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Our Time Together:

1) Explain who we are

2) Candidly discuss this unprecedented time

3) Acknowledge how the COVID-19 crisis has 
reshaped our lives

Guest: Patient Ombudsman Executive Director

4) Explore how we have risen to the challenge with 
grace and courage, harnessing collaborative 
relationships to find solutions and support

5) Question & Answer

2020/04/15 2



Family Councils Ontario (FCO)

• Family Councils of Ontario leads and supports 
families in improving quality of life in long-term 
care.

• We do this by working collaboratively with our 
partners to cultivate effective Family Councils; 
advance public policy and system planning; and 
mobilize knowledge exchange.

• Charitable Not-for-Profit, funded by the Ontario 
Ministry of Long-Term Care
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Family Councils Ontario (FCO)

• Services:
• Consultations with Family Council members & LTC home 

staff
• Education and training on creating and maintaining 

effective Councils

• Our impact
• Effective Family Councils
• Strong, collaborative relationships between families 

and home staff
• Culture change
• Family voice embedded in LTC system & decisions
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Ontario Association of 
Residents’ Councils (OARC)
• Not-for-Profit, funded by Ministry of Long-Term Care and 

through membership base

Mission: To empower Ontario long-term care residents to
understand their rights, share their lived experience,     
and inspire a better tomorrow. 

• Education – support effective & sustainable Residents’ 
Councils, community 

• Collective voice, advise on policy & regulatory development

• Positive culture change 
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Ontario Association of 
Residents’ Councils (OARC)

Board of Directors = Residents in LTC homes

Vision:

Every LTC resident in Ontario shapes the place they call home. 
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Unprecedented Time in LTC

• LTC living has changed

• Prior to COVID-19
• Human Resources (HR) shortages, 3 plagues of LTC

• Volunteers & family visitors vital to the home

• Activities, celebrations, trips, community engagement

• Then COVID-19 – changed everything 
• Ambiguity and uncertainty

• Homes closed to visitors, activities changed
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COVID-19 Reshaped our Lives

Courage:
the ability to do something that frightens 

one, or, strength in the face of pain or grief

• Government messaging to LTC includes:
• No visitors
• Emergency Order to increase HR capacity
• Discharge of residents during pandemic
• Communication is needed
• Testing: who, when
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Ministry Directives

Restriction on LTC Home Visitors

• Only essential visitors permitted

• Protect residents from contracting and spreading 
COVID-19

• Significant cost – psychological, emotional, practical

• Virtual Visit Toolkit
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Virtual Visit Toolkit

Tech, not touch….for now
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Virtual Visit Toolkit

Poll

Do you think that virtual visits can help 
you and your loved one feel more 

connected?
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Ministry Directives

Emergency Order: March 23

• Relaxed legislation to provide flexibility

• HR: create a larger pool
• Decreased documentation & reporting requirements
• Care conferences and physical exams deferred
• Non-essential training/orientation of new staff 

members deferred
• NOT a “open the doors and let anyone in” situation
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Ministry Directive

Staffing

• Restrict the further spread of COVID-19

• Building on CMOH Directive # 3 re: limiting 
employees to working at 1 home

• Emergency order: LTC home staff can only work at 1 
in-scope location (as of 12:01 AM Wed April 22)

• LTC employers must ensure that all employees only 
work at 1 in-scope setting
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Ministry Directives

Discharge of Residents 
• No visits off site any longer

• No overnight/out for dinner visits

• 21 days Leave of Absence (LOA) overlooked now

• If family takes resident home, it is for the duration 
of the pandemic – resident is discharged and 
cannot return until pandemic is finished

• Emotionally charged decision
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Discharge Checklist
Several tools have been created 

to assist you and your loved 
one make a thoughtful, well 

reasoned decision whether or 
not to move out of the               

LTC home:
a) Researchers from the Ottawa Hospital, 
the University of Ottawa, the Champlain 
Local Health Integration Network, and 
the National Institute on Ageing (NIA) 
http://www.ontarc.com/documents/reso
urces/20200417COVID-
MoveFromLongTermCare.pdf

b) The National Initiative for the Care of 
the Elderly (NICE) and CanAge
http://www.ontarc.com/documents/reso
urces/20200417UofTNiceCOVID19Family
CareToolOntario.pdf
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http://www.ontarc.com/documents/resources/20200417COVID-MoveFromLongTermCare.pdf
http://www.ontarc.com/documents/resources/20200417UofTNiceCOVID19FamilyCareToolOntario.pdf


Ministry Directives

Communication 
• Directive #3, April 1 

• LTC homes must keep staff, families and 
residents informed about COVID-19

• Tool designed to assist LTC homes in 
communicating with families

• OARC & FCO bulletins
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Communication Matters!
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Communication Matters!
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• OARC has launched a NEW
Communications Tool to keep 
residents informed:

http://www.ontarc.com/docu
ments/comtemp/20200417Co
mTipsTemplate.docx

• Customizable template 
outlining changes in resident 
routines (meal service, 
bathing)

• Opportunity to make residents 
feel connected and supported

http://www.ontarc.com/documents/comtemp/20200417ComTipsTemplate.docx


Staying Informed and Communicating 
Sensitively with Stakeholders

Consider sharing/subscribing to 
our Communications: 

• FCO: https://fco.ngo/covid-19

• OARC: 
http://www.ontarc.com/covid-
19-updates.html

• Ongoing updates residents, 
family members, team 
members
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Assistant Deputy Minister of LTC: 
“We sincerely appreciate the supportive communications that you 
have been putting out to assist us in keeping residents safe.”

https://fco.ngo/covid-19
http://www.ontarc.com/covid-19-updates.html


Communication

Poll

Are you satisfied with the 
communication that your LTC home has 

been providing you regarding 
COVID-19?
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Covid-19 Testing
• LTC prioritized in province

• Increased testing has been defined: April 21 memo

• All residents and staff are to be tested 
• Priority is with homes in outbreak or where symptoms are 

apparent– immediate testing of all residents and staff

• Surveillance testing to begin in other homes

• Public Health Unit develop plan to ensure that all residents 
and staff are tested

• Assured that there are sufficient tests to meet demand
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• Executive Director – Craig Thompson

• Provincial call: Shining a light on concerns in LTC 
homes during the COVID-19 Crisis - Patient 
Ombudsman is making a public appeal for stories 
and concerns.

• www.patientombudsman.ca

• 1-888-321-0339
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http://www.patientombudsman.ca/
tel:1-888-321-0339
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Patient Ombudsman appeal for complaints

Patient Ombudsman April 27, 2020

• Call our complaints line and leave a message 1-888-321-0339 or submit a 
complaint in writing  (form available online). www.patientombudsman.ca

• Consent - To proceed with your complaint we may need consent (resident, 
Substitute Decision Maker, Power of Attorney)

• Individual complaints – Complaints must be submitted by an individual. If the 
complaint is submitted by the Family Council or Resident Council, we ask that you 
can nominate one individual to complain on behalf of the group.

• Office of last resort. We ask that you still try to complain to the home first. If there 
is no response or the response is unsatisfactory – contact us.

• All urgent complaints will be escalated as necessary.

http://www.patientombudsman.ca/


Harnessing Collaborative 
Relationships to find Solutions & 
Support:

“TOGETHERNESS”

• Association/sector level

• LTC home level

• Tools, resources, bright light ideas
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Tools, Resources, Bright Light Ideas
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Tools, Resources, Bright Light Ideas
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Tools, Resources, Bright Light Ideas

• Letter writing 

• Registered Nurses 
Association of Ontario 
(RNAO) Facebook page
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• 1:1 activities

• http://javagp.com/creating-calm/

http://javagp.com/creating-calm/


Tools, Resources, Bright Light Ideas

• Donation of Personal 
Protective Equipment (PPE), 
meal service trays

• Window visits
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Hope…
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• Collaboration & creativity
• Heartfelt connection between 

people
• Human Resource solutions
• Social awareness: LTC is 

excellent place to live and work
• Simple pleasures vs. 

complicated processes
• Teamwork
• Our commitment to you –

lasting change



Question and Answer

Type your questions into the Chat Box on your 
Toolbar or Unmute your line to ask/share
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Thank you!

Samantha Peck, Executive Director
Family Councils Ontario

1-877-622-9968 | speck@fco.ngo

https://fco.ngo/covid-19

Dee Lender, Executive Director
Ontario Association of Residents’ Councils

1-800-532-0201 x240 | dlender@ontarc.com

http://www.ontarc.com/covid-19-updates.html

www.patientombudsman.ca
1-888-321-0339

mailto:speck@fco.ngo
https://fco.ngo/covid-19
mailto:dlender@ontarc.com
http://www.ontarc.com/covid-19-updates.html
http://www.patientombudsman.ca/
tel:1-888-321-0339

