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outstanding care to every person, every day.

We named this publication Community Connections because our success increasingly depends on

creating and maintaining meaningful connections with the communities we serve.

It is more important than ever to establish and support community and partner engagement to

A newsletter for partners of the South East Community Care Access Centre

On behalf of the staff and Board of Directors of the South East CCAC, I am pleased to share our
first edition of Community Connections. We created this newsletter as a means of communicating
the myriad of things we are doing locally and provincially to deliver on the CCAC vision to provide
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identify opportunities that will enable better patient flow and care. Partnerships with the South East Local Health
Integration Network, local hospitals and Community Support Services has led to impressive results in terms of
reducing ALC rates in the southeast but more importantly, this partnership has made it possible for more than 400
of our seniors to return home first where they can make important decisions in the comfort and safety of their

homes.

Over the past year, we have consulted and engaged our clients and partners on
things like our new supportive care model, the development of an ethics
framework as well as our strategy development. I appreciate all of the feedback
we have received and look forward to regularly engaging partners and the
community on the CCAC’s performance and key priorities.

I hope you will find the information informative and useful.

Jacqueline Redmond, CEO

Collaboration improves infection prevention and control

Community partners have recently come together to form The Infection Control
for Community Care Committee (I4C for short). This group has representatives
from the Regional Infection Control Network (RICN), Public Health, South East
CCAC and various service provider groups that support clients for nursing and/or
PSW services, across the South East Region.

The formation of the committee provides a venue for collaboration on community
infection prevention control practises. The objectives of the group are: to provide
consistent and equitable client centred care and utilize best practice infection
prevention and control principles to improve quality of care; to identify solutions
to common community care challenges; to identify strategies to improve
communication transfer as clients move across the health care continuum; and
lastly to provide education for community health care providers.

The 14C group offers lunch time education sessions highlighting best practices for
infection prevention and control in the community setting. Topics include:
Routine Practices and the Chain of Transmission, Hand Hygiene, Cleaning and
Disinfecting Equipment and the Environment in the Community Setting,
MRSA/VRE in the Community Setting, and IPAC Terminology: What does it all
Mean?? The web casts and presentation materials can be downloaded at the
South Eastern Ontario Regional Infection Control Network website.
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http://www.ricn.on.ca/southeasternhomec11.php

Ontario’s CCACs Bring Value Home

The Ontario Association for Community Care Access Centres is pleased to share
a new paper, Bringing Value Home. Developed by Ontario’s 14 CCACs the paper
makes recommendations to ensure a high functioning sustainable health care
system.
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Bringing Value Home

Bringing Value Home identifies five actions that must be taken to ensure
Ontario’s health care system can meet access and quality of care needs of CCAC
clients in today’s challenging economic environment. The recommendations set
out in the paper are:

+ Continued investment in home and community care as a cost effective
strategy that ensures Ontarians receive the right care at the right time in
the right place.

+ Better alignment and formalized relationships between primary care, public
health, CCACs and Local Health Integration Networks (LHINSs) to enable
more consistent and effective integrated approaches to chronic disease
prevention, management and care across the continuum.

“Home and community care
is so much more economical
for the whole system and is
one of the smarter moves on
the part of the health

system. When most people
talk about health care, they
don't think about receiving
high quality health care
services in the home - so
that you don’t have to stay

« Ongoing investment in innovative care delivery that promote a person’s

ability to self-manage their own illnesses and chronic diseases.

Continued recognition of the important role of the CCACs to connect people
with health care services to keep them healthy and independent in the home

in the hospital occupying a and community.

bed.”
- The rapid implementation and broad application of the Ministry of Health and

- VWil COATREE Long-Term Care’s Excellent Care for All Act to all health care providers.

Helping clients achieve the best quality of life possible

After broad consultation with clients, their caregivers and our partners,
the South East CCAC has developed and implemented a consistent client
care model for our supportive/oncology/palliative and end-of-life clients.

Long-term care information

As the point of access to long-term
care homes, the South East CCAC
has redeveloped its Guide to Long-
Term Care booklet to help people
explore options and make
informed decisions regarding
whether to apply for a bed in a
Long Term Care Home or other
alternatives to meet their care
needs.

The model, known as Supportive Care, provides continuity of care and co-
ordinated community services to supportive care clients and their families.
Physical, psychological, spiritual and information needs are addressed and
optimal well-being is promoted along the continuum of illness. The team is
a resource for CCAC colleagues, hospital and community partners
regarding supportive and end-of-life care for all clients.

The goal of the Supportive Care program is to achieve the best possible
quality of life for clients, their families, and/or their caregivers as
determined by the client’s goals of care by:
e Controlling symptoms adequately;
e Facilitating adjustment to the many “losses” of advanced or
terminal illness;
e Supporting the client towards a dignified death, in the client’s
location of choice; and
e Following-up regarding needs for bereavement care.

The Guide provides information
and suggestions, as well as
answers to some commonly asked
questions.

In keeping with our requirements
under the French Language
Services Act, the booklet is
available in French and_English on
the long-term care options section
of our public website.

After a trial period we will engage our staff and partners to measure
results.

October 2011 Community Connections 2


http://www.ccac-ont.ca/Upload/se/General/Publications/Supportive%20Care/Supportive%20Care%20Model%202%20page%20Communication.pdf
http://www.ccac-ont.ca/uploads/201108_bringingvaluehome/In_House_Digital_Publishing/index.html
http://www.ccac-ont.ca/Upload/se/General/Publications/LTC/Guide%20%20to%20Long%20Term%20Care%20French.pdf
http://www.ccac-ont.ca/Upload/se/General/Publications/LTC/Guide%20to%20Long%20Term%20Care%20English.pdf
http://www.ccac-ont.ca/Content.aspx?EnterpriseID=10&LanguageID=1&MenuID=1

Home First - finding success in the strength of partnerships

Across the province CCACs are working
with LHINS and their hospital and
Community Support Services partners
to adopt a "Home First” philosophy.

Home First is an approach, and not
necessarily an amount of service or a
program entitlement, that helps
hospital patients to continue their
recovery safely at home while receiving
home care services.

This approach has had dramatic results
and has significantly reduced the

number of people waiting in acute care
beds for alternate levels of care. We're

also finding that a significant number of

people, who appeared to be destined
for long-term care homes while in
hospital, are able to improve their level
of functioning and continue to live in

their own homes safely and with only
moderate levels of support.

Home First began in southeastern
Ontario at Belleville’s Quinte Heath
Care site in 2009. Since then, some
420 people have been able to go
home, and most have stayed home
and not required Long-Term Care
placement, with the help of
additional supports.

Community Support Services provide
essential and practical services to
support seniors and their families
with the decision to live at home.

Home First tools can be found on our
website at www.se.ccac-ont.ca.

Select Partners/Partnering for
Care/Home First.

Stepping stones to excellence - South East CCAC seeks Accreditation

Celebrating a
successful year at
annual general meeting
On June 29, the South East
CCAC held its Annual
General Meeting at its head
office in Kingston.

The South East CCAC
released its 2010/11 annual
report which contains many
highlights and success
stories including a new
model of care for palliative
and end-of-life clients,
creating a streamlined
process for medical
equipment and supplies
ordering which is expected to
produce $1 million in savings
annually, and the opening of
our fifth ambulatory care
clinic.

The South East CCAC will be spending the next 12 months preparing for our first
Accreditation since alignment in 2007. Our Accreditation on site survey dates will be

September 30th - October 4™, 2012.

\

H We are thrilled to enter into this contract with Accreditation Canada and begin to take a
look at our Quality journey and see where we can build the standards into our current
best practices.

Our organization held a contest late in the spring asking our staff to create a catchy
phrase for what we are trying to accomplish with our Accreditation. Among many of the
entries one stood out, Kathleen Yells, a part time Team Assistant that floats throughout
our offices chose the words "Stepping stones to Excellence" and ultimately was chosen
as the winner for her slogan which captured our journey perfectly.

Meeting the needs of the Francophone population in the south east

As an identified agency under the French Language Services Act, the South East CCAC has submitted an
implementation plan to the South East LHIN which outlines a number of steps to be taken to improve access to
services for our Francophone population. Implementation plans must address how the agency will provide
services to the French population including the areas of: Access, Accessibility, Community Engagement,
Integration and Sustainability.

An amendment to the Act which came into force on July 1, 2011 relates specifically to provision of services on
behalf of government agencies and will have direct responsibilities for our service providers. The current CCAC
service provider contract template ensures that all contracted agencies demonstrate the ability to communicate
with clients and provide services in French upon request.

The new regulation stipulates that within three years every government agency will ensure that a third party
providing a service in French to the public on its behalf shall take appropriate measures, including providing
signs, notices and other information on services and initiating communication with the public, to make it known
to members of the public that the service is available in French at the choice of any member of the public.

The South East CCAC will continue to work with the LHIN and our contracted service providers to meet our
legislative requirements and provide services to our Francophone population.
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http://www.search.e-laws.gov.on.ca/en/isysquery/3d53f3a3-bb51-4a40-a1a9-1dda7fee3941/3/doc/?search=browseStatutes&context=#hit1
http://www.se.ccac-ont.ca/
http://www.ccac-ont.ca/Content.aspx?EnterpriseID=10&LanguageID=1&MenuID=1449
http://www.ccac-ont.ca/Content.aspx?EnterpriseID=10&LanguageID=1&MenuID=1449
http://www.ccac-ont.ca/Upload/se/General/Publications/Anual%20Report%20English.pdf
http://www.ccac-ont.ca/Upload/se/General/Publications/Anual%20Report%20English.pdf

DID YOU KNOW?

The South East CCAC and 30
Community Support Services
partners signed a memorandum of
understanding for the purpose of
continuing communication and
information sharing to facilitate
planning and collaboration that will
improve health system access.

?

You can reach the nearest CCAC
office anywhere in Ontario by
calling 310-CCAC (2222).

The South East CCAC offers a
speaker’s bureau. Presentations
can be tailored to a variety of
audiences and topics. Click here to
book a speaker for your group.

~

Recent client and caregiver
satisfaction survey results indicate
that 84% of CCAC clients rank their
experiences and overall
satisfaction rate as good to
excellent.

Consulting partners on new ethics framework

The South East CCAC has completed Phase I of an 18-month
project to develop and implement a comprehensive Ethics
Framework The goal of this phase was to develop a vision and
priorities for the Ethics Framework based on an assessment of
our ethics needs.

University of Toronto
Joint Centre for Bioethics

Following the completion of a Current State Review and identi-
fication of Implementation Options, an Ethics Planning Work- e e
shop was held on June 28 in Kingston. The half-day session

featured participation from the South East Local Health Integration Network,
local hospitals, community support services providers, contracted service
provider agencies and front-line South East CCAC staff from office locations
across the region. Expert facilitation was provided by staff of the Joint Centre
for Bioethics (JCB) from the University of Toronto.

The aims of the workshop were to i) review the Current State Review Findings
and recommended implementation options, ii) to draft a three-year vision and
priorities for the Ethics Framework at the South East CCAC, and iii) to provide
input on four ethical principles to guide implementation of the Ethics

Framework. We will keep you posted on our progress on this exciting initiative.

The final Workshop Report can be accessed on our website by clicking here.
May we help you?

The South East CCAC maintains a web-based information portal available at our

Information and Referral website www.communitycareinfo.ca

We can help with information requests and connect you with the services you
need seven-days per week from 8 a.m. to 8 p.m. by calling 310-CCAC (2222).

This easy to search website contains over 6000 records of services such as:
o Adult Day Programs

In-Home Assistance

(e.g., shopping, cleaning)

Meals-on-Wheels and Dining Program

Food Delivery

Palliative Care / Hospice

Bereavement Support

Telephone Support and Assurance

Transportation Assistance
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Ambulatory Care Clinic use and satisfaction on the rise

In an effort to provide the best care to the greatest number of clients possible, the South East CCAC operates five
ambulatory care clinics. A key benefit of the clinics is that clients can go a specific appointment time as opposed
to waiting for a health care provider to visit at home. It gives clients more control of their day and makes good

use of provider resources.

The number of clients being seen in a
clinic is on the rise. The South East
CCAC has set a goal of 20% of its clients
receiving care in a clinic setting.

Using the ambulatory care clinics is a
huge part of our efforts to provide
outstanding care to every person, every
day in terms of positive client outcomes
and sustaining value.

Of the 380 clients surveyed, 99% are
satisfied with the care they received in
an ambulatory care clinic.

Our Vision: Outstanding care - every person, every day.

Our Mission: To deliver a seamless experience through the health system for
people in our diverse communities, providing equitable access, individualized
care coordination and quality health care.

Our Values We value our clients, ourselves and each other through open
communication, respect, and customer focus, while promoting continuous
learning and accountability in a supportive, healthy environment.

We welcome your feedback!

To comment on this newsletter or submit story ideas, please contact our
Communications Team at 613-966-3530 ext 2298 (toll free 1-800-668-0901)
or email gary.buffett@se.ccac-ont.ca
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http://www.ccac-ont.ca/Upload/se/General/Ethics/Ethics_Planning_Workshop_Report_12August2011_final%20(2).pdf
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