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OVERVIEW
For the past six decades, Elm Grove Living Centre has played a vital 
role in the Parkdale community. As an independently owned Long-
term Care facility with the capacity of 94 beds, our primary goal is 
to provide a nurturing, home-like environment where resident 
receive personalized, high-quality care. We strive to ensure their 
comfort and well-being is in a safe, compassionate, and respectful 
atmosphere. Despite the age of our building, we continue to 
operate to the best of our capability by prioritizing our residents’ 
needs above all else. While our appearance may not be our 
strongest feature, we take pride in upholding our facility’s mission, 
vision, and values. Serving a uniquely diverse population, our long-
term care home has catered to residents with varying complexities 
and across different age groups. As an organization we are devoted 
to excellence and strive to cultivate an exceptional atmosphere that 
promotes positive living and working experience for all. 

Reflecting on last year’s Quality Improvement Plan, we are proud to 
say that we were able to reduce our percentage on antipsychotic 
medications. There are still opportunities for more improvement to 
meet our target percentage which is to be at par with the provincial 
average. We are continuing to work on improving our rate of 
hospital transfers. Though we did not meet our goal for this 
improvement initiative, we were able to strengthen our partnership 
with the community and other external partners. The home is 
making progress, however, there is room for achieving our desired 
goal based on the provincial average rate. 

As we move forward to 2024/25 our home is committed to the 
following: (1) reducing our emergency transfers (2) improving the 
quality of life of our residents by increasing their Therapeutic 
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Activity experience and (3) providing them with more consistency 
with regular staff members. Our focus is to include quality 
improvement initiatives on resident safety when it comes to fall 
prevention. More importantly, Elm Grove aims to foster a 
philosophy of inclusivity, diversity, and acceptance of all cultures.

ACCESS AND FLOW
Enhancing access and flow within Elm Grove Living Centre is crucial 
for optimizing the organization’s capacity for improving the overall 
resident experience at our Long-term care home. We will push on in 
collaborating with our community partners by utilizing effectively 
the Nurse Led Outreach Team. They have assisted us in providing 
education and training, establish continuity of care by creating a 
link between the other health sectors. They’ve supported and 
provided guidance to our residents who have complex medical 
conditions. Their expertise and knowledge will help us reduce the 
number of Emergency transfers in the upcoming year. The home is 
working hand in hand with the Spasticity clinic thereby enhancing 
resident’s accessibility to specialized services. Residents who 
experience spasticity as a side effect to a disease process can get 
assessed and treated conveniently at our facility.  This collaboration 
has shown great success as fosters continuity of care, provides pain 
relief to the resident, and allows staff to provide more effective and 
efficient care. 

Technology continues to play a major role in how we are delivering 
our care. We continue to use virtual appointments to support 
residents. We’ve also updated our phone and surveillance system. 
We hope with this communication and security upgrade it will 
improve our communication channels, provide faster response 
times to residents’ needs, improve monitoring capabilities to deter 

incidents of abuse, theft, and unauthorized access. We believe 
these changes and enhancements to our facility will operate more 
efficiently. We have also embraced automated call out systems for 
shift replacement. We have found shifting to this type of staff 
replacement system has given us an opportunity to allocate time to 
other tasks that need to be addressed. As technology grows Elm 
Grove continues to be dedicated in embracing all the nuances that 
will promote the betterment of the care of our residents.

EQUITY AND INDIGENOUS HEALTH
Elm Grove Living Centre recognizes its role to play in promoting 
equity and Indigenous health. We as an organization are committed 
to providing an environment that supports fairness, inclusivity and 
diversity. We continue to review our policies and practices to 
ensure they are aligned with our values and vision related to equity. 
Our plan to provide cultural competency training will allow 
increased awareness, sensitivity and understanding of the unique 
needs, experiences and perspectives of all communities.  We also 
plan to engage the indigenous communities to partner with them to 
participate in meaningful dialogue about the health care needs and 
priorities of Indigenous leaders. As an organization we want to 
improve and understand better understand their traditions and 
embrace their interconnectedness of physical emotional, mental 
and spiritual well-being within Indigenous perspectives on health.

PATIENT/CLIENT/RESIDENT EXPERIENCE
At Elm Grove Living Centre, our commitment lies in providing 
personalized high-quality care to our residents. We achieved this 
through continuous analysis of feedback gathered from satisfaction, 
surveys, resident and family councils and our dedicated staff. Open 
communication among all stakeholders is paramount in our 
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mission. In our journey to improve resident satisfaction, the 
feedback from our 2023 Resident satisfaction Survey highlighted 
areas of enhancement, particularly in staffing consistency and 
weekend activities. Based on these valuable insights, we will create 
an action plan to address these concerns and further our 
commitment to providing quality care and experiences for our 
residents. 

Staff consistency remains an ongoing challenge for Elm Grove Living 
Centre. Our goal is to ensure all unoccupied positions are filled 
promptly. To achieve this, we’ve forged partnerships with several 
colleges and universities, offering a comprehensive learning and 
mentorship program to attract new recruits. Additionally, our 
agency partners have pledged to provide regular staff members to 
fill full-time and part-time positions temporarily, ensuring continuity 
of care services.  

The Programs Department plays a pivotal role in enriching the lives 
of our residents through recreational activities. Recognizing the 
importance of socialization, stimulation, and emotional support 
we’ve identified a need for more diverse activities especially on 
weekends and evenings. Consequently, we’ve allocated addition 
hours and created part-time positions to bolster our weekend and 
evening programs. We eagerly await the next survey to gauge the 
impact of these interventions on residents’ satisfaction.

Addressing infrastructure challenges is crucial for maintaining the 
quality of life at Elm Grove. In 2023, our focus was on enhancing the 
sustainability of our aging facility. Through various renovation 
projections including remodeling spa rooms, upgrading the deck, 

repairing the roof and improving residents’ rooms, we aim to create 
a more comfortable and modern environment for our residents. 
Additionally, updates such as new office spaces, televisions and an 
upgraded temperature system in the kitchen are expected to 
contribute to an enhanced overall experience for our residents.

PROVIDER EXPERIENCE
As with many organizations, Elm Grove Living Centre has faced 
challenges with staff shortages across all departments. In response, 
we have implemented various strategies to recruit and retain 
talented individuals. Additionally recognizing the importance of 
continuous learning and staff morale, we have invested in sending 
our employees to training programs and initiatives to support their 
ongoing development. Furthermore, we have reinstated our social 
committee to foster a sense of community and celebration without 
our organization.

Elm Grove, like many other organizations, grapples with staff 
shortages. In 2023, we launched an aggressive recruitment 
campaign to address this challenge. Collaborating with colleges we 
established a robust mentorship program aimed at grooming 
students for potential roles within our organization. Many students 
have transitioned seamlessly into Personal Support Worker 
positions at our organization. Additionally, we’ve partnered with 
the CNO with the Supervised Practice Experience Program. We 
hope that with these initiatives will yield more consistent staff.

Recognizing the demanding nature of frontline work, we stand on 
our commitment to supporting and motivating our staff. We 
prioritize continuous learning opportunities to enhance their skills 
and knowledge base. Registered staff members have been 

 4  NARRATIVE QIP 2024/25 Org ID 51430  | Elm Grove Living Centre Inc. 



encouraged to purse credentials such as MDS certification, Infection 
Control credentials, Advanced Skin and Wound Certification, and 
Leadership Courses. We’ve also looked for individuals who want to 
become CPR instructors and a mask fit tester. We hope that 
providing this knowledge their new skills can contribute to our 
organization. Furthermore, by providing them with the tools we aim 
to increase their self-worth and value as a team member. 

In reinstating our social committee, Elm Grove reaffirms its 
commitment to foster a vibrant and inclusive workplace culture, 
The committee plays a vital role in organizing and celebrating 
various events, including holidays, retirements, birthdays, years of 
service recognition and planning events for nursing week. By 
revitalizing this committee, we hope to strengthen bonds among 
staff members and foster a supportive environment.

SAFETY
The organization firmly believes in providing safe, high-quality care 
and this is embedded in our mission, values and vision. We 
prioritize safety and quality in all aspects of our operations, 
reflected in our robust policies, procedures, and proactive 
measures. At Elm Grove, ensuring safety and quality of care is 
critical to our mission. Our dedication to this principle is evident in 
our comprehensive approach to risk management and continuous 
improvement. We hold regular meetings for infection control, 
medication management, clinical programs, occupational health 
and safety. A key aspect for our risk management strategy is the 
development of a risk registry where each department identifies 
areas of concern and implements interventions to mitigate risk. 
Despite our proactive measures we recognize that adverse events 
may occur. When these arise, we utilize platforms like Point Click 
care to track clinical related incidents and when required reporting 
them through mandatory channels or CIS. These incidents were 
thoroughly reviewed during our Professional Practice Committee 
meetings and analyzed by our Quality Improvement team to 
identify gaps, implement interventions and evaluate if they are 
effective. We also continue to support our frontline staff by 
providing with ongoing education such as GPA, PIECES, CPI, U-First, 
Dementia Care, Mental first AID and Dementiability for behavioural 
management providing this support equips our team with the 
necessary skills and tools to prevent injuries.
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CONTACT INFORMATION/DESIGNATED LEAD
Shelley Ann Fangon
Quality and Risk Manager
Elm Grove Living Centre
35 Elm Grove Ave.
Toronto, ON  M6K 2J2
Tel: (416) 537-2465 ext.233
Fax: (416) 537-2468
Shelleyf@elmgrovelivingcentre.com

SIGN-OFF

It is recommended that the following individuals review and sign-off on your 
organization’s Quality Improvement Plan (where applicable): 

I have reviewed and approved our organization’s Quality Improvement Plan on 
March 26, 2024

Dr. Edward Brown, Board Chair / Licensee or delegate

Raquel Legaspi-Labuntog, Administrator /Executive Director

Shelley Fangon, Quality Committee Chair or delegate

Other leadership as appropriate
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