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On behalf of the Valley Manor Board of Directors, Residents, Staff and Volunteers, we welcome you to Valley Manor.

Valley Manor was incorporated in 1978 for the sole purpose of providing a home for persons who require the support of long-term care services. It is a private, non-profit, 90 bed long-term care home that is regulated under the Ministry of Long-Term Care and is fully accredited.  
Valley Manor is deeply rooted in the heart of the Madawaska Valley, proudly serving individuals and families from Barry’s Bay, Combermere, Wilno, Killaloe, Madawaska, Whitney and the many smaller rural communities that make up our region. Our home reflects the spirit of the valley—neighbourly, resilient, and connected—and we are honoured to support the people who have built and sustained these vibrant communities for generations.
We welcome residents from across the region who seek compassionate, person‑centred long‑term care close to home. Whether someone has lived here their entire life, relocated here, or is moving to be near family, Valley Manor provides a warm, familiar environment where community ties are valued and preserved. Our commitment extends beyond our walls: we partner with local organizations, families, and community groups to ensure that the care we provide reflects the culture, traditions, and shared identity of the Madawaska Valley.
At Valley Manor, serving our community is more than a responsibility—it is a privilege. We are proud to stand alongside the people of the valley, offering support, comfort, and continuity of care to those who have shaped the place we all call home.
Valley Manor is dedicated to a person‑centred philosophy of care that honours each individual’s unique identity, preferences, strengths, and life story. We believe that every resident has the right to direct their own care, make informed choices, and participate fully in decisions that shape their daily living experience. Our team works in partnership with residents and their families to develop meaningful, individualized plans of care that support personal goals, dignity, and well‑being. Through ongoing reflection, collaboration, and quality improvement, Valley Manor fosters an environment where each person feels respected, valued, empowered, and supported to live a life that reflects who they are.
Our home is nestled in a picturesque forest setting which is surrounded by nature and wildlife. It surrounds an open courtyard that is accessible to all residents and is the attractive focus in the summer when flowers are in full bloom. The fireplace dining room, assembly room, chapel and library are always bustling with our residents and staff.
We are very happy and pleased that you will be living with us at Valley Manor.  We welcome you with open arms and extend to you our hand of friendship.

Sincerely,
Your Valley Manor Family

   
RESIDENTS’ BILL OF RIGHTS
UNDER THE FIXING LONG-TERM CARE ACT, 2021
[bookmark: P560_18973][bookmark: ys3s1][bookmark: BK6]The long-term care home is primarily the home of its’ residents and is to be operated so that it is a place where they may live with dignity and in security, safety and comfort and have their physical, psychological, social, spiritual, and cultural needs adequately met. Every licensee of a long-term care home shall ensure that the following rights of residents are fully respected and promoted:

Every licensee of a long-term care home shall ensure that the following rights of residents 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 inherent dignity, worth and individuality, regardless of their race, ancestry, place of origin, colour, ethnic origin, citizenship, creed, sex, sexual orientation, gender identity, gender expression, age, marital status, family status or disability.  
2. Every resident has the right to have their lifestyle and choices respected.
3. Every resident has the right to have their participation in decision-making respected.
4. Every resident has the right to freedom from abuse.
5. Every resident has the right to freedom from neglect by the licensee and staff.
6. Every resident has the right to communicate in confidence, receive visitors of their choice and consult in private with any person without interference.
7. Every resident has the right to form friendships and relationships and to participate in the life of the long-term care home.
8. Every resident has the right to share a room with another resident according to their mutual wishes if appropriate accommodation is available.
9. Every resident has the right to meet privately with their spouse or another person in a room that assures privacy.
10. Every resident has the right to pursue social, cultural, religious, spiritual, and other interests, to develop their potential and to be given reasonable assistance by the licensee to pursue these interests and to develop their potential.
11. Every resident has the right to live in a safe and clean environment.
12. 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.
13. Every resident has the right to keep and display personal possessions, pictures, and furnishings in their room subject to safety requirements and the rights of other residents.
14. Every resident has the right to manage their own financial affairs unless the resident lacks the legal capacity to do so.
15. Every resident has the right to exercise the rights of a citizen.
16. Every resident has the right to proper accommodation, nutrition, care, and services consistent with their needs.
17. Every resident has the right to be told both who is responsible for and who is providing the resident’s direct care.
18. Every resident has the right to be afforded privacy in treatment and in caring for their personal needs.
19. Every resident has the right to:
i.     Participate fully in the development, implementation, review, and revision of their plan of care.
ii.     Give or refuse consent to any treatment, care of services for which their 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 their care, including any decision concerning their admission, discharge, or transfer to or from a long-term care home and to obtain an independent opinion with regard to any of those matters, and
iv.     Have their personal health information within the meaning of the Personal Health Information Protection Act, 2004, kept confidential in accordance with the Act, and to have access to their records of personal health information, including their plan of care, in accordance with the Act.
20. Every resident has a right to ongoing and safe support from their caregivers to support their physical, mental, social, and emotional wellbeing and their quality of life and to assistance in contacting a caregiver or other person to support their needs.
21. Every resident has the right to have any friend, family member, caregiver, or other person of importance to the resident attend any meeting with the licensee or the staff of the home.
22. 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.
23. 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.
24. 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.
25. Every resident has the right to be provided with care and services based on a palliative care philosophy.
26. Every resident who is dying or who is very ill has the right to have family and friends present 24 hours per day.
27. 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.
28. Every resident has the right to participate in the Residents’ Council.
29. Every resident has the right to raise concerns or recommend changes in policies and services on behalf of themselves 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 IX, a member of the committee of management for the home under section 135 or of the board of management for the home under section 128 or 132.
IV. Staff members
V. Government officials
VI. Any other person inside or outside the long-term care home.
[image: ]
Strategic Plan at Valley Manor, our strategic plan is like a roadmap that guides how we improve the home. We review it often to make sure we’re moving in the right direction. Our goal is to make sure the plan always reflects what matters most: your safety, comfort, and quality of life.
Resident Satisfaction Surveys: Residents or their Power of Attorney (POA) are requested to participate in an annual Resident Satisfaction Survey to provide feedback on the programs and services provided by Valley Manor.  The results of the surveys are posted on the bulletin board near the front office and copied to the Resident Advisory Council. 
An Action plan is then developed by the staff to ensure recommendations and or concerns are reviewed and where possible changes implemented.  

Continuous Quality Improvement Initiatives – CQI 
At Valley Manor, CQI—Continuous Quality Improvement—means we are always working to make your care and the services we provide to you better. CQI is an ongoing process that involves setting standards, monitoring performance, and making improvements to ensure the care we provide meets the needs and expectations of our residents.
CQI does not “guarantee” quality on its own, but it gives us the tools to manage and improve quality in a consistent and organized way. Our CQI Team provides the structure and guidance for our Quality Management System, which helps us plan, review, and improve the care and services we offer.
We are committed to putting strong quality processes in place so that our residents receive the highest standard of care. The CQI Team leads this work, but everyone—staff, volunteers, board members, and outside service providers—share responsibility for delivering high‑quality programs and continually improving what we do.
The CQI Team also supports ongoing improvements that help increase resident satisfaction and strengthen our relationships with residents, families, and community partners. While the team oversees quality and risk management, every person connected to Valley Manor plays a role in making our home safer, stronger, and better.
 The CQI Team regularly assesses how the home is performing, sets goals, reviews progress, and recommends/make changes where needed. Our policies, procedures, and monitoring practices are shared with residents, families, and other stakeholders so that everyone can be part of building a positive, open, and engaged quality culture.
To support this culture, we use many ways to communicate, gather feedback, and keep everyone informed. Our goal is to ensure that residents feel heard, respected, and confident that we are always working to improve their care and experience.
Quality Improvement Plan (QIP): 

The Excellent Care for All Act (ECFAA) requires that every year, health care organizations including Long-Term Care develop an annual Quality Improvement Plan (QIP) for the following fiscal year and make that plan available to the public.
The QIP is an organization-owned plan that establishes a platform for quality improvement that can be used to harmonize efforts to improve quality of care across the health care system. While each organization owns, develops, and maintains their QIP, organizations share in a common agenda of improving the patient/resident experience that is guided by provincial priorities for high quality care as highlighted in Ontario’s Action Plan for Health Care.
Our current QIP is accessible on the Valley Manor website under the CQI Team.  



Rights of Valley Manor

Resident Responsibilities:
1. To observe the rules and regulations of the home.
2. To treat fellow residents, staff and visitors with courtesy, honesty and respect at all times.
3. To use with care all supplies, linens and furnishings.
4. To leave word, when one goes out.
5. To abide by Valley Manor smoking/vaping policy.
6. Residents or their families are responsible for the purchase of resident’s clothing and other necessary personal articles.
7. To follow the policy and procedure on Food Brought into Facility by Visitors.  

Residents and Family Responsibilities: Residents and Families have obligations and responsibilities to other residents, families and staff. 

Residents/Family Members have a responsibility to:
· Respect the rights and needs of other residents, families, staff, and volunteers.
· Respect the rights of staff to work in an environment which is free from harassment.
· Treat fellow residents and the staff with courtesy and consideration and manage conflict in a respectful manner.
· Respect the diverse backgrounds and interests of others who are different from them.
· Observe Valley Manor policies and procedures and report violations to appropriate staff.
· Give Valley Manor an opportunity to correct a complaint by speaking directly to the supervisor. 
· Report promptly anything he/she feels is a safety concern. 
· Provide truthful information to the staff concerning all aspects of his/her mental, physical and financial status, and of any relevant change in these.
· Visitors are requested not to provide cigarettes or other smoking materials to residents of the home.  Visitors are not allowed to smoke/vape in the courtyard or entranceway.
· Be responsible for personal belongings including repairs to wheelchairs, hearing aids, razors, glasses and dentures belonging to the resident.
· Sign out, in accordance with home’s policy, when leaving the building.
· Ensure that bills are paid on a timely basis.
· Adhere to policies prohibiting gratuities or gifts to staff or any involvement in resident’s personal business matters such as cashing cheques or paying bills.
· Refrain from requesting staff to witness any legal documents.
Abuse Prevention 
Zero‑Tolerance for Abuse and Neglect (as defined under the Fixing Long‑Term Care Act, 2021)
Valley Manor is committed to providing a safe, respectful, and dignified home for every resident. In accordance with the Fixing Long‑Term Care Act, 2021 (FLTCA) and its regulations, Valley Manor maintains a strict zero‑tolerance policy for all forms of abuse and neglect. Abuse or neglect of any resident—whether by staff, volunteers, visitors, or other residents—is prohibited and will result in immediate reporting, investigation, and appropriate action.
Under the FLTCA, abuse includes, but is not limited to:
· Physical Abuse — the use of physical force that causes or could cause injury, pain, or discomfort.
· Sexual Abuse — any sexual contact, behaviour, or remarks toward a resident without consent, or in circumstances where the resident is incapable of giving consent.
· Emotional or Psychological Abuse — any verbal or non‑verbal behaviour that demeans, insults, threatens, intimidates, humiliates, or causes distress.
· Financial Abuse — any misappropriation or misuse of a resident’s money, property, or valuables.
· Verbal Abuse — any form of verbal communication that is threatening, insulting, intimidating, or humiliating.
· Neglect — the failure to provide necessary care, assistance, or attention required for a resident’s health, safety, or well‑being, resulting in harm or risk of harm.
Valley Manor is dedicated to upholding residents’ rights and ensuring their safety. All staff; volunteers, residents, and visitors share responsibility for maintaining an environment free from abuse. Any suspicion or allegation of abuse or neglect must be reported immediately and will be addressed promptly, transparently, and in accordance with the FLTCA and Valley Manor policies.
Accommodation
Valley Manor is designed on one level and is made up of four zones.
Zone 1:  Main entrance with the Main office, Administrator, Activities, Assembly room, and two dining rooms.  
Zone 2:  Rooms 101 – 120
Zone 3:  Rooms 17-32
Zone 4:  Rooms 1-16 

· The fireside dining room is near the front entrance and the second dining room is at the end of Zone 1.
·  There is a sitting area located outside the assembly room called Norah’s nook.   
· The Assembly room is a large room with a chapel.  This area is used for activities. There is a large TV for viewing movies etc. 
· There is a lounge with several chairs and couches near the front office in Zone 1.
·  The exterior courtyard has shaded and unshaded areas for resident/family and visitor enjoyment. 
· Resident rooms are furnished with a single bed, night table, large closet and shared 6 drawer chests of drawers.  
· The nurses’ station has a TV and a large window to watch the wild life.

Accommodation rates are established by the Ministry of Long-Term Care and are subject to change annually on July 1st.  Current rates effective from Summer 2026.

                         Daily          Monthly
Basic               $70.00       $2129.17
Basic rooms are 4 residents sharing one private bathroom.  Privacy curtain separates the two beds.  Each room has a shared window.
 
Semi-Private $ 79.61     $2421.74
2 beds with a privacy curtain and shared window.   Two-piece ensuite bathroom 

Private           $91.58        $2785.56
Private has their own two-piece ensuite bathroom.

Residents are obligated to pay for the basic accommodation charges, including during approved leave of absences from the home.  

Current rates are also posted on the bulletin board by the front office.  Please contact the Resident & Family Service Coordinator at ext. 263 for an Application for Reduction in Long-Term Care Home Basic Accommodation.

Funded Services: Residents of Valley Manor are expected to pay the basic accommodation charge.  This charge is for the cost of food and basic accommodation.  Services to be included in the basic accommodation charge are as follows:

· Nursing and personal care on a 24-hour basis, given by or under the supervision of a R.N. or R.P.N., under the direction of a physician.
· Medical care that is available in the facility.
· Medical supplies and nursing equipment necessary for resident care, including the prevention or care of skin disorders, continence care, infection control and sterile procedures.
· Supplies and equipment for personal hygiene and grooming including skin care lotions and powders, shampoos, soaps and deodorant, toothpaste, toothbrushes, denture cups and cleansers, toilet tissue, facial tissue, hairbrushes, combs, feminine hygiene products.
· Madawaska Valley Hospice Palliative Care offers a loan cupboard open to anyone in the community for equipment.  See page 18 
· Meal service and meals, including three meals daily, snacks between meals and at bedtime, special and therapeutic diets, dietary supplements and devices enabling residents to feed themselves.
· Social, recreational and physical activities and programs, including related supplies, equipment and staff.
· Laundry, including labelling, machine washing and drying of personal clothes.
· Bedding and linen, including firm comfortable mattress, pillows, bed linen, washcloth and towels.
· Bedroom furnishings, such as beds, adjustable bed rails if required, bedside tables, comfortable easy chairs, and where a resident is confined to a bed, a bed with adjustable head and foot.  
· Standard ward accommodation (2 share a room and 4 share a bathroom).
· Cleaning and maintenance of accommodations.
· Suitable accommodation and seating for meetings of residents’ Advisory Councils and Family Councils.
· Use of St. Martha’s room for end-of-life care.  

Additional Goods and Services: As per the Unfunded Agreement, the Home has coordinated a number of contracted Service Providers.  Residents may purchase additional goods and services from their own Service Provider with the exception of Pharmacy Services. Valley Manor Inc. has a contract with MediSystem and all medication is provided by them for our residents. 
Medications are listed in the Drug Benefit Formulary.
Special preparations/devices which may be obtained from the Ontario Drug Benefit Program as interim non-formulary benefits.
Insured devices, equipment, supplies and services available to residents through other programs such as Ontario Health at Home and Assistive Devices Program.
Non-prescription drugs, medication and treatment products and supplies, can be obtained through the Ontario Government Pharmaceutical and Medical Supply Services upon requisition.
Restriction to OHIP Coverage of Certain Lab Work.  
 Most laboratory tests ordered by a physician or nurse practitioner are covered by the Ontario Health Insurance Plan (OHIP). However, some tests may not be eligible for OHIP coverage and may result in a cost to the resident.

When a laboratory test is not covered by OHIP, the resident or their Substitute Decision-Maker (SDM)/Power of Attorney (POA) will be informed of any associated costs and consent will be obtained before the test is performed.

The Unfunded Service Agreement contains more information. Upon admission, the current Purchase of Service fees are provided to the Resident/POA Property.  Any changes to these fees are communicated to them by email, mail and posted on the bulletin board at the front office.

Telephone Directory:  613-756-2643

If you know the extension of the person you are calling, you may enter it as soon as you hear the automated voice.  Remember that if you are a family member of a resident, you can reach the Registered nurse directly ‘24/7’ at extension 235.  If no one answers please leave a message and they will return your call.

Cathy Borutski, Administrator– Ext: 224                          
cathy@valleymanor.org          
Any issues/concerns not resolved by direct staff person/manager.        
                                     
Chantel Brown, Director of Nursing and Personal Care – Ext 263
chantel@valleymanor.org
Nursing care issues not resolved by RN, RPN, or Nursing Coordinator  

Lynn Strack, Nursing & CQI Coordinator – Ext 232
nursingcoordinator@valleymanor.org

Unit Clerk - Extension 221 – Nurses Station – Ext 235 24/7
Book transportation with Barry’s Bay and Area Home Support or our Valley Manor van for Resident appointments, Resident requests or needs.   
                                                   
Physiotherapist – ext. 231   Walking program, wheelchairs and walkers. 		

Jenna Stothers Resident and Family Services Coordinator – Ext: 263
jenna@valleymanor.org
Facility tours, information for those applying for placement at the home, resident admission, room changes, care conference, resident health card renewals, POA or any resident information changes, resident co-payment reduced rate.                                  
	
Lisa Yantha, Manager of Recreation & Volunteers Ext: 225                                                             
lisa@valleymanor.org
Activities Director, recreation program, Volunteer coordination, board room and assembly room bookings. 

Andre Renaud, Support Services Manager Ext: 257      	
andre@valleymanor.org
Resident meals, nourishments, laundry (lost/found items) and housekeeping questions.	

Adaptive Clothing:  Decreased mobility, swelling, arthritis, incontinence and other health challenges often pose a problem in the daily dressing of a resident.  Speciality easy wear adaptive clothing may be recommended to meet this need.  For more information www.silverts.com – 1-800-387-7088 or unit clerk ext. 230.  For more information Smart Care Clothing  www.smart-care.ca 613-276-2985 email karemn@smart-care.ca.   Nursing will care plan if a resident requires adaptive clothing.

Administration Hours of Operation: Regular Business Hours: 8:30 am – 5:00 pm Monday through Friday.  613-756-2643 Extension: 221.  When you visit the building, please stop by the office to pick up your mail.  The mail is filed under each resident’s name. 

Alcohol Beverages: Families may provide alcohol if requested by the resident and authorized by the Physician.  Responsible use of alcoholic beverages may be allowed with a Physician’s written order.  The alcohol must be stored in the medication room and administered by registered staff member.  Residents are not permitted to store alcohol in their room.  We ask that you co-operate with this policy as the mixing of alcohol with medications may produce severe allergic or adverse reactions.

Assistive Devices Program: Basic mobility equipment such as walkers and wheelchairs may be provided to residents on a short-term basis if required.  Families are strongly encouraged to have residents assessed by an Occupational Therapist for equipment specialized to match the resident needs.  The Occupational Therapist will be able to initiate an application to the Assistive Devices Program on behalf of the resident once they have completed an assessment.  This government program may provide assistance for up to 75% of the cost of the assistive device.  For more information, please contact the Physio at ext. 231.

Madawaska Valley Hospice. MVHPC Office at (613) 756-3045 ext. 350
Medical Equipment Cupboard
Madawaska Valley Hospice Palliative Care (MVHPC) operates a used medical assistance equipment service and residents may borrow equipment at no cost.  Many area people have donated a variety of items that they no longer need to MVHPC.  
The equipment is cleaned, stored, and monitored by staff and volunteers at MVHPC.  Equipment includes:  wheelchairs and transport wheelchairs, commode chairs, hospital beds, walkers, raised toilet seats, crutches and canes, bath benches and bath seats.
As with any recycled equipment there will be some cost to maintaining the items in good working order. This program is gratefully supported by community donations.
Hair Salon: Valley Manor’s hair salon is located off the main dining room.  Please note we have a third-party hairdresser.  Appointments are to be arranged through the Front Reception at extension 221.
Please sign the “Unfunded Services Agreement”.  Third party prices are not available.  A signed authorization for Hair Services form is required to initiate the service.  

Building Security:  For the safety and security of our resident’s Specific resident home area doors are alarmed to prevent unauthorized entry or exit.  Please use the main entrance doors to enter or exit the building and be mindful of residents who may attempt to leave the home unsupervised. In an emergency, staff will provide direction regarding alternate exits.

Call Bell System: Each resident’s room is equipped with a call bell that is located at the head of their bed. Each bathroom and every common space have a call bell. To use the call bell, push the red PUSH button and a signal will be set off outside of the resident’s room. A staff member will respond as quickly as possible.

Care Conference:  Within six weeks of admission, an interdisciplinary team, including representatives from various departments, will meet to review and discuss the resident’s initial plan of care. These meetings are typically held on Wednesdays at 9:30 a.m.

The Care Conference provides an opportunity for the resident, family members, and care team to share information, discuss the resident’s goals, preferences, strengths, and needs, and ensure that the care plan continues to reflect what is important to the resident. Any recommended changes or updates to the care plan will be discussed collaboratively.

The resident is encouraged to attend and participate in the Care Conference to the extent they wish and are able. The individual listed first as the resident’s Substitute Decision-Maker (SDM)/Power of Attorney (POA) for Personal Care will be notified approximately one to three weeks in advance of the meeting. If more than one person has been appointed as POA for Personal Care, the notified individual is asked to share the meeting information with the other appointed decision-makers and family members they wish to involve.

Following the initial Care Conference, care plan reviews will be held annually, typically on a Thursday, or more frequently if there is a significant change in the resident’s condition or care needs.

During the Care Conference, the resident’s advance care wishes and directives will also be reviewed with the Nurse Coordinator to ensure they remain current and reflect the resident’s preferences.

When in-person meetings are not possible, such as during a pandemic or other public health event, Care Conferences may be conducted by telephone or virtual meeting.

Caregivers:  Caregivers are deemed visitors who visit the home to provide direct care to meet the essential needs of a resident. Caregivers must be at least 16 years of age and must be designated by the resident or his/her substitute decision-maker (if any). Direct care includes providing support or assistance to a resident which may include, providing direct physical support (for example, eating, bathing and dressing) and/or providing social and emotional support.
Concerns, Complaints and Feedback: We are committed to providing high-quality, resident-centred care and encourage residents, families, caregivers, and substitute decision-makers to share concerns, suggestions, compliments, or complaints at any time.

Residents have the right to raise concerns or recommend changes to policies and services without fear of interference, discrimination, coercion, or reprisal. Concerns may be brought forward on their own behalf or on behalf of another resident.

Whenever possible, concerns should first be discussed with the staff member involved or with the department manager. If the concern is not resolved, it may be brought to the Administrator or designate.

All complaints will be taken seriously, reviewed promptly, and addressed in accordance with the home's complaints process and the requirements of the Fixing Long-Term Care Act, 2021. Complaints involving alleged harm or risk of harm to a resident will be investigated immediately.

The home will acknowledge receipt of a complaint and provide information regarding the actions being taken, any planned follow-up, and anticipated timelines for resolution.

Residents and families may also bring concerns to:

The Residents' Council
The Family Council
The Patient Ombudsman
The Ministry of Long-Term Care

If an individual is not satisfied with the home's response, they may contact the Ministry of Long-Term Care Family Support and Action Line at 1-866-434-0144. Complaints may be made confidentially, and the legislation provides protection from reprisal for individuals who raise concerns or report issues.

Employee Procedure for Responding to Resident/Family Complaints:
1. Employees will bring resident/family requests, suggestions and complaints to the attention of the Administrator and or designate.
2. The Administrator or designate will investigate and respond to same within 10 days, with an indication of possible plan of action.
3. Written documentation of concern/complaint, list of the issue, date received, follow-up action, date of action, resolution if any and date feedback received will be kept on file in the Complaints Binder.  This book is kept in the Administrator’s office.
4. Should a written complaint be received, a copy of the written complaint along with a description of follow-up actions taken will be sent to the Ottawa Long Term Care Division of the Ministry of Health. 

Confidentiality of Residents’ Information and Records: 
 Every employee/volunteer/student/ and or contractor are required to sign a “Pledge? Oath of Confidentiality” form; proven violation of this agreement will result in disciplinary action that may include termination of employment/service.

Consent Directive to Sharing Assessment Data & Personal Health Information (Cyber Security)
Valley Manor is committed to protecting the privacy, confidentiality, and security of all resident information. 
We are constantly working to provide our residents with health care services that meet the needs and enable them to pursue those services at organizations across the province.  In doing so, we may need to share our resident’s assessment data and or personal health information via fax or an electronic sharing system with other health service providers, who must review the assessment data and/or personal health information in order to provide the required services to the resident.  The Home uses secure systems, controlled access, and industry‑standard safeguards to prevent unauthorized access, misuse, or loss of personal data.


The Ministry of Long-Term Care and all Long-Term Care Homes in Ontario are now using electronic assessments records for every resident.  A Consent form is completed on admission and annually in January.  

The sharing of the electronic health care information is done via Clinical Viewer or IAR, collected internally by Valley Manor Inc or provided to Valley Manor Inc. from outside health providers.  Privacy and Your Assessment form is attached. The information is provided to CIHI (Canadian Institute Health Information) for their data collection.

Personalizing Your Room: Residents are encouraged to personalize their living space with photographs, artwork, and other meaningful items that help make their room feel comfortable and reflect their interests, memories, and preferences.
A member of the Front Office team can assist by submitting a maintenance request to have pictures, bulletin boards, clocks, calendars, or other approved items mounted securely. Residents may choose to bring their own photographs and artwork for display. Bulletin boards up to 2 feet by 3 feet may be used, and, where appropriate, Maintenance may assist with mounting additional items that do not fit on the bulletin board.
Residents may also choose to bring personal items such as a wall clock, calendar, radio, or CD player with earphones for their enjoyment.
To help maintain a safe environment for residents, visitors, and staff, items such as storage containers, suitcases, boxes, or other belongings should not be stored on top of closets or in locations that may create a safety risk or interfere with care and housekeeping activities.
While we strive to support residents in making their rooms feel like home, Valley Manor may request the removal or relocation of items that pose a safety concern, present a fire hazard, or interfere with the provision of care. Any such concerns will be discussed with the resident and/or their substitute decision-maker whenever possible.
These guidelines apply to residents admitted on or after November 1, 2012. Arrangements that were in place prior to that date will continue to be accommodated whenever possible and consistent with current safety requirements.

Dentist: Valley Manor does not have an on‑site or visiting dentist. Residents may continue to visit their own dentist, or staff can assist in arranging an appointment with a community dentist of the resident’s choice. Staff will help coordinate transportation when needed and support communication with the resident and/or their substitute decision‑maker to ensure informed consent for all dental care.

Dental Hygienist: Research indicates that there is a direct link between oral health and general health.  Dental Hygienist services for residents are provided by an external provider for a fee. Contact Nomadic Smiles, Mobile Dental Hygiene at 613-602-5403. 

Dietician: Valley Manor employs a Dietician whose key responsibility is to ensure nutritional care is provided to our residents consistent with the Ministry of LTC standards and dietetic professional standards.  The Dietician assesses the nutritional needs of all new residents and then on an ongoing basis, all those residents identified at risk.  

Dining with Family and Friends: Sharing a meal is an important way for residents to stay connected with family and friends. We welcome loved ones to join residents for meals whenever possible.
Due to the size of our dining rooms and limited seating, one guest table is available for each meal service. To help ensure space is available, families are encouraged to contact the Dietary Department (Ext. 227) in advance to reserve the guest table. We can accommodate up to three guests per resident at the guest table.
To support a comfortable dining experience for all residents, we ask that guests do not sit at resident dining tables, as these tables are shared with other residents.
Residents may also choose to share a meal with family or friends in their room. Meals may be enjoyed in a private room or, in a shared room, when the roommate is not present. To maintain comfort and safety in resident rooms, dining guests are generally limited to one or two visitors. A Personal Support Worker will assist by bringing the meals to the room.

Guest meal prices are:
Lunch: $7.00
Supper: $9.00

Payment is made directly to the Dietary staff serving the meal. We appreciate receiving the correct change whenever possible.
In accordance with Public Health requirements, pets are not permitted in the dining rooms. Service animals are welcome in accordance with applicable legislation.

Meal Times: Meals are served in the dining rooms at the following times:
Breakfast: 8:30 a.m.
Lunch: 12:00 p.m.
Supper: 5:00 p.m.

Snack Service: Snacks are provided to residents in their rooms or lounge areas at the following times:
10:00 a.m.
3:00 p.m.
7:00 p.m.

Resident Discharge: At Valley Manor, we recognize that the death of a loved one is a difficult and emotional time for family and friends. Our team is committed to providing support, compassion, and assistance during this period.
Following a resident's passing, the room must be prepared for a new resident in accordance with Ministry requirements. As a result, personal belongings should be removed and the room vacated within 48 hours of the resident's final discharge.
Whenever possible, family members or designated representatives are encouraged to collect the resident's personal belongings within this timeframe. If additional assistance is needed, Valley Manor staff can help by carefully gathering and packing personal items for pick-up at a mutually convenient time.
If belongings remain in the home beyond 24 hours after the room has been vacated, storage or disposal fees may apply. Families are encouraged to contact the Business Office at 613-756-2643 ext. 263 to discuss any questions regarding financial matters or arrangements for personal belongings.

Our staff are available to answer questions and provide support during this transition.

Donations: If you wish to make a donation to Valley Manor, please feel free to contact the St. Francis Valley HealthCare Foundation at 613-756-3044, ext. 217.  In Memoriam donation cards are available at the front office and the local funeral home.  You may select Valley Manor Building or Valley Manor Wish List fund as your desired donation. The Valley Manor wish list is found on the Foundations website.  A tax receipt will be issued by the Foundation.  
[image: Guardian Angel Program]

Nominate your Guardian Angel today by contacting the St. Francis Valley Healthcare

Emergency Preparedness Plan: Valley Manor works in partnership with local and provincial authorities to develop and maintain a comprehensive Emergency Preparedness Plan to support the safety and well-being of residents, staff, and visitors in the event of a major emergency or crisis.
The plan outlines how the home will respond to a range of emergency situations to help ensure continuity of care and the safety of everyone in the home. It is reviewed and updated regularly and is tested through planned exercises to help ensure an effective response when needed.
All staff receive ongoing training in emergency procedures so they are prepared to respond quickly and appropriately in an emergency situation.

Essential Caregivers During Outbreaks: We recognize the important role Essential Caregivers play in supporting residents’ well-being, comfort, and quality of life.
During an outbreak in the home or a specific area of the home, or when a resident is symptomatic, has failed screening, or is in isolation, visitor access may be limited in accordance with Public Health and Ministry of Long-Term Care directives. In these situations, only Essential Caregivers and other designated essential visitors may be permitted to enter the home, as defined by applicable guidance.

If you have questions about Essential Caregiver access during an outbreak, please contact Tina O’Malley, RN, Infection Prevention and Control Coordinator, at 613-756-2643 ext. 232, Monday to Friday.

Ethics: Valley Manor participates in the Joint Ethics Advisory Committee.  

Family Council:  You are invited to join Valley Manor Family Council.  All family and friends of Valley Manor residents may attend.  (Currently we are looking for a family member to Chair the Family Council.)
Contact: TBA

Eight reasons to get involved in Family Council: 1. Keeps you informed on what is going on at the facility 2. Allows you input into decisions and changes in the facility that may affect your family member 3. Enables you to identify residents’ needs that can be met through an organized effort 4. Provides you the opportunity to voice your concerns and become a more informed and effective advocate 5. Gives you an opportunity to meet other families 6. Gives you support and understanding through shared experiences with other families 7. Imparts education through guest speakers and films and the opportunity to learn more about the care environment 8. Lends you an opportunity to use your experience, skills, interests and talents to benefit all residents! 

Lisa Yantha is the Staff Liaison.  She can be reached at 613-756-2643 ext. 225.
Policy Regulation:  Under the Ministry of LTC and the Fixing Long-Term Care Act: 65 (1&2) Every Long-term Care Home may have a Family Council.

Fire Drills/Regulations: Three fire drills per month are required by the LTC bylaw.  When the fire alarm is announced (Code Red and Location) visitors and family members are asked to remain with the resident they are visiting.  Staff will advise resident and visitors whether or not the fire announcement is a fire drill, and will provide instructions on what to do.  During a fire alarm, telephones must not be used.


UPON HEARING FIRE ALARM
	[bookmark: _Toc162165470][bookmark: _Toc163368749][bookmark: _Toc163460495]RESIDENTS
If you are in your room, remain there
If you are in the hallway near your room, go to your room and remain there
If you are in a community room and it is safe to do so, remain there or move to a safe area
The doors will automatically close when the fire alarm goes off. Please do not open the Doors to the area you are in to help keep smoke and fire out.
· Await instructions for evacuation
	[bookmark: _Toc162165471][bookmark: _Toc163368750][bookmark: _Toc163460496]VISITORS
· Stay with the resident you are visiting 
· Close doors to the area you are in to help keep smoke and fire out
· Follow alarm instructions for residents
· Await further instructions from staff



Please take a moment to get familiar with our fire safety procedures.  Fire exits are clearly designated within the facility. Please cooperate with staff members during emergencies. There may be several important reasons why a request is made of you, with little time for a full explanation. 

At the Front Entrance to the building there is a brick wall.  This area is designated as a Fire Access route “NO PARKING” zone. Signs are clearly posted and the route must be kept free to allow access by emergency vehicles. 

Food and Nutrition Services
The Dietary department provides three meals and three snacks daily to our residents, ensuring that therapeutic and texture modifications diets and fluids are followed as per the resident’s diet order.   We take great pride in preparing and serving healthy, nutritious, meals and snacks.  
Menus are posted electronically in both dining rooms.  Residents, staff, family and guests can view a digital rotating Week at a glance menu, meal at a glance, as well as the weekly nourishment menu.  At meals, we offer a verbal/visual choice with alternative choice of beverages, entrees, vegetables and dessert in accordance with the residents specified diet.
Renfrew County and District Public Health Unit regularly inspect the dietary department ensuring that the established guidelines for food handling and preparation are followed.  In doing so, we also meet the established safe food handling and preparation standards established by the Ministry of Health.
 
We are aware that there are times that family/friends may wish to bring in special foods or snacks in to share with our residents however, there is no way for us to ensure that all the required safe food handling and preparation guidelines have been followed.  It is for that reason that we are unable to accept and serve food that was prepared outside of our kitchen.

If you wish to bring in a food or snack item for a specific resident you will need to first speak with a Nurse or Dietary staff member to ensure the resident does not have any dietary restrictions or risks associated with the food item.   

Once approved, we ask that you serve the food item to the resident yourself at the time of your visit and that you take home any leftovers.  Serving food to other residents is discouraged due to the risk involved, as many residents have to be monitored for choking and swallowing problems or have to maintain a special diet.  

We also would appreciate if you would occasionally check the drawers/cupboards in your loved one’s rooms, to ensure that any outdated snacks are removed. 

Regular Foot Care from Valley Manor vs Advanced Foot Care from St. Francis Memorial Hospital 
Regular Foot Care Services such as trimming of toenails and care of the feet is part of Valley Manor’s insured services and will be provided with the resident’s bath.  

When a resident moves in, a Registered Nurse completes a comprehensive assessment of each resident’s health needs, which includes an assessment of the feet and toenails.
If any concerns are identified—such as corns, calluses, thickened or ingrown toenails, or if the resident has diabetes—the care team may recommend Advanced Foot Care Services to support comfort, health, and well-being.
The Registered Nurse, or designate, will share any findings with the resident and/or their Substitute Decision-Maker (SDM)/Power of Attorney (POA) and discuss recommended next steps. Any referrals or services will be arranged in collaboration with the resident and/or SDM/POA.
In an effort to assist residents/families in making arrangements for foot care services, Valley Manor offers the following information: 
1. The St. Francis Memorial Hospital Foot Care Clinic will provide Advanced Foot Care Services, on site, for residents at Valley Manor. There is a fee for this service. The fee is reviewed annually in May. Arrangements for this service can be made through the nursing department at Valley Manor by speaking with the RN or the Unit Clerk. There are other providers in the area that provide advanced foot care.
2. The resident/POA chooses a provider of their choice, we ask that the nursing staff be provided with that information, simply as a courtesy.  Nursing would add this information in the resident’s chart. Call 613-756-2643, extension 235 for the Charge Nurse.
3. Any concerns/problems that arise are to be addressed between the resident/POA and the provider of the service.

Furniture Guidelines: Valley Manor is an older facility, and as such was not designed to accommodate the amount of equipment now required for safe resident care and staff safety.
Any electrical equipment brought into the home on or after admission, must be checked by our Maintenance Department to ensure that it is CSA approved prior to using.  

We have established guidelines as to the type of furniture and equipment that may be brought into the facility. We ask for your full co-operation in following these guidelines and keeping our home safe. 
We understand bringing in your loved one’s belongings during business hours can be difficult due to time restraints. We reserve the right to inspect and limit all belongings brought in after hours.  Therefore, you may be asked to remove certain items due to safety of our residents and staff.

Dresser or Bookshelf (Not Both) Plain dresser, no mirror, measuring no larger than: 
Depth of 18" 	Width of 28" 	Height of 32" 

Chairs: Space is very limited and therefore recliners/lazy-boy styles of chair require approval.  A small comfortable chair may be brought in to replace the chair provided in the room and must not have a footprint larger than 24" by 24".  
No other furnishings are permitted.  No wall-mounted shelving is permitted.
No floor lamps No table lamps. The maintenance department will assist as needed. 

My Personhood Summary: This form is completed by the resident and/or their family or Substitute Decision-Maker (SDM)/Power of Attorney (POA) within the first two weeks of moving in.
The information helps the care team get to know the resident as a person—their life history, preferences, interests, values, and what is important to them in daily life. It supports the development of a meaningful, individualized care plan.
With consent, key information from this summary may be shared at the Care Conference by the Nursing Coordinator to support discussion and ensure the resident’s care reflects who they are and what matters most to them.

Income Tax Claims for Residents:  There are three possible options open to residents of Nursing Homes:

1. If the Nursing Home pays municipal taxes the resident may claim his/her accommodation/monthly maintenance costs as a property tax credit.  
Valley Manor, as a non-profit, charitable institution has been exempted from paying municipal taxes and this does not apply to our resident
2. At times we have been called by accountants asking for a breakdown between medical expenses/accommodation expenses.  They believe that the resident’s monthly maintenance payment goes towards both accommodation (room and board) and medical expenses.  That is not the case. All of the monthly maintenance payment goes to room and board expenses. The medical expenses are paid for by the Ministry of Health.
3. The last option available to residents is to have a T2201 Form from www.rc.gc.ca  completed.  This is a Disability Assessment form and it will have to be completed by the resident’s physician.  There is a charge for the completion of this form ($75.00 or more).  This form basically states that due to their disabilities/condition they require the services of a nursing home.  Check with your Accountant as the monthly maintenance payments may be claimed as an expense related to their disability.  		

Residents will receive an “Annual Accommodation Summary Report” by the end of January, showing what they have paid for the previous year.

Infection Control: Infection control programs are designed to prevent, identify and manage infections. The best method of preventing infections is by proper hand washing “Just Clean Your Hands”.  In order to protect residents from infections, staff wash their hands often, following the four opportunities for hand hygiene, before and after providing care to a resident, before meals and after using the washroom.  We encourage residents and visitors to do the same.  Hand sanitizing stations are placed at regular intervals in the hallways and in resident rooms.  It is recommended that everyone use sanitizing gel prior to entering a resident room and upon exit as well.  In order to stop the spread of infection, if a resident is ill with respiratory symptoms such as runny nose, fever, cough, chills or with gastrointestinal symptoms such as vomiting or diarrhea, they will be placed on isolation precautions until a diagnosis is confirmed or symptoms pass.  What this means is the resident will be required to stay in their room for a period of up to five days, and anyone providing care to will be required to wear a gown, gloves, and possibly a mask.   Loved ones can still visit, but they may have to gown and glove; the nursing staff will have specific directions from the Infection Control Practitioner and will advise the resident at the time.  We realize this can be lonesome and hard on the resident to have to remain in their room, however it is a requirement in the FLTCA and the Provincial Guidelines in order to protect everyone. 

Inspections:  At a minimum of once per year, the Ministry of LTC Resident Quality Inspectors will conduct a proactive inspection of the programs and services provided.

Intimacy and Relationships: Valley Manor recognizes that intimacy, affection, touch, emotional connection, and sexual expression are a normal part of adult life and personal identity.

We support each resident’s right to express themselves in ways that are meaningful to them, in a safe, respectful, and non-judgmental environment. This includes supporting residents to maintain relationships and personal connections of their choosing, while also ensuring the rights, privacy, and dignity of all residents are respected.

Staff will provide support in a manner that upholds consent, privacy, and individual choice, and will respond sensitively to each resident’s needs and preferences.

Labelling of Clothing: If articles of clothing are brought in or removed, please inform the Unit clerk at the nurse’s station as they keep an up-to-date inventory of all residents clothing.  The laundry department cannot be responsible for lost articles of clothing.   
Unit clerk will take the item to the laundry department for labelling.  Clothing will be returned to the resident within 48 hours of receiving.  

Laboratory Services: Residents POA’s may be required to pay for certain lab tests.  Please familiarize yourself with the Dynacare website.  Prices are subject to change.  The Nurse in charge will inform the resident/POA, of a potential cost when tests are ordered.

If permission has been received from the resident/POA, to pay for the test out of the trust account (Misc.) it will be documented in by the Unit Clerk in PCC.  Please advise the front office to pay the invoice from Dynacare.

Laundry: Valley Manor has an industrial laundry to process the high volume of resident clothes and linens.  Please ensure resident clothing is compatible with institutional laundering techniques (easy care).  Clothing with Velcro, easy closures, larger openings, snap or dome closures, zippers and ease of dressing designs ensure easy and comfortable dressing. Family may choose to wash resident’s laundry, but only if resident is continent of bowel/bladder.  

If family choose to wash resident laundry, please bring in your own small laundry hamper with a lid.  Occasionally, residents clothing may require disinfection during the laundering cycle.  Be aware that the risk is minimal; however, there may be a chance that personal laundry may be affected by the bleach.  When it is noted that clothing is badly stained or worn, articles of clothing will be placed in a bag with a note and the resident/family will be responsible for discarding or removing.  Due to shortage of storage, we ask that families come in every quarter to remove excess clothing from resident closet.  We also ask that you limit the amount of clothing to 6-8 outfits per season.

As part of our infection control policy and procedures when a resident is placed on isolation the residents clothing worn and all linen used during the isolation period will not be sorted by staff and will be washed on the high temp/chemical cycle as per the infection control guidelines.

[bookmark: _Toc162165466]Leave of Absence (Ministry of Long-Term Care Policy) Casual Leave 
[bookmark: _Toc162165467]A casual leave of absence of up to 48 hours per week is available to residents of a long-term care home.  Casual leaves are permitted throughout the year regardless of vacation or other medical leaves taken.  
For calculation of the period for casual leaves, the first day of the week is considered to be Sunday. This leave may be combined with vacation leave to extend the period of time available.

Where possible, two days’ notice should be given to the Registered Staff if the resident will be leaving Valley Manor.  The Release of Responsibility form is signed by resident or Power of Attorney on admission and annually. 

Medical Leave: A medical leave is a leave of absence for a thirty (30) day period, or less, for the purpose of continued hospital care. If the resident is unable to return to the home, the resident or POA must, on or before the thirtieth day of the medical leave, discharge the resident from Valley Manor.  

Psychiatric Leave: A psychiatric leave of absence is for a sixty (60) day period or less, for the purpose of hospitalization for assessment and treatment.  This leave is for the purpose of psychiatric care, not medical care, and requires the attending physician’s authorization, reason and anticipated length of absence from the long-term care home.  If the resident will be staying beyond the allowed days, the resident is discharged from Valley Manor. Both Valley Manor and Ontario Health at Home should be contacted by the resident or POA.

During the above leaves, the resident remains obligated to pay for the same class of accommodation charges that was provided prior to the absence.

When the resident returns from a leave of absence within the timelines outlined above, they will receive the same class of accommodation and the same room that they occupied before the leave. If the resident’s care needs change during their leave of absence, Valley Manor, if necessary, may move the resident to a different area of the home that is better equipped/suited to meet their needs.

Vacation Leave: A vacation leave of absence of twenty-one (21) days in a calendar year is available to residents of long-term care homes. A Vacation Leave is not cumulative.  

A vacation leave can be used only in the calendar year in which it is granted and is not cumulative. Casual leave of absence days may be combined with a vacation leave to extend the period of time available.  When the casual leave is combined with a vacation leave at the rate of 48 hours per week, it is possible to have up to 31 days of combined leave once a year.  

Valley Manor’s policy requires that all leaves of absence, including casual or vacation leaves, must be authorized by the resident’s Attending Physician.

Liability/Management of Resident’s Property: Due to fire and safety regulations, resident rooms cannot be locked.  We are unable to protect resident’s valuables (jewelry, collector items etc.) from breakage or loss.  Therefore, we ask that you do not bring in articles of value. 

Resident’s personal belongings must be insured by the residents themselves.
The Resident/ POA acknowledge that this has been explained and that they understand and agree to release and indemnify the Home, its agents and employees from all claims and liability resulting from:
a) the loss of money, valuables and personal effects unless these were deposited in trust funds
b) the loss or damage to any personal belongings including clothing, jewellery, dentures, glasses and hearing aid
c) any responsibility related to the resident welfare and care requirements when off the premises of the Home, except when such absence includes a staff escort. 
d) any loss or damage or injury to property of the Resident’s family while such property is on the premises of the Home. 

Lost and Found: The laundry department has a lost and found area inside the department.  Please check with the staff.  If articles are not claimed in three months, they will be removed to another area of the home.  If they are not claimed within six months they will be donated to an outside organization.

Mail Delivery:   88 Mintha Street, Box 880, Barry’s Bay, Ont. K0J 1B0
Personalized mail/newspapers will be delivered on Wednesdays.  Outgoing mail should be given to the Office located at the front entrance.  Postage may be purchased at the Office.  Newspaper delivery and billing should be arranged directly with the newspaper company.

Medical Director and Attending Physicians:  Valley Manor Medical Director is Dr. Jason Malinowski.  If a resident has a local physician, that resident retains their primary caregiver when they move into Valley Manor.  If a resident who moves into Valley Manor does not have a primary caregiver, Valley Manor shall appoint one for the resident, in consultation with the Medical Director and Attending Physicians. 

Medications: Prescribed medications are administered by a Registered Practical Nurse (RPN) and or a Registered Nurse (RN).  Under special circumstances a Registered staff may delegate to a Personal Support Worker (PSW)

On admission, Valley Manor will obtain a supply of medications as ordered by the resident’s physician.  The Registered staff maintains a record of the medications that a resident is prescribed and receives.  All reordering of medications and ordering of new medications is taken care of by the nurses in consultation with the resident’s physician.  
The Registered staff will ensure all medications are available for administration to residents.  This includes refills and ordering of new prescribed medication.

All residents’ medication profiles are reviewed upon admission and quarterly thereafter.  This process is completed by the attending physician and a registered nurse.  Please see Pharmacy.

Newsletter- Valley Manor Matters: The quarterly newsletter is distributed by email, mail or can be picked up at the front office.  It is also posted on our website www.valleymanor.org 

Non-Arms Length Transactions for Goods and Services: Pursuant to section 314 of Ontario Regulation 246/22 under the Fixing Long-Term Care Act, 2021 (FLTCA), licensees of long-term care homes (LTCH), are required to report every non-arms length transaction for goods and services provided in every calendar year. 

Non-arms length transaction means a transaction where a licensee spends money to acquire the supply of direct care goods for or direct care services to a LTCH that is entered into between a licensee and an associate of the licensee within the meaning of subsection 2 (4) of the Act.

Direct care services are services provided directly to the residents. Direct care goods are goods used in the provision of direct care services to residents where the goods are used or consumed directly by the resident and required for their care and safety.

Valley Manor does not engage in any non-arms length business relationships. 

Nursing/Medical/ Palliative Care: St. Martha’s Room is available for end-of-life care.  

Outbreaks and Immunizations: It is strongly recommended that family members and visitors not visit during an outbreak when residents in the home are ill with respiratory or intestinal illnesses.  The purpose of this is to protect the resident and families from illness and to prevent the spread of illness within the home.

Family members and visitors should not visit if they are exhibiting cold or flu like 
Symptoms (i.e. runny nose, sneezing, fever, cough, vomiting or diarrhea).  Similarly, children who have been exposed to chickenpox are also asked not to visit.  Residents catch these infections easily; therefore, annual flu shots are strongly recommended for all residents and for frequent visitors to the facility.  Residents are also advised to have a pneumovax immunization.  Please note memos are sent to family by email/mail and are posted on our website.

Parking: Free visitor parking is available.  Please do not park in the emergency vehicle route by the front entrance.  There is a stone wall with a marked “do not park area”.  There are two parking spots against the building for handicapped parking.  Please do not park in the Doctors parking spot.

Pastoral Services: The Roman Catholic mass is celebrated once a month by Fr. John Burchat.  The Holy Eucharist is available twice a month as well as at mass.  Anglican service is celebrated by Nicholas Forte, monthly.  Pastor Doug Kranz represents the Resurrection Lutheran Church, worship services provided once a month.  Marilyn Zehr represents the United Church; services are once a month.  

Personal Hygiene Products: Each resident is provided with a labelled storage container for their personal care items to help keep belongings organized and easily accessible.
All personal care products should be clearly labelled with the resident’s name.
Valley Manor supplies standard personal hygiene products as part of resident care. Residents are welcome to use these products or, if they prefer, may choose to purchase specific brands that better meet their personal preferences or needs.
Our goal is to support each resident’s comfort, routine, and personal choice in their daily care.

Pet Visitors: Pets are welcome at Valley Manor but must follow the rules listed below. If you have any questions please check with the Main Office, Activities or Nursing.

1. Animals must have current vaccinations, be in good health, be of good temperament and should be restricted to household pets.  Animals that have not been house or litter trained are not suitable.  Please present a copy of the animal’s annual vaccinations to the activities department or Nurse in charge. 
2. Animals should be kept clean, and well-groomed to prevent the potential for spread of fleas/ticks, feces, zoological pathogens (disease specific to animals but can be passes on to people).
3. Animals should remain on a leash at all times and in control of the owner to ensure against incidents that may startle the animals and change temperaments.
4. Residents, visitors and health care workers should wash hands before and after contact with visiting animals.
5. Visitors should avoid approaching resident who show signs of fear, or disinterest, in the animal or indicate allergies.
6. Animals are not permitted in the resident dining rooms during meal times.

Pharmacy: Welcome package will be provided by MediSystem by Shoppers Drug Mart.  Call extension 262 for billing.
MediSystem, a division of Shoppers Drug Mart, is a specialized pharmacy with over 30 years of experience in providing pharmacy services to people living in senior living homes across Canada.  As a key member of your health team, we work closely with nursing and medical staff to ensure the highest quality of care and optimal health outcomes.  

Please see the information package that contains the following: 
· Our Commitment to Your Privacy
· Purposes for Collecting and Using your Personal Health Information
· Circumstances in which personal health information may be shared
· Disclosure of Personal Health Information
· Accuracy
· Safeguards
· Your Rights
· Registration Information
· Accounting Information – Payment option
· Consent
· Additional Information 

Admin will fax the completed form to 416-443-6234
med_accounting@imedisystem.com
Mailing address:  246 Consumers Road, Toronto, Ontario M2J 4W8
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Photographs: The nursing department will take a picture of our new resident on the day of admission and at least annually thereafter.  This allows staff to get to know the resident faster and it’s a safety measure for medication administration and evacuation in emergency situations.  Upon admission the resident/POA will be asked to sign an authorization permitting photos of the resident to be taken for such things as newspaper, the website, newsletters, and social media or to be posted in various locations in the Home.

Physiotherapy: We employ a part-time Physiotherapist and Physio Assistant.  For more information, please call ext. 231. 
Primary Provider: Motion is our main mobility‑equipment partner. They provide thorough mobility and seating assessments, offer recommendations when a resident requires mobility or seating devices, and ensure ongoing maintenance and support for all mobility equipment.  

Power of Attorney or Emergency Contact: The resident/designate is asked to identify the person who Valley Manor should notify in case of an emergency.  The resident or his/her next of kin will also be asked if the resident has given anyone Power of Attorney.  Having a Power of Attorney for Property allows the designated person to act on the resident’s behalf in a situation when the resident could not act for his/herself in relation to property and finances.  Power of Attorney for Property can handle the resident’s finances and can sign the admission paper in relation to his/her assets.  
A Power of Attorney for Personal Care can make personal care decisions if the resident is unable regarding, for example, treatments or medical procedures.  Power of Attorney can be designated by a lawyer or by an authorized person.  Valley Manor must be notified of any changes in these agreements.  

If there are legal Powers of Attorney for Personal Care, we ask who will be 1st contact and 2nd contact.  If no Legal Powers of Attorney we advise family members that in cooperation with resident if capable, decided on two names being provided:  1st contact and 2nd contact.  We require name, relationship, full address, email address, work, home and cell phone number.

If either of your listed contacts is away, it is very important that they notify us when they will leave, when they will return.  

Pre-authorized Payment Plan: Monthly resident accommodation can be paid using the pre-authorized payment plan.  Completion of the authorization form and submission of a void cheque or print out from the bank is required.  The pre-authorized payment will be processed on the 1st of every month.  If there are any changes in bank account information, please contact Allison Kelly ext. 223.  

Rate Reduction: On admission when a resident is admitted to Valley Manor Ontario Health at Home provides us with the accommodation type.  If the resident is not able to pay the basic rate, they can apply for the rate reduction under the Fixing Long-Term Care Act 2021.
The Resident and Family Service Coordinator will process the application annually and can be reached at ext. 263.  When you receive rate reduction you are not permitted to split income when a person moves into LTC.

Release of Responsibility Form: Valley Manor strives to provide a home to those who need our care.  During the provision of Long-Term Care, Valley Manor recognizes there will be times that a resident is required to leave the home.  Examples of instances that a resident might have to leave Valley Manor include, but, are not limited to the following:

1. Medical Appointments – both in-town and out-of-town
2. Medical tests – lab work, x-ray, CT scans, scopes, investigative test, etc.
3. Dentist, Denturist, Dental Hygienist
4. Physiotherapy
5. Massage Therapy
6. Hearing Aid Appointments
7. Optometrist/Ophthalmologist
8. Other specialist Appointments
9. Personal Business – visits, banking, celebrations, funerals, lawyers, vacation, casual leave, etc.
10. And, any other reason that a resident may have to leave the property of Valley Manor.

It is our hope to keep all residents safe at all times.  It is not possible to guarantee 100% safety at all times.  Valley Manor requests that the resident (if capable), or the Power of Attorney for Personal Care (if the resident is deemed incapable), sign a release of responsibility for any leave of absence from the home.  This release of responsibility will absolve the management of Valley Manor, its personnel, and the attending physician of responsibility for any deterioration in condition, or accident that may happen while the resident is away.  

Valley Manor will also be notified immediately, by the POA-PC, if the resident is admitted to a hospital during the leave of absence from the Home.

The Release of Responsibility will be signed by the Resident, or the POA, upon admission to Valley Manor.  The form will be reviewed annually in January. 
This signed Release of Responsibility will absolve the Home and its personnel for ALL absences from the Home.  There will be no need to have a Release of Responsibility signed for each individual Leave of Absence.  
(POA-PC if resident is incapable of making decisions) hereby accept the complete responsibility for resident living at Valley Manor while away from Valley Manor Nursing Home.  I absolve Valley Manor Board, Management, Staff, and the Attending Physician of any responsibility regarding any deterioration in the resident’s condition, or any accident that may happen while the resident is away from the Home.  

Residents Council: 
Policy:  There shall be an organized group called the Residents’ Council composed of residents who live at Valley Manor. Every resident has the right to be part of the Residents’ Council.  The Administrator, the Residents’ Council Assistant, and other guests attend council meetings by invitation.
Purpose:  Residents’ Council meetings provide the opportunity for residents to participate actively in matters that affect their daily lives and where they can exercise decision-making autonomy. Councils attempt to cultivate a safe environment that encourages unity, partnership and mutual support, to contribute to increased quality of living for all residents in the home.
 They also provide an opportunity to communicate residents’ concerns to the Administrator, and the other members of the Leadership team when applicable.  Should any issues arise, both parties agree to work together to reach a mutually acceptable resolution.  Meetings will be held the first Thursday of every month at 1:30 pm in the Assembly Room, unless a different date has been arranged prior to the month as per the terms of reference. Residents are encouraged to attend meetings.  Minutes of the meetings are posted monthly on the Residents’ Council Board, which is located outside of the Human Resources office. 

Residents’ Council Members for 2025– 2026
Donnie Palubeskie-President
Gloria Marrujo-Vice President
Rose Trader- Director
Sandra Dombroskie-Director
Calvin Kinder-Director
Mike Gutowski-Director 
Pat Noyes- Director
	 			
Restraints/PASD Policy: For Information Purposes Only (please refer to Restraints/PASD policy for more detailed information as per Mandatory education requirements of Ministry of LTC & Fixing Long-Term Care Act, 2021).
Restraints: Valley Manor promotes a policy of minimal restraint in order to ensure each individual’s right and quality of life.  Restraining using a physical device is considered a “last resort” option.

Restraints are used as minimal as possible because of possible side effects. 
 Restraints can sometimes make a resident:
Feel even more restless, agitated or frustrated rather than safe.
1) Have a higher risk of falls that may cause an injury.
2) Have skin breakdown from being in one position all the time because they cannot get up and move freely, and
3) Have a serious injury that causes death.

Policies and programs that support minimization of restraints include strategies to address residents’ behaviours and Valley Manor Falls Prevention and Management Program.
Valley Manor will ensure that the use of a physical device to restrain is documented and will include the following:
The circumstances precipitating the application of the physical device.
1) What alternatives were considered and why those alternatives were inappropriate.
2) The person who made the order, what device was ordered, and any instructions relating to the order.
3) Consent.
4) The person who applied the device and the time of application.
5) All assessment, reassessment and monitoring, including the resident’s responses.
6) Every release of the device and all repositioning (at least once every 2 hours).
7) The removal or discontinuance of the device, including time of removal or discontinuance and the post-restraining care. 

There shall be no bed waist restraints or wrist restraints in our home.  Valley Manor also prohibits the use of the following: 
Vest or jacket restraints, any device with locks that can only be released by a separate device, such as a key or magnet, four-point extremity restraints, any device used to restrain a resident to a commode or toilet, any device that cannot be immediately released by staff, and sheets, wraps, tensors or other types of strips or bandages used other than for a therapeutic purpose. A restraint is defined under 3 categories:
Environmental restraints: barrier to free movements which serve to confine residents to a specific area; e.g. locked doors. 

Physical restraints: appliances which inhibit free physical movement and which cannot be removed by the person to whom they are applied.  Ex. seat belts if opening if placed in back of chair; bedrails if preventing a resident from getting out of bed; mitt restraints which restrict the hand & fingers to allow arm to move freely. 

Chemical restraints: pharmaceuticals which are prescribed for the specific purpose of altering or inhibiting specific behavior or movement.  

Personal Assistance Service Devices (PASD): PASDs are defined as “a device used to assist a person with a routine activity of living”. A PASD limits or inhibits a resident’s freedom of movement as the resident is unable to release themselves from the PASD; however, it is not defined as a restraint.  
One example of a PASD is a lap belt/positioning belt which prevents residents from sliding out of their wheelchair if they lack the muscle control to stay siting.
If PASDs are to be used, they must be included in the person’s plan of care and only if the following requirements are satisfied:
1) Alternatives have been considered and tried where appropriate but would not or have not been effective;
2) Their use is reasonable in light of the resident’s physical and mental condition and personal history, and are the least restrictive PASD that would be effective; and;
3) Their use is approved by a: Physician, Registered nurse, Registered Practical Nurse, Member of the College of Occupational Therapist of Ontario; or Member of the College of Physiotherapists of Ontario.

Room Bookings – Please contact Manager of Recreation & Volunteers to book the Board Room at 613-756-2643 ext. 225. 
Room Transfer:  
From time to time, a resident may be offered or supported in moving to a different room to better meet their care needs, preferences, or the needs of the home. Room transfers are considered carefully by the care team in consultation with the resident and/or their Substitute Decision-Maker (SDM)/Power of Attorney (POA), where applicable.
The Nursing Coordinator, in collaboration with the interdisciplinary team, may recommend a room change when it is determined that a different room would better support the resident’s health, safety, well-being, or the overall well-being of other residents. The Resident and Family Services Coordinator will work with the resident and/or SDM/POA to support a smooth and respectful transition.
For safety reasons, any significant changes or rearrangement of room furnishings following a transfer require approval from the Administrator or designate.
If a telephone line needs to be transferred, any associated costs are the responsibility of the resident and/or SDM/POA.
We aim to make any room change as comfortable and supportive as possible and will work with the resident to maintain familiarity, comfort, and continuity throughout the process.
Safety-Security
The safety and well-being of all residents and staff is a priority at Valley Manor. Some personal items, including sharp objects such as scissors or knives, may be assessed by the care team to ensure they can be safely used and stored.
If a resident wishes to bring in items of this nature, the nurse in charge will review them with the resident and/or their Substitute Decision-Maker (SDM)/Power of Attorney (POA) to determine safe use, storage, or alternatives where appropriate. In some cases, items may need to be stored safely or not used if they present a risk to the resident or others.
We want residents to feel comfortable and at home, and we encourage families to speak with the nurse in charge prior to or upon admission to review personal items and ensure residents have what they need to support their daily routines and interests.

Policy: Scent Free Environment Awareness Policy: Valley Manor supports the creation of a fragrance awareness program whereby residents, staff and visitors, who access our services, are not subjected to any exposure that can affect their health. All staff and visitors are encouraged to refrain from using, wearing and bringing scented products and materials into Valley Manor. We do not prohibit the use of these products, but ask to limit the use of these items.

Resident Smoking Guidelines: Residents are permitted to smoke outdoors in the designated smoking area. This area is unsupervised; therefore, residents must independently manage their smoking activities and follow all safety requirements.
Visitors: Visitors to Valley Manor are not allowed to smoke in the courtyard and must be 9 metres from the door when smoking. We also as that you not to provide cigarettes or other smoking materials to residents of the home.  

Sign out: Residents are required to sign out at the reception desk whenever they leave the building for any reason, including medical appointments, community outings, or overnight stays. Residents are also required to sign back in when they return to the building.

Telephone Services: Please provide your own telephone.  A telephone jack is available at each bedside.  Arrangements for installation, monthly billing (including long distance), transfer and termination are to be made by the Resident Power of Attorney-Property directly with the Bell Canada.  Bell Canada requires at least one week notice of moving in.  Please remember to advise the Front Office of the resident telephone number.  Should the resident be moved to a different room, any charges with respect to the transfer of the telephone are the responsibility of the POA.
“Field Worker” is required in order to access the equipment room at Valley Manor.  Cell phones work in some areas of the building.

Television: (Residents/POA are required to supply their own television)
You will be required to fill out the unfunded form and authorization form to withdraw money from the trust account monthly. Manager of Recreation & Volunteers at ext. 225 for TV channels

· Flat screen TV’s maximum of 32" measured on the diagonal. If resident is hard of hearing or likes to have the volume turned up, please ensure the TV is equipped with wireless earphones/headphones.
· Residents admitted prior 2015 will be “grandfathered” to the extent possible.
· Resident will need to purchase a Wall mount for the TV or separate TV’s stand.  If it is a shared room and there is already another TV in the room.  If you are the sole resident of a TV, it may be positioned on the resident’s dresser safely.  Effective January 1, 2015 there will be fees applied for Television – rate $9.00 per month

Resident Options Regarding Transportation to Medical Appointments and Personal Outings: 
Residents and or family members are expected to arrange resident transportation and to escort the resident for all medical trips. 
The nursing staff will be contacting you, to inform you of any medical appointments. At that time, you will need to decide which of the options below you wish to arrange.

Please note that Valley Manor will not be held liable/responsible for the residents’ safety, or care, while the resident is off the premises. A “Release of Responsibility” form is signed on admission and reviewed in January annually and must be signed prior to taking the resident out. 

Out of Town Medical Trips to hospital: It is preferred that a family member escorts the resident on all trips.  If the Charge Nurse Ext. #235 determines that an escort is necessary for medical or safety reasons, and the family is not available to escort the resident; therefore, opting for a staff escort. The resident will be invoiced at a rate of $38.00 per hour for PSW and $42.00 for RPN.  RN rates $73.00 at a minimum of 4 hours for all staff.  The rate will be time and half after 7.5 hours.  Barry’s Bay & Area Home Support for a non-medical there will be a charge to resident for out-of-town trips.

Option 1: Family Will Arrange the Ride.  Prior to making a trip and in order to have the resident ready, family will need to inform the Charge Nurse of their departure time, as well as the name and contact number of the person accompanying the resident to the appointment.  The person accompanying the resident will also need to be swabbed during the pandemic.  Please arrive 20 minutes before the departure.

Option 2: Family Request Barry’s Bay & Area Home Support.  It will be determined if a wheelchair access van is necessary (Nurses will make arrangements) Nurses Station Ext. #235
Barry’s Bay & Area Home Support is a Health & Community Service, that offers support to residents of the 
Champlain LHIN which includes Renfrew County. There is no charge to the Resident for using Barry’s Bay & Area Home Support; however, they require a family/friend or hired escort to accompany the resident. 

Local Medical Trips to St. Francis Memorial Hospital (does not include Gamma)
Option 1	Family to take the resident.
Option 2	Family request Barry’s Bay & Area Home Support driver and vehicle - Nurses will make arrangements. Nurses Station Ext. #235 (Home Support) 
Barry’s Bay & Area Home Support is only available for interfacility trips.  From LTC to Hospital.
Option 3   Valley Manor Van and Valley Manor driver - Office Extension #221, 
If Barry’s Bay & Area Home Support driver(s) are not available, and it is necessary for Valley Manor to hire a driver, the resident will be responsible to pay the driver at the current Hourly rate of $20 per hour, plus a flat rate of $15 ($0.55 cents a km beyond 10km). 
	
*If the resident requires a staff escort, the rate fee is $73.00 RN, RPN is $42.00 and PSW is $38.00.  Minimum of 4 hours (refer to above) the rate will be time and half after 7.5 hours 

Please note:  If a staff member is on site, the resident may only have to pay for the time the staff is accompanying the resident.  If a staff member has to be called in from home for this appointment, the cost will be a minimum of 4 hours for RN, RPN or PSW.

Local Personal Outings using Valley Manor Van
Option 1: 	Residents/families can call the Main Office at Ext. #221, Monday through Friday from 8:30 to 5 pm, to book Valley Manor van for personal outings. Valley Manor can only provide personal trips if there is a driver available. The resident will responsible to pay the driver at the current Hourly rate of $20 per hour, plus a flat rate of $15 ($0.55 cents a km beyond 10km). (Time and half if the trip is on a Statutory Holiday)
*If the resident requires a staff escort, the rate fee is $73.00 RN, RPN is $42.00 and PSW is $38.00.  Minimum of 4 hours (refer to above) the rate will be time and half after 7.5 hours 

Option 2: Residents/families can call Barry’s Bay Home Support @ (613) 756-2772 
Other Services in Barry’s Bay - There will be an automatic flat rate of $15- and 1/2-hour driver fee will be applied.   
Trust Accounts -Unfunded Service Agreement – Form A – Appendix Form A attached
Residents can access their trust account during the following hours:  Monday - Friday 8:30 a.m. – 5:00 p.m. 

Trust Accounts can be set up so that residents can securely keep and access cash within the home.  The home will maintain a dedicated non-interest-bearing trust account to which it will deposit money entrusted to it on behalf of residents (maximum $1000 per resident). The resident and/or Power of Attorney for Property may at any time request to see the account to verify resident spending.  Trust account statements are sent monthly to the responsible party. 

When a cash deposit is made to a trust account, you will receive a written receipt for all money received.
Families are able to send electronic funds transfers to add money to a resident’s trust account by sending to finance@valleymanor.org .

The trust account may be used for payment of charges from the tuck shop, upon written authorization in the non-funded service agreement.
If pocket money is important to the resident, we suggest that the residents keep no more than $20.00 on their person. 

Tuck Shop: The tuck shop is operated by Activities staff and is located near the dining room.  The Activities department takes a cart with tuck shop items to the residents’ rooms once a month or upon resident request.
 
Valuables: Management of Resident’s Property Responsibility and Liability
Due to fire and safety regulations, resident rooms cannot be locked.  We are unable to protect resident’s valuables (jewelry, collector items etc.) from breakage or loss.  Therefore, do not bring in articles of value. 

Residents’ personal belongings must be insured by the residents themselves.

The Resident/ Representative acknowledge that it has been explained and that they understand and agree to release and indemnify the Home, its agents and employees from all claims and liability resulting from:

a) the loss of money, valuables and personal effects unless these were deposited in trust funds.
b) the loss or damage to any personal belongings including clothing, jewellery, dentures, glasses and hearing aid
c) any responsibility related to the resident welfare and care requirements when 
off the premises of the Home, except when such absence includes a staff escort. 
d) any loss or damage or injury to property of the Resident’s family while such property is on the premises of the Home. 

Video Surveillance Technology (VS Technology) : Refers to a video, physical or other mechanical, electronic, digital or wireless surveillance system, cell phone or device that enables continuous or periodic video recording, observing or monitoring of personal information about individuals in open, public spaces. The term “Video Surveillance Technology or VS Technology” includes audio devices, thermal imaging technology or any other component associated with capturing the image of an individual. 

Privacy and Surveillance: Video surveillance is used in designated common areas at Valley Manor to support the safety of residents, staff, and visitors. Surveillance is not used to monitor personal care or private activities. No cameras are installed in resident rooms or washrooms. All recorded footage is stored securely and accessed only when required for investigation or safety review.
Resident Room Video Surveillance: Valley Manor recognizes that some families may choose to use personal video monitoring devices in a resident’s room to support safety and peace of mind. To protect the privacy, dignity, and rights of all residents, visitors, and staff, any use of recording devices must follow Valley Manor’s established guidelines, and all responsibilities for installation, operation, and storage of recordings rest with the resident’s family.
Use of personal surveillance equipment requires the informed consent of the resident or their substitute decision‑maker, and must not interfere with care, compromise the privacy of roommates, or capture audio or video of staff or other residents without their knowledge and agreement. Devices must be installed safely, used transparently, and disclosed to all individuals who may enter the room.
Valley Manor is committed to balancing family needs with the rights and well‑being of every person in our home. Our team will work collaboratively with families to ensure that any monitoring practices are respectful, appropriate, aligned with resident‑centred care and follow Valley Manors Video Surveillance Policy.
Video Medical Appointments: Valley Manor is able to arrange video medical appointments for residents when appropriate. This allows residents to meet with their doctor or other health‑care providers by video without needing to leave the home. Staff will help set up the appointment, inform POA, provide the necessary equipment, and support the resident during the visit as needed.
Visiting Hours
 Our regular visiting hours are 8:00 a.m. to 8:00 p.m. to support a comfortable and safe environment for all residents.
We recognize the importance of maintaining close relationships with family and friends. Visits outside of regular hours may be arranged in consultation with the care team to support the needs and preferences of residents.
At end-of-life, we welcome family and loved ones to visit at any time, 24 hours a day, to provide comfort, support, and presence during this important time. Face time/virtual visits, if required, are available by contacting the Activities department.  
Masks are available at the front entrance and are recommended during outbreaks, when visiting an ill resident. Visitors are asked to Donn the required PPE for isolation rooms. The PPE is available at the rooms entrance. 
Volunteers: Please contact Lisa – Manager of Recreation and Volunteers at ext. 225 or apply to be a volunteer online via Valley Manor website. 

Washrooms: Resident washrooms are for their use only, family/visitors are asked to use the public washroom by the Main Office.  

Wireless Internet Service: $6.00/ month 
You will be required to fill out the unfunded authorization form to withdraw money from the trust account monthly (appendix A Trust Authorization).  Requests can be made for this service at the front office.  I.T. will set up the internet.  Only one device is allowed per resident.  No computer or Google home speakers, a cell phone or IPAD only as Valley Manor does not have unlimited data.   Internet & TV together is $13.00 month.  

WIFI: We do not give out the WIFI password as this is for residents only.
Whistle‑Blowing: Valley Manor is committed to a culture of safety, transparency, and accountability. In accordance with the Fixing Long‑Term Care Act, 2021, no person will suffer retaliation, punishment, or negative consequences for reporting concerns about the care, safety, or well‑being of a resident.
Residents, families, staff, volunteers, and visitors are encouraged to report any suspected abuse, neglect, improper care, or wrongdoing. Whistle‑blowing is protected by law, and Valley Manor strictly prohibits:
· Threats, intimidation, or coercion
· Dismissal, discipline, or penalty
· Any form of retaliation against anyone who makes a report in good faith
All reports will be taken seriously, investigated promptly, and handled with respect and confidentiality to the greatest extent possible.
Valley Manor is dedicated to ensuring that speaking up is always safe, supported, and valued.
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