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OVERVIEW
Wellington Terrace is a 176 bed long term care home operated by 
the County of Wellington.  Wellington Terrace's Mission Statement 
is "Together our team is committed to providing compassionate 
care honouring the unique needs of each resident."  

As referenced in the Canadian Institute for Health Information, 
84.2% of residents living at Wellington Terrace have a diagnosis of 
dementia; 13.2% have congestive heart failure; 55.6% of residents 
are older than age 85 and 5.9% residents are younger than 65.  
69.5% of residents are women. Residents are coming to live at 
Wellington Terrace more frail and further along in their aging 
process.  As a result, we are supporting more residents with 
palliative care and there is benefit to building the relationship with 
resident and family in order to provide them the holistic support 
that they require through the end of life journey.

Wellington Terrace has 6 resident neighbourhoods with 28-30 
residents living on each area.   We believe that resident and family 
satisfaction is higher when residents are grouped together with 
other residents of similar care needs. We have three 
neighbourhoods with a dementia care focus, two neighbourhoods 
that serve residents with more complex, heavy physical care and 
one neighbourhood that serves those who are more mobile with 
less cognitive impairment. Our home is committed to ensuring that 
we follow best practice guidelines in geriatric care and meet their 
needs wherever they reside.  As such, we have a strong focus on 
falls prevention, skin and wound management, dementia support, 
continence care and infection control. Each of these programs are 

led by an RN champion who guides the team in setting goals and 
implementing best practices. We are continually auditing our 
practices and using other homes in our region and across the 
province as a benchmark for quality

We have learned in our work over the years that quality 
improvement is an ongoing process.  Our achievements are rooted 
in an interdisciplinary approach where teams build on the work 
from the previous year by reviewing outcomes, trialing potential 
solutions, and collaborating across the home to ensure that staff 
embraces the change ideas.  These efforts prepare us to advance 
our quality outcomes annually.

Our Quality Improvement Committee meets 6 times a year to 
review our progress on quality improvement activities. 
In addition, the Clinical Practice team which is comprised of the 
Medical Director, Pharmacist, Dietitian, Physiotherapist and the 
nursing leadership team meet to review and evaluate policies and 
procedures relating to the medical care that the residents receive 
and recommend best practices for implementation in the home.

REFLECTIONS SINCE YOUR LAST QIP 
SUBMISSION
Falls Prevention
Wellington Terrace has maintained a minimal restraint philosophy 
that respects the autonomy, quality of life and preservation of 
dignity for all residents. Our falls rate is higher than the provincial 
average in large part because we use minimal restraints in our 
home.  The definition of a fall we maintain at Wellington Terrace is 
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“A fall is any unintentional change in position where the resident 
ends up on the floor, ground or any lower level; included are 
witnessed and unwitnessed falls whether there is an injury or not” .  
We employ many strategies to reduce falls or decrease falls with 
serious injury but we know that all falls cannot be prevented.  Our 
journey to reduce the number of falls has been driven by a 
committed 'Falls Prevention Team' and builds on efforts of each 
year to strive for quality improvement. We employ several initiatives 
to assist us in reducing our overall falls and in particular our falls 
with serious injury. Hourly purposeful rounds occur on the 
neighbourhoods using the acronym “CARES”, direct care staff 
addresses the following areas when observing the resident: 
Comfort, Anticipating needs, Repositioning, Elimination and Safety 
and Sensitivity. In addition, a post fall huddle provides structure for 
the interdisciplinary team to do a root cause analysis of a fall and 
develop a plan to prevent further falls in the future. The Falls team 
implemented a bed height initiative to ensure when residents were 
not in bed, the height of the bed was left at an appropriate height 
for the resident occupying the room following the completion of 
care or when remaking the bed.  Ensuring the bed is set at an 
appropriate height has reduced the number of falls when residents 
wish to lie or sit down. We also initiated a bed pendant strategy so 
that only residents capable of safely operating bed controls have 
access to the pendants in order to reduce the hazard of 
compromised bed positions. The home promotes the use of hip 
protectors, high/low beds, fall out mats, night lights and kevlar 
sleeves to assist in the prevention of skin tears.
In 2022, the home will continue to focus on falls prevention. We will 
be collaborating with families and volunteers to increase their 

awareness and education on falls prevention strategies through 
brochures and our website.

Behaviour Supports 
Ten years ago the Ministry of Health and long term care provided 
funding for homes to have dedicated staff to participate in the 
Behaviour Support Programme. The purpose of this programme is 
to provide coaching and support to our teams on best practice care 
strategies to most appropriately respond to residents with 
responsive behaviour. We have a dedicated Personal Support 
Worker and Registered Practical Nurse who are committed to 
ensuring this programme serves all residents of Wellington Terrace. 
Their role is to assist residents in their transition to the home, 
identify Montessori based activities that the resident may be 
interested in to give them a sense of purpose and meaning as well 
as educate staff and build capacity in the way of skills, strategies 
and approaches to support the resident. To ensure a consistent 
level of knowledge for all staff, Wellington Terrace has endorsed 
Gentle Persuasion Approaches (GPA) training in our education plan. 
In 2022 120 staff will complete their GPA training. This education is 
conducted by our responsive behaviour RN and community based 
Psychogeriatric Resource Consultants who teach staff how to use a 
person-centred, compassionate, gentle persuasive approach and to 
respond respectfully with confidence and skill to challenging 
behaviours associated with dementia.  We believe this investment in 
our staff produces a consistent approach to care and compliance 
with best practices. 

Wellington Terrace has put strategies in place for those residents 
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who have responsive behaviours when receiving personal care.  
These behaviours may include verbal or physical interactions or 
sexual disinhibition. We use the term responsive behaviors because 
we believe that the resident is responding to something in their 
environment that is causing the behaviour. As such, our care staff 
become detectives by trying to determine what is causing the 
behaviour. It could be that the resident is in pain, is too warm, 
hungry, has an infection or there is too much noise in the 
environment. The staff develops an understanding of what triggers 
the resident’s behaviour and what strategies can be put in place to 
mitigate the behaviour. We recognize that the resident is not able 
to change their response so we must alter the environment, 
approach or care strategies. We educate staff on the ‘stop and go’ 
approach as guided by Gentle Persuasion Approaches, where staff 
begin care but if the resident is distressed the staff member will 
stop the care and return again to complete the task.  
Wellington Terrace accesses geriatric psychiatry expertise through 
the Geri Med Risk Programme as required.

The home continues to monitor the use of antipsychotic medication 
with the goal of reducing or eliminating this medication whenever 
possible. We recognize that there are instances where antipsychotic 
medication is required in order to manage risk or maintain the 
resident’s dignity due to the distressing responsive behaviour they 
have as a result of cognitive impairment. 
Throughout the pandemic there was an increase in the use of 
antipsychotic medication. This increase can be attributed in part, to 
the number of admissions being admitted in the crisis category 
from hospital. These individuals were more likely to be admitted 

with an order for this type of medication or require it due to 
behaviours that were not well managed. In addition, our behaviour 
supports team was redeployed to do direct care duties and 
consequently they were not able to focus on the medication 
reduction plans. 
As part of our 2022 Quality Improvement Plan we will continue to 
have the Clinical Practice Team and Behaviour Supports Team 
review this medication use and reduce it whenever possible. Staff 
education will focus on the implementation of non-pharmacological 
interventions as well as the therapeutic use and risks of 
antipsychotic medication.
Emergency Department Avoidance
We are proud of our ongoing commitment to reduce emergency 
room visits for residents whenever possible. Our low rate of 
transfers can be attributed to the excellent assessment skills of our 
team who proactively implement interventions as well as the 
availability and support of our Medical Director. We have mobile 
xray, visiting laboratory service and clinical expertise to manage 
most issues that arise. When a resident has a fall with injury making 
a trip to the emergency room unavoidable, the home collaborates 
with our acute care partners to ensure a smooth transition back to 
the home. 

Our palliative care program ensures that residents are able to stay 
with us in the Home during their last days. Our staff have training in 
pain and symptom management and access to medications 
required for palliative care onsite and available for use at any time.  
This knowledge translates to a positive end of life experience for the 
resident and families feeling supported during a very difficult time. 
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Waste Diversion
In the summer of 2021 we were approached by the Circular 
Innovation Council and Our Food Future of Guelph Wellington to 
take part in a waste diversion trial project to remove food waste 
from the landfill.  In November of 2021 we started to sort our  
waste into 3 categories which included Garbage, Recyclables and 
Compostable waste.  In each servery and in the main kitchen we 
collect the items and they are brought to our waste area.  
All compost is placed into large commercial size green bins that are 
lined with compostable liners.  These containers are collected 
weekly and taken to a composting company in Arthur.  We are 
diverting an average of 10-12 large bins each week out of landfill 
and have greatly increased the amount of items recycled as well by 
providing clear direction and support for staff.  The staff are very 
enthusiastic about the project and were on board from day one.  
All cardboard and recyclables are placed into the recycling 
collection containers we have and are also picked up weekly. 
We have been able to cut back on waste going into the landfill from 
the Terrace by about 1/3 each week.  We are hoping that the pilot is 
adapted into a permanent process. If it does move forward, we are 
hoping to expand the program by collecting more items that are 
accepted by the composting facility such as paper towels and 
newspapers.

PATIENT/CLIENT/RESIDENT PARTNERING AND 
RELATIONS
Members of our Management team are invited to attend both 
Family and Resident Council to share organizational and quality 

improvement goals, as well as updates on the delivery of care and 
services. Wellington Terrace has been proactive in our approach to 
ensure the information shared at these forums is as meaningful as 
possible.  With an increased number of residents identified with a 
dementia long term care homes are challenged in keeping our 
residents informed about details regarding their care delivery and 
opportunities for sharing their concerns.  Along with the use of 
suggestion boxes for family and resident use, our Nutrition Services, 
staff will share verbal feedback on level of satisfaction they 
observed so we can be proactive in making improvements around 
food preferences and service. 
Families and residents are provided with regular updates on our 
quality improvements efforts through newsletters, displays and 
Resident and Family council meetings.

Our Resident Council meeting includes highlighting one of the 
Resident Bill of Rights each month. We provide examples through 
policies and daily practices of how our efforts are bringing the Bill 
of Rights to life.   

Wellington Terrace takes a proactive approach when supporting 
families struggling with admission or with their own medical 
challenges.  We recognize that many of our families have 
experienced stressful times leading up to the eventual admission to 
long term care.  By meeting and communicating regularly, we have 
a greater chance in establishing a care giver support.  Our social 
worker supports a number of families struggling with admission as 
well as offers a spousal support group.   
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Wellington Terrace conducts a preadmission interview with resident 
or care giver to establish a smooth transition to the home by clearly 
understanding preferences and methods to successfully provide 
care.  This has reduced the stress for both resident and their family 
member.

PROVIDER EXPERIENCE
All of the care and expertise that is required to care for these  
vulnerable residents takes a very special person. The job is 
physically demanding, quick paced and no two days are the same. 
Our staff need to be flexible, creative and compassionate at all 
times. 

Communication within our teams is very important so that all staff 
have the opportunity to provide input into decisions that affect 
them. Weekly team meetings and monthly departmental meetings 
are held so that teams can work through decisions that impact their 
day to day work. 

In 2020 the home implemented an online learning portal called 
Surge learning. This allows staff the flexibility to complete education 
at a time that is most convenient for them and ensures that they 
can quickly access the information they need in order to do their 
job safely.

Our Registered Staff take the leadership role on our various 
committees. These teams are made up of management team, direct 
care staff as well as housekeeping, nutrition services and recreation 
therapy. This allows all members of the team to make decisions and 

be engaged in issues that affect them day to day. Being involved in 
making decisions regarding policies and practices leads to greater 
engagement of staff. They “buy in” to policies and have a vested 
interest in ensuring that the team is following best practices.

The use of technology allows staff to be more efficient in 
completing the mandatory documentation for the Ministry of 
Health while at the same time releasing time to care and be at the 
bedside of the resident where we are most needed.

We recognize that our staff are our most valuable asset and 
through them we are able to provide excellent care to the residents 
we serve.

Throughout the year we support many students in completing their 
placement hours. These placements can be groups of students or 
individual students completing their last clinical experience prior to 
graduation. We have strong connections with local schools and take 
on a variety of student placements including personal support 
worker, life enrichment, registered practical nurses and registered 
nurses. Staff volunteer to mentor and train these students, while still 
completing their daily duties. This helps the students to build both 
their tactical and communication skills. Staff are happy to share 
their knowledge and show the students how rewarding a career in 
long term care can be.  Once a student experiences a placement 
here, they usually want to join the team for a variety of reasons, 
including the quality of care they are able to provide to the 
residents and the support from staff.

RESIDENT EXPERIENCE
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Residents in Long Term Care were challenged with increased 
isolation due to infection control requirements in the first wave of 
the pandemic. The Home swiftly implemented opportunities to 
connect virtually with friends and family through the use of ipads. In 
addition, the home built a heated shelter around two windows so 
families could continue to have a window visit even during the 
winter months. 
Wellington Terrace is a 'Music and Memory' certified home.  Music 
and Memory helps people living with a wide range of cognitive and 
physical challenges to find renewed joy through musical favorites. 
Music can transport an individual to another place and time often 
unlocking fond memories from our youth or special events in our 
lives.  Personalized playlists are created in consultation with the 
resident or their family and the resident is provided with an ipod. 
There is no cost for the resident to participate in the programme as 
donations cover any expense. In 2022, our 'Music and Memory' 
initiative continues and currently 22 residents are participating in 
the programme. In addition, music is used to facilitate mutual 
support groups such as java music programme.  Music and memory 
devices have also been added at bathing time and used when 
residents are at end of life.  During pandemic recovery we are 
looking forward to returning to larger social programmes including 
birthday and Christmas parties, special events, summer markets and 
campfires as well as resident family celebrations. These celebrations 
are enhanced with live music provided by volunteer and/or paid 
musicians and entertainers.  In 2022 the home has engaged a Music 
Therapist as well as offering a drumming musical programme to 
residents. 

In our 2021 Resident Satisfaction Survey 98% of residents stated 
they were satisfied with how well staff listen to them.  In addition, 
99% stated that they can express their opinions without fear of 
consequences and 100% would recommend Wellington Terrace to 
others. We are proud that 100% of the respondents to the annual 
satisfaction survey responded that they feel the home provides an 
environment that promotes client safety and 100% of respondents 
would recommend the home to others.

CONTACT INFORMATION
Peg Muhlbauer
Assistant Administrator
Wellington Terrace Long Term Care Home
474 Charles Allan Way
Fergus, Ontario

519.846.5359 ext 7244
pegm@wellington.ca
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