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LLoonngg--TTeerrmm  CCaarree  HHoommeess  QQuuaalliittyy  IInnssppeeccttiioonn  PPrrooggrraamm  ((LLQQIIPP))  
~~  UUpp--ddaattee  ~~  

 
The foundation for the government’s commitment to reforming the accountability of the 
long-term care home system is the Long-Term Care Homes Act, 2007. This legislation 
and its regulations, which came into force on July 1, 2010, provide a clear indication of 
the move by the Ministry of Health and Long-Term Care (MOHLTC) to a more resident 
focused and outcome oriented approach to regulating long-term care homes. Since July 
2010, the MOHLTC, in conjunction with its partners, has made real progress in 
implementing key initiatives of the system re-design.  
We are reaching significant milestones in the implementation of the Long-Term Care 
Homes Quality Inspection Program and take this opportunity to communicate the most 
recent changes and developments. 

Please share the information in this LQIP Up-date with your staff,  
Residents’ Council and Family Council.   

 

In this issue of the LQIP Up-date… 
You have already seen significant changes in the way inspections are conducted since 
the Long-Term Care Homes Act, 2007 and Regulation 79 came into force on July 1, 
2010.  There are a few more changes on the way.  In this issue of the LQIP Up-date we 
provide an overview of further changes you can expect as well as a reminder of 
some of the information that has already been shared with you. We also address a 
frequently asked question about the CCAC placement process and provide you with 
contact information for the Managers of the five Service Area Offices (SAOs).  

For a complete description of the new inspection program  
along with educational and reference materials please visit:  

www.ltchomes.net 

Overview of Inspections 
Since July 2010, ministry inspectors have visited LTC homes while conducting the 
following types of inspections to determine compliance with LTCHA on specific incidents 
or issues: 

 Complaint inspections – conducted in response to concerns or complaints 
lodged by members of the public, families, residents etc., relating to resident care 
or home operations [as per Long-Term Care Homes Act, 2007, Section 25]. 
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 Critical Incident (CIS) inspections – conducted to follow-up on mandatory 
reports or CIS submissions where further investigation and/or inspection is 
warranted [as per Long-Term Care Homes Act, 2007, Section 25]. 

 Follow-up inspections – conducted in follow-up to the previous two types of 
inspections where non-compliances have been determined and, following 
implementation of the new annual inspection process (Resident Quality 
Inspection or RQI), in follow-up to Orders left with the home. 

The above three types of inspections have been referred to as “CCF” inspections. 
Because these inspections were started immediately when the LTCHA and Regulations 
came into force and the annual inspection process had not been finalized, the 
processes for conducting these CCF inspections are continuing to evolve.  We are now 
working to ensure that the CCF inspections are aligned with the new annual inspection 
process, the Resident Quality Inspection (RQI), in terms of inspection methodologies, 
the use of Inspection Protocols as well as internal ministry policies and procedures.  

What’s next?  RQI is coming …  
PICB inspectors and staff, together with staff from Dr. Kramer’s Nursing Home Quality 
(NHQ), which was hired to assist the ministry in designing the Ontario system, have 
been very busy adapting the U.S. Quality Indicator Survey (QIS) methodology to 
Ontario. The result is the new system to be used for annual inspections called the  
Resident Quality Inspection or RQI.   
Since the fall, our Master Trainers (PICB inspectors specially trained by NHQ) have 
been providing intensive training to our inspectors in a five-week training process: a 
week of classroom training, followed by on-site supervised “mock” inspections, followed 
by adherence testing resulting in certification. To date, approximately 40 inspectors 
(50%) have completed the training. The goal of the Branch is that all inspectors be 
certified in the RQI process by April 30, 2011.  
 

Reminder! 
For an overview and background on the types of inspections,  

please refer to the FACT SHEET on the New Inspection Process distributed in July 2010.   
Available at:  www.ltchomes.net 

Volunteer sites for RQI mock inspections 
We acknowledge the LTC homes which volunteered to be training and test sites for the 
RQI. Since the original list was created and posted in April 2010, circumstances have 
required us to adjust the list somewhat. Because this initial round of training current 
inspectors is continuing through to April 2011, contact with volunteer homes is on-going.  

Your assistance and participation is appreciated – we extend our sincere thanks! 
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Timelines for RQI implementation 

Provincial roll-out of RQI (annual inspections)  
First inspections: Week of January 31, 2011 

We are now rolling out the RQI.  Not only are inspectors getting trained and certified, 
our electronic systems have also undergone significant developments and up-grades in 
order to allow for the required technology-enabled tools and solutions to support the 
new inspection process.   
The roll-out across the province will be staggered, occurring in waves, for two major 
reasons: (1) groups of inspectors in the SAOs currently continue to undergo training and 
certification in the RQI; and (2) inspection visits are unannounced, therefore it would not 
be feasible to focus on one geographic area at a time for roll-out and implementation. 
We will however, continue to provide training and education to LTCHs in the form of 
webinars, webcasts and postings on ltchomes.net to support understanding of the new 
inspection methodologies and processes. 

Up-coming Teleconferences and Education 
 Questions & Answers session ~ follow-up to November 2010 webcast on 

“Understanding your Inspection Report and Orders”. 
Two teleconferences have been held to answer questions that may have arisen from 
November’s recorded webcast and your use of the materials. The Q&A sessions 
which took place on February 3rd and 10th, were very well-attended with participants 
asking excellent questions on a variety of inspection-related topics. Thank you for 
your participation! 

 RQI Education ~ more training and education sessions are being planned. Webinars 
and webcasts will be available in the near future – information is forthcoming. Please 
stay tuned! 

Major Changes to Inspection Processes and Practices 
 Communication with Operators/Administrators while conducting inspections – 

during the course of your previous Compliance Reviews, many of you were 
accustomed to open communications with your Compliance Advisor in the form of an 
informal report at the end of each day on the progress of the Review or an indication 
of potential problem areas; with the implementation of LQIP, and particularly the RQI, 
you will see this practice cease.  
Some Operators and Administrators have noted differences in their relationship with 
inspectors and have questioned the change in communication patterns. Please 
accept our assurance that we are committed to conducting all inspection visits with 
high standards of professionalism, in keeping with the Code of Professional Conduct 
set by the Ontario Public Service as well as education and training in communication 
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standards and the etiquette of conducting inspections which have been provided as 
part of our training plan. Our inspectors are expected to conduct themselves in a 
cordial and respectful manner at all times. The new inspection process however, is 
necessitating some change in the relationship between LTC homes and inspectors 
because of the requirements of the Legislation, the very prescriptive inspection 
methodology and a different approach from the previous inspection system to 
gathering and analyzing information and reaching conclusions about a home’s 
compliance status. We continue to encourage Administrators to discuss any 
concerns they may have related to an inspection with the inspector or the Service 
Area Office Manager.    
During the RQI, inspectors cannot anticipate or predict non-compliances during 
Stage 1 of the inspection – the inspection outcomes are designed to be driven by the 
Inspection Team’s analysis of evidence and information gathered during Stage 1 (in 
the form of resident, family and staff interview results, documentation reviews, 
provincial threshold values for specific items and other objective information); 
therefore, individual inspectors cannot discuss potential results or anticipated non-
compliances with Operators and/or Administrators until the progress of the inspection 
has come to its full conclusion. 

Please note: exceptions to the above will occur where inspectors identify a high-
risk situation which requires immediate action by the home – in these situations 
Operators and/or Administrators will be notified immediately. 

 Inspections in Teams – homes will see 3 or 4 inspectors arrive as a team on Day 1 
of the RQI; conducting the inspection as a co-ordinated team is one of the 
fundamental aspects of the RQI methodology. Each RQI inspection team will have a 
“Lead Inspector” whose responsibility it is, among other things, to co-ordinate the 
team’s activities; if you have any questions or concerns during your inspection, 
please speak to the Lead Inspector.  
Other types of inspections (complaints, critical incidents and follow-ups) may also be 
carried out as a team inspection involving one or more inspectors, depending upon 
the focus of the visit or the issues at hand.  

 Interviews with residents, families and staff during Stage 1 of the RQI – the 
collection of initial information about the provision of resident care and services and a 
home’s operations is completed through the interview process; almost half (49%) of 
Stage 1 information is collected through interviews; this is a significant change from 
previous review and inspection systems which saw relatively little systematic 
communication between Compliance Advisors and residents, families and staff.  

 Collection of staff contact information by inspectors – when formally interviewing 
or speaking to staff during any type of inspection (CCF or RQI), inspectors may 
request staff contact information, a home or personal telephone number for example, 
for the purposes of later independently verifying facts or collecting additional 
information; this is an important component of the inspection process and one which 
Operators and/or Administrators as well as home staff should anticipate will occur 
with more frequency during the course of inspections. 
The powers of inspectors come from Section 147 of the Long-Term Care Homes Act, 
2007; inspectors have the authority to access or request information they require to 



 

LQIP Up-date ~ February 2011 
Page 5 of 6 

carry out the inspection, which also gives them the authority to interview staff and 
request personal information; the collection, storage, use and disclosure of 
information will occur in keeping with all applicable provincial privacy requirements 
[PHIPA – Personal Health Information Protection Act, 2004; and FIPPA – Freedom of 
Information and Protection of Privacy Act, 1990].  

 Inspection Protocols – when the CCF inspections were first introduced, Inspection 
Protocols (IPs) to support the inspection process were developed and shared with 
you on ltchomes.net  [please refer to July 19, 2010 Memo from Tim Burns, Director, 
PICB entitled “Inspection Protocols available for LTC home sector use”]; the IPs are 
currently undergoing further development to better reflect inspection requirements for 
all types of inspections as well as to better align with the RQI process.  Revised and 
up-dated IPs will be posted on www.ltchomes.net once the IPs are tested in the field 
during the first few RQI “inspections of record”  – please watch for a notification 
before the end of March 2011.  

 Following up on Non-compliances issued under the previous inspection 
system (prior to July 1, 2010) – during this period of implementation of the new 
legislation and re-designed inspection system, to ensure continuing accountability 
and regulatory compliance, ministry inspectors must follow-up non-compliances 
issued under the previous legislation and inspection system and indicate current 
status in relation to the LTCHA and Regulation 79. In order to determine status of 
compliance and either close out or re-issue an item, inspectors must refer back to 
previous legislation as well as the Standards and Criteria in the LTC Homes Program 
Manual.  
In their Inspection Reports, Operators and Administrators may therefore see 
reference to previous Standards and Criteria or provisions of legislation/regulations – 
this will continue to occur during the period of implementation and transition until all 
follow-up inspections to previously cited non-compliances are completed and all 
items closed, resolved or brought into compliance.  

We will share more examples of up-coming changes during RQI education and training 
sessions.  

LTC Home Placement Issues 

What is the role of the CCAC and the ministry Service Area Office when a LTC 
home refuses an applicant? 
We take this opportunity to clarify the existing policy. It is the expectation of the ministry 
that the LTC home and the CCAC work together to address and resolve the issues. In 
exceptional cases where the CCAC has reason to believe that the LTC home may not 
be meeting its obligations under the LTCHA and Regulations, the CCAC may turn to the 
relevant SAO.  In those situations the responsibility of the SAO is to determine if the 
LTC home is complying with the provisions of the LTCHA; if non-compliance is found, 
the SAO can take any number of actions available, up to and including issuing an 
Order. 
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Contacting the Ministry 
Do you have questions, concerns or issues regarding your inspection 
experience? 
If you want to speak to someone at the ministry about your inspection, please contact 
either the inspector who conducted the visit OR the Manager of your respective Service 
Area Office (SAO). Your SAO Manager will be pleased to discuss your concerns and 
help resolve any issues arising.  
As a reminder, below please find contact information for all five SAOs: 

SAO Manager Contact information 

London Kim White  
 

Toll-free: 1-800-663-3775 
Kim.L.White@ontario.ca  

Hamilton Ann-Marie Case  
 

Toll-free: 1-800-461-7137 
Ann-Marie.Case@ontario.ca  

Toronto Mary Diamond Toll-free: 1-866-311-8002 
Mary.Diamond@ontario.ca  

Ottawa Carole Comeau Toll-free: 1-877-779-5559 
Carole.Comeau@ontario.ca  

Sudbury Linda Toner Toll-free: 1-800-663-6965 
Linda.Toner@ontario.ca  

 
 

 
Thank you for your continued patience and co-operation as we all work together  

through this period of transition and system changes. 
 

 
 

*** 


