engagement and retention by:

Recruitment - references, screening, orientation, training and fottow up

Satisfaction - surveys and action ptans, fottow through, evaluations
Setf-Devetopment - personat growth goats, education opportunities, leadership and HR

training.
Staff Appreciation- recognition, competitive wages, bonuses

a

a

a
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Future Expansion & DeveloPment
To promote continued growth & redevetopment through on-going evatuation of our strategic
ptan, QIB LHIN initiatives atigning with our community demographics.

Continue to provide & evatuate physicat ptant for capitat ptans, operating budgets, buitding

maintenance and repair.
Annuat review of our strategic ptan and other initiatives.
Engage community & heatth professionat providers to anatyze current/ future needs of the

community, bridging the gaP.

a

Maintaining Strong Retationships
To maintain good rapport and communications with community stakeholders, Home &

Community Care Support Services, hospitats, politicians, and physicians.

Monitor and evatuate on-going retationships with healthcare professionats and networking

connections.
Review and imptement any initiatives identified in our GAP anatysis, LASS, and LAPS.

Support our tocaI heatth care professionals, hospitals, physicians and wetcome their
suggestions for services and new initiatives.
Stay abreast of on-going potiticat inftuences inctuding locat, provincial and federaI supporting

bodies.

a

a

a
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ro p rovi d e a saf e u ."" I::lT,:,*i;J[:: i i::Jfl:: 
h ord e rs

Continued on-going anatysis of accidents/ incidents, trends to identify root causes and

imptement action ptans which may inctude emptoyee training, environmentaI changes and

work process ftow.
On-going management of WSIB, ctaims, return to work, and modified duty routines inctuding

workptace accommodations.
lnvestigate resources for support and on-going training of the Emergency Management Plans,

as wetl as overatt heatth and wettbeing.
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Quality lmprovement

Quatity lmprovement remains a core emphasis to supporting our LTC teams to accomptish
exemptary care for the residents under our charge. The Quatity lmprovement program is

based around the recurring nature of quatity improvement by continuatty assessing,

identifying, imptementing, evatuating, and adjusting our processes to ensure high quatity of
tife and care as wett as heal.thy sustainabte outcomes. The programs in which we use to
ensure Ql are assessed annuatty.

Areas of Priority

ln Ontario, as care providers in the Long-Term Care sector, we are obtigated to operate

under the Ontario Fixing Long Term Care Act (FLTCA) (2021) and its Regutation 246122.

The FLTCA 2021 and O.Reg 246122 has brought focus on the sector to continue to strive for
better quatity of care for residents. ln addition to creating a continuous need to review and

engage in quatity improvement to drive our practices forward to meet al,[ regulatory

requirements.

Royal. Terrace wil,t use the fottowing as key drivers of their Quatity lmprovement Program:

. Fixing LongTerm Care Act (2021), Ontario Regutation 246122

o Best Practices (RNAO)

o Commission on Accreditation of Rehabil,itation Facitities (CARF)standards and

accreditation
o AnnuaI program evatuations

o Resident and Famity satisfaction surveys

o PointCl,ickCare(PCC)

o Canadian lnstitute for Health lnformation (ClHl)

o Heatth Quatity Ontario (HQO)

o Scriberty

o HealthConnex

o lnternat Audits

Every year we are mandated to comptete a qual,ity improvement ptan through Ontario

Heatth. For the 2}25-year Royat Terrace focused on the fol,l.owing areas for improvement;

o Decrease avoidable Emergency Department transfers;

o lncrease the number of residents who feet they are listened to by staff;

o lncrease the number of residents that can express their opinion without fear of

consequence;
o Decrease the percentage of residents who have had a fat[ in the last thirty days;

o Decrease the percentage of residents with worsening pressure utcers.

3



Our areas for improvement are measured, monitored and communicated throughout the

year at a variety of levets. These include;

. core program committees such as but not timited to Skin, Wound, Fatts, and

lncontinence, and Paltiative Care

o Professional, Advisory Committee and Quatity lmprovement meetings,

o Resident CounciI meetings

o Family CounciI meetings if appticabl,e

o lndividuaI department meetings

Resident & Famity Satisfaction Survey

Each Janu ary, an annual satisfaction survey is distributed to residents, Powers of Attorney

(POAs), Substitute Decision Makers (SDMs), and other retevant parties. The survey is made

avail,abte through muttipte channets, including emait, mait, and in-person detivery, to

ensure accessibitity for al.t participants.

Participants are given a three-week period to comptete and return the survey. After the

submission deadtine, the Director of Life Enrichment is responsibte for cottecting att

responses, anatyzing the data, and compiting the results into visual graphs and a summary

of key survey outcomes, where it is then anatyzed by the management team and shared via

preferred communication channet with famities/residents and staff.

Refl,ections Since Our Last Annua[ Quatity Report / Ontario Heal,th Workptan

lndicator: Rate of ED visits
Outcome: ln2025 we were 38.71010, which is a significant increase from 2O24 (20.21o/o)

Evatua'lion' 

: ffi:;"#"si?li#ff:::Hl?li:J]:lif,:JiJi;Jnl;ii$;
receiving in-house care.
Encouragement to Physician to assess residents in the home.

lndicator: Percentage of residents responding positively to "How wetl do the staff listen to
you?"

Outcome: ln 2025 we were 78% which was an increase from 2024 (68.970/ol

Evatuation' 

: ::xT''J[l?ff [ :",::;";il::fliH:J;',:iilT:["i::;il".,"oou
staff
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lndicator: I can express my opinion without fear of consequence
Outcome: ln2125we were 78.57o/owhich was a decrease trom2Q24 (89.660/o)

Evaluationt 
. Educate staff on facitity poticies, resident-centered care, respectfuI

communication, and Residents' Rights.
. Reviewing the importance of reporting at Residents counciI
. More active resident participation in Residents'Council

lndicator: Percentage of fatts
Outcome: ln2}25we were at15.O4o/o, which was a significant increase since 2024(5.50/o)

Evaruation 

: :ff:i,""':,HT:%iiJJil',,'',ilf:;1,.ei",
. lncreased BSO hours
. lmptemented monthl.y fat[ meetings

: ;:?:ff':il".T ?[ii ffi ffi Tl, ?i : I3[ii' "' 
o n ra rr p reve nti o n

lndicator: Devetop stage 2-4 pressure ulcer or worsening pressure utcer
Outcome: |n2025 we are al1.7o/o, which is stightty up from 1.2o/o (2024)

Evarua"n 

: ilffiH$"i|fj$fft $,:i-t,t;B:i'i,x'i1..und 
Nurse

Areas of Focus and Growth Over the Past Year

o Cotl,aborated with IPAC Consul,ting to refine our current lnfection Prevention and

Controt (IPAC) practices, incl,uding supporting the rote of IPAC lead and

distinguishing departmentaI I PAC Champions.

o Enhancement of our audit program to identify gaps, imptement change, and

continuatty reassess as part of our qual'ity process.

o Ongoing updates through PointCtickCare such as "insights"

o Expanded engagement with heal.thcare partners through initiatives such as AMPLIFI,

IPAC Hubs, Wettington Cotlaborative, and Ontario Heatth Teams.

o Ongoing information technotogy systems improvement to ensure medication safety.

o Supporting Medical, Director in continuing OLTCC membership.
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As we move forward, we remain dedicated to fostering excettence in care, supporting our

Team Members, and strengthening our partnerships to drive meaningfut, lasting

improvements across our organization.

Strengthening Our Foundation for Quality Care

Reftecting on our past and atigning with our strategic ptan, we recognized the importance of

strengthening our foundationat toots and processes. This ensures that Team Members have

the resources they need to consistentty deliver high-quatity care and services to our

residents. A centrat part of this effort is ongoing education and training, equipping our

teams to meet the evotving needs of those we serve. The ORCA Learning for Seniors

education ptatform remains an essential, tooI in supporting regulatory comptiance for at[ of

Royal, Terrace, as wetl as home specific poticies & procedures.

Our training programs emphasize Diversity, Equity, and lnctusion (DEl), atong with resident-

and team-centered courses such as AODA. Our commitment to continuous learning goes

beyond comptiance-we aim to empowerTeam Members to grow both professionatty and

personal,l,y. Through education, we hetp them adapt to the ever-evotving heal,thcare system

and confidentty meet the chattenges of the future.

Enhancing Oversight and Proactive Quatity lmprovement

We continue to atign with the lnspection Guide[ines introduced by the Ministry of Long-

Term Care to improve resident care, strengthen services, and proactiveLy address areas for

improvement. Our home has appointed Quatity Assurance Leads to conduct audits,

identify gaps and report back to QIP Team for further analysis and planning.

Royal, Terrace is committed to transparency and coltaboration. We activety invotve

residents (Residents Council,)and famities in data review, improvement planning, and

evatuation-ensuring their voices ptay a vitaI rote in shaping the ongoing enhancement of

our care and services.

Overat[
Royal, Terrace continues to grow and evotve with new and upcoming technotogy programs

and services, white promoting staff education and maximizing resources. Main goa[ is to
have future devetopment and expand from 67 beds to 96 beds, where we can offer

resident-centered care in a campus of care.

QIP Designated Lead
Jennifer George, Administrator
je n rt i te r(t!t'oya tte rrar ce. ca

519-343-2611 ext. 236
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Resident Satisfaction Su rvey
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Safety, Security, and Comfort: For each
statement, please answer with one of the

available choices.
Answered: 36 Skipped:0

I rvould

t'cconrntond Royal
Terlace to...

My {atttily

nrember get$ thc

health ser.vi...

My t'amily

nrernber cau

cnsily go...

My tumily
rrterubet's

privncy is...

Stail'respoud
quickly rvhen rny

firnrily membe...

My family
rrenrhct's spacc

is well...

My fhnrily
mcntbe rts

clothes conre,..

CTIOICF,S

tu

6

0% to% 20% 30yo 4l)a/u 50% 60% 10V, 80% 90v'o 100%

I NEven

I nr"wnvs
! nanrrv
I noN'TrN

I sovr,rtv
! Rur,useo

I tutos'r op ..

S wo RESP.,,



cHotcEs

lwould
recommend
Royal
Terrace to
others.

My family
member
gets the
hoalth
services
he/she
needs.

My family
member
can easily
go outside.

My family
member's
privacy ls
respacted
when
people care
for him/her.

Staff
respond
quickly
when my
family
member
requires
assislance.

My family
member's
spaco is
well
maintained
and clean.

My family
member's
clothes
come back
clean and
in a timely
nlanner,

NEVER RARELY SOMETIMES - MOST
OF
THE
TIME

ALWAYS

72.22To

44.440/0
16

DON'T
KNOW

REFUSED

0.00%
0

0.00%

2.78o/o
1

0.00%
0

0.00%

0.00%

0.00%

NO
RESPONSE

2.78%
1

0.00%

5.56%

0.00%
0

0.00%

0.00%

2.78%
1

TOTAL .

36

36

36

0.00%
0

0,00%
U

11.11%
4

0.00%
0

0.007o
0

11.11"/o
4

5.56%

11.'t1%
4

11 .11%
4

5,56%

16.67%
o

8.33%
J

13.89%
5

11.11Yo
4

44.44%
'16

13.89%
5

19.440
7

41 ,67%
15

16.67%
6

16.67%

2 3626
8,33%

3

0.00%
0 0 0

22.220h 22.22%

55.560/o 16.67%
6

I8 2

2.780/o
1

0.00%

0.00% 0.00%

0.00% 2.784/
1

0.00% 0.00%

2 3620

36

360

0 000
33.33o/n

12

72,220/o
26

s8.33%
2'l

8.33%
3

0.00%
0

8.33%

00

300



Meal Service: For each statement, please
answer with one of the available choices.

Answered:36 SkipPed: 0

My family
rneurber ettjoys

rncaltinres.

My t'amily

nrcmbcf cau ctl
whcncvsl the...

My farnily
meurber has

enough varie..,

My tanrily
rncnrbet t'eccivcs

tlreir favoru'...

CIIOICES

*

tHnret

m

r

-

nI-

r

O% l(l% 2t)% 30oh 4rii/s 50% 60t'/u 70% 80% 90% l00Y'

! Nevan

! nlwavs
I nenur-v

! noNr rcw

! souertu...
I neruseo

I naosr on

tr wo RIrsP..



CHOICES

My family
member
enloys
mealtimes.

My family
member
can eat
whonever
they want.

My family
member
has
enough
variety in
their
meals.

My family
msmber
receives
their
favourite
{oods.

NEVER RARELY SOMETIMES MOST
OF
THE
TIME

38.89%
14

13.8S%
5

36.110/o
1a

25.O00/o

ALWAYS

22.22o/o
8

30,56%
11

50.00%
1B

11.11%
4

DON'T
KNOW

13.89%
5

22.22%
I

5.56%
2

25.O9Yo
I

REFUSED NO
RESPONSE

TOTAL

36

2.78o/o
1

5.56%
2

0.00%
n

0.00%
0

5.56o/o

2

5.56%

2.78o/o

1

5.56%

13,89%
5

5.56%

2.78%
1

25,00%
I

0.00%
0

0.00o/o
0

0.00%

0.00%

2.78o/o

1

16.670k
6

2.78o/o

1

8.33%
3

36

362

360

0I



Recreation/Activities: For each statement, please answer
with one of the available choices.
Answered: 36 Skipped: 0

CI'IOICF]S

My thnrily
rrrember'

participates...

&

My thmily
member has

enjoyublc...

frll

My tiunily
nrcrnbel has

enjoyablc.,.

I
lf rny taurily

merrrber wirnls,
he/shc can...

iictl*r

0% t0% 20% 30% 40%t 50% 60% 'loo 80% 900/u 100%

I Nuvan

I nr.wevs
I nanr':tv

I ooN'r rw,,.
! sovnrtvt

I nerusco
! vclsron..,
S No RESP...



cHotcEs

My famlly
member
psrticipahs
ln
m6anlngful
aGllvlft€a.

My farnily
momber
her

My family
member
hae
enioyable
things to
do ln lhe
evenlngs.

ll my fannlly
momber
wsnts,
hs/ehc can
parIcipato
in eplrllual
programs

meaning.

NEVER. RARELY- SOMETIMES_ MOST
OF
THE
TIME

ALWAYS DON'T
KNOW

22.22% 5.560/o

8.33% 22.22t/o

REFUSED . NO
RESPONSE

TOTAL -

36

36

5.56%

0.00%
0

2.78%
1

1'1.110/o

4

15.44%

19.44a/"
7

22.22%

30.567o

16.67%
6

11.1lYo
4

30.56%
11

13.89%
5

0.00o/o

0.00%

2,78T0
1

0.00%

2.78%
I

5,56%

13.89Yo
5

8.33%

02II2

3620I311

J

36300

7

onJoyablo
lhlngr to
ds on ths
ws8ksnd8.

8.33o/o 11.11o/o 25,00%
4

2.78P/o 0.00% 19.44o/o
7

41.670/.
15

16.67%
tt1

of



Respect by Staff: For each statement,
please answer with one of the available

choices.
Answered: 36 Skipped: 0

My lirmily
rutenrbel is

tleated with...

My thmily
rncnrbcl is hearri

lry the stafl'...

My f'amily
member can

express thei.,.

Stall'respect
nry t'anrily

membct's lik...

CHOICES

I

I

t

0% l0% 2(l% 30't/o 41ln/o 50% 60Vo 70a1, 80% 90% l00o/o

! Nuvnn

! elwevs
I nnnnrv

I oowr xN
! sovul'rv
! nrnusuo

! vosron,
I woRESP..



cHotcEs

My family
member is
lreated with
respect by the
staff.

My family
member is
heard by the
staff in regards
to personal
decisions.

My family
member call
express thelr
opinion without
fear ol
consequences.

Staff respect
my family
member's likes
and dislikes.

NEVER , RARELY _ SOMETIMES -. MOST
OF
THE
TIME

ALWAYS

72.22o/o
26

44.44%
16

55.56%

58.33%
21

DON'T
KNOW

0.00%

'16.67%

11j1%
4

8.33olo
3

RESPONSE
TOTAL

36

36

36

36

REFUSED NO

0.00%
0

0.00%
0

2.780/"
1

0.00%
0

0.00%

0.00%

2.780/o
1

0.00%
0

0.00o/o

2.78%
1

0,00%

2.78o/o

1

27.78%
't0

27.78o/o
10

't6.67%
6

27.78o/o
10

0.00%

0.00%

0,00%

0.00%

0,00%

8.33%

11 .11o/o

4

2.78%
1

0000

0b0

200

0

3



Personal Relationships: For each
statement, please answer with one of the

available choices.

Answered:36 Skipped:0

Somc of lhe

staff know nry

lanrily rnembc...

Stalf take the

tirrrc to
corrvelsc wit...

My farnily
member

sonsiclcrs ir...

My lanrily
mcmbcr has the

ability to...

My f'arnily

menrhet'has the

opporfunity...

My fhnrily
nrcmbct'

considers...

CHOICES

rrrl

re

r!I5a

-

rUFtdE

0v" t0% 20% 30% 400h 5(l% 6(l% 70VD 80% 900h 1000/o

! NrvEn

I elwnvs
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! sour"nrt.

! neruseo
I vosror,
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CHOICES

Some of the
slaff know
my family
member's
life story.

Staff take
the time to
convers€
with my
family
member.

My family
member
considers a
staff
member as
their friend.

My family
member has
the ability to
engage with
like-minded
residents.

My lamily
member has
the
opportunity
to build
relationships
with other
rssldents.

My family
mgmber
coneiders
another
resident
here their
close friend

NEVER RARELY _ SOMETIMES

0.00o/o 2.78% 13,89%
5

0.00% 0.00% 19.44%
7

2.780/o
1

2.780/o
1

0.00%
0

14.25%
5

2.78o/o

1

1',rj1%
4

8.33%

5.710
2

8,33%
3

22.22e/a

I

27,78%
10

8.57%

MOST
OF
THE
TIME

22.22o/o
8

36,11%
13

15,44%
7

19.44o/o

7

00

011

0

3630Is3

ALWAYS - DON'T
KNOW

11 .11o/o

4
44.44o/"

16

30.567o 13.89%
F

30.56% 25.00o/o

19.44o/o 13.897o

8,330/o

3

8,570/o
3

42.86Yo
15

REFUSED - NO

0.00%

0.00%

0.00%

0.00?o

0.00%

0.00%

s.56%

0.00%

'11.110/o

RESPONSE
TOTAL _

36

36

36

35

2

00 0

360I11 4

7 5
11.11o/o

4

8.33%

14.29o/o

5

25.000/. 22,22%

03

5,7lYo
2



Your family member's gender is:

Answered:36 Skipped:0

MALE

l,l.tMAt.E

()'l'HlR

ANSWER CHOICES

MALE

FEMALE

. OTHER

TOTAL

0o/r l0% 20% 30% 40% 5096 60% 10% 80% Wr/6 1009'0

RESPONSES

25.A00/"

75.AQo/o

0.00%

I
27

0

36



Your family member's age in years is:

Answered:36 Skipped:0

UNDI]R 45

45 TO 64

65 T0 74 I
75 TO 84

85 OR MORE

ANSWER CHOICES

_ UNDER45

45 TO 64

65 TO 74

- 75TO 84

85 OR MORE

TOTAL

O% 109; 20% 30% 40% 50?i' 60% 70% 80o/o 90% 1000/'0

RESPONSES

0.00%

0.00%

5.56%

25.00%

69.44o/o

0

0

2

I
25

Jb



Your family member has lived at Royal Terrace for:

Answered:36 Skipped:0

LESS'fIIAN ONF,

YEAIT

ONE't'o Two
YFARS

MORI--'l'ilAN
TWO

YEAIi,S

ANSWER CHOICES

LESS THAN ONE YEAR

ONE TO TWO YEARS

MORE THAN TWO YEARS

TOTAL

0o/o l0% 20% 300/,' 40% 509'0 6\0/o 70% 80% 90oti1 10091'

RESPONSES

33.33%

19.44%

47.22Yo

12

7

17

36

I



Your relatlonship to the resident is:

Answered:36 Skipped:0

SPOUSE

CIIILI)

SIT]LtNG

PAITFN'I

oTt{ur{

ANSWER CHOICES

- SPOUSE

CHILD

SIBLING

_ PARENT

OTHER

TOTAL

0% l09i 20o/s 30% 4(:to 509'i, 6A% 10% 80% 90oti' 1009/0

RESPONSES

11.'l1o/o

61.11%

13.89%

5.5670

8.33%

4

22

5

2

3

36

< ;rl!+' ;


