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AIM  MEASURE  CHANGE 

Quality 
Dimension 

Objective 
Measure / 
Indicator 

Current 
Performance 

Target 
Performance 

Target 
Justification 

Planned 
Improvement 

Initiatives  
(change ideas) 

Methods 
Process 

Measures 
Target for Process 

Measures 
Comments 

Resident 
Centered 

 

To increase 
resident 
satisfaction re: 
▪ Personal care 

including 
bathing, 
hygiene, 
safety and 
comfort, 
lifting, 
transferring, 
etc. 

▪ Staff 
providing care 
in a non-
rushed 
manner while 
considering 
strengths, 
preferences 
and needs of 
resident 
allowing them 
optimal 
independence 
at their own 
pace 

Percentage of 
residents 
responding 
positively (very 
satisfied and 
satisfied) to 
Questions 1 
and 7 pertaining 
to personal care 
and receiving 
services in a 
non-rushed 
manner 
 

Question 1 
63% 

(5 of 8) 
positive 

responses 
 

Question 7 
88%  

(7 of 8) 
positive 

responses 
 
 
 
 
 
 
 
 
 
 

 

Question 1 
70% 

 positive 
responses 

 
 

Question 7 
90%  

positive 
responses 

To match best 
performance 
in other 
categories on 
Resident 
Satisfaction 
Survey 

Staff will use touch, 
smiling and eye 
contact to connect 
meaningfully with 
residents 
 
 

Hold an in-service 
to train and 
encourage staff to 
connect with 
residents in these 
ways 
 
Audits completed 
and changes made, 
if needed 
 
 

 

In-service held 
 
 
 
 
 
 
Audits 
completed 

Hold an in-service by 
March 31, 2023 
 
 
 
 
 
May 31, 2023 

We chose this objective 
based on ratings and 
comments from residents, 
as identified on the 2022 
Pleasant Manor Resident 
Satisfaction Survey 
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Performance 

Target 
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Improvement 
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Methods 
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Comments 

      Education that 
requires staff sign-
off and includes: 
▪ personal care 
▪ safe transfers - 

handle with care 
 
 
 

Hold in-services 
using video aids, 
fact sheets, one-on-
one demonstrations 
and Q&A 
 
Audits completed 
and changes made, 
if needed 
 
Create fact sheet 
for new and current 
staff and add to 
staff communication 
binder 

In-service held 
 
 
 
 
 
Audits 
completed  
 
 
Documents 
created 

May 31, 2023 and 
ongoing  
 
 
 
 
May 31, 2023 and 
ongoing  
 
 
May 31, 2023 

 

      Include float 
resource staff 
member to: 
▪ reinforce routines 
▪ support and 

trains new hires 
and agency staff  

▪ advocate for 
resident care 
needs  

Additional 
orientation for new 
staff 
 
 
 
 
GPA Training for 
float resources 
 
 
Advocate for 
residents  
 
 

Changes in 
routines 
documented in 
departmental 
meeting 
minutes 
 
Audits of 
resident care 
completed  
 
% of positive 
responses 
 
 

March 31, 2023 
 
 
 
 
 
 
May 31, 2023 and 
ongoing  
 
 
Ongoing 
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One-on-one training 
for lifts and 
transfers; follow-up 
demonstrations and 
re-demonstrations 
as required 
 
Audits completed 
and changes made, 
if needed 

Training 
completed 
 
 
 
 
 
Audits 
completed 

May 31, 2023 and 
ongoing  
 
 
 
 
 
May 31, 2023 and 
ongoing  

 

 


