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OVERVIEW
NHNH was constructed in 1975 and currently operates 52 beds.  We 
are a fully accredited organization.  We are resolute in our 
commitment to making an outstanding difference in the lives of 
residents.  Our incredible team is wholeheartedly committed to 
providing an optimal LTC experience to our residents.  Our ongoing 
commitment to quality  is reflected in our mission "Enriching lives 
with dignity, care and compassion".   We take pride in embracing a 
holistic approach to care and living which is based on 
personalization, intellectual, physical, spiritual and creative 
empowerment.

The Home is currently working toward the plans to construct a new 
state of the art 160 bed LTC facility on a greenfield site which will be 
part of an innovative "campus of care".  Working in close 
collaboration with the MLTC our hope is to commence activity on 
the new site early in the 2026 calendar year.

The Home is in the final stages of completing its exciting new three 
year strategic plan.  It is anticipated the new plan will be rolled out 
in the summer of 2025.  It was time to re-evaluate, refine, and 
expand our strategy to address emerging priorities. While our 
commitment to high-quality care, responsible resource 
management, and resident-centered experiences remains 
steadfast, this new plan is intended to build upon these principles 
to ensure continued success.
This forward-looking plan will reaffirm the Home's commitment to 
excellence, innovation, resident care, and partnerships.
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ACCESS AND FLOW
The Norfolk Hospital Nursing Home (NHNH) is physically attached to 
the Norfolk General Hospital and works in partnership across care 
sectors to avoid unnecessary emergency department visits.  Our 
goal is always the right care in the right place by the right providers. 
To this end, NHNH prides itself on maximizing community 
partnerships including Behavioural Supports Ontario (BSO), 
Specialized Geriatric Services (SGS), and most recently a Nurse-Led 
Outreach Team (NLOT) based out of Norfolk General Hospital and 
servicing our local communities.  The NLOT team is comprised of a 
Nurse Practitioner and a Registered Nurse dedicated to responding 
to arising healthcare needs of LTC residents in the Home setting.  
Through this consultative and collaborative process emergency 
room visits are avoided for conditions which are able to be treated 
in the LTC Home.
The Norfolk Hospital Nursing Home also emphasizes robust care 
planning with a strong focus on residents' goals of care.  These 
goals are regularly reviewed though interdisciplinary forums such as 
care conferencing to ensure proactive identification and alignment 
of resources for best outcomes in care.  Implementation of the 
RNAO clinical pathways began in 2024 and will continue throughout 
2025 in support of this objective. 
Lastly, NHNH recently implemented Project AMPLIFI thus allowing 
for digital resident health information exchange between our LTC 
Home and regional acute care hospitals.  This initiative not only 
improves the continuity of care through streamlining transitions 
and improving safety, it creates efficiencies in workflow for both 
providers.

EQUITY AND INDIGENOUS HEALTH
The organization recognizes the imperative of engaging in a journey 

of learning and reconciliation with Indigenous peoples. Our goal is 
to  enhancing our organizational capacity to deliver culturally safe 
services and cultivate equitable relationships with Indigenous 
partners. 
 
As part of our commitment to improving health outcomes and 
fostering meaningful partnerships with Indigenous communities, we 
are embarking on the development of a multi-year Indigenous 
Reconciliation Action Plan. To assist us in the development of  the 
Plan the hospitals have engaged First Peoples Group (Ottawa based, 
100% indigenous owned and an office in Six Nations).  A 
Reconciliation Action Plan is being developed to provide advice on 
matters pertaining to truth and reconciliation initiatives and 
guidance on the hospitals’ relationships with the First Nations on 
whose land Norfolk and West Haldimand General Hospital are 
situated.  
 
In addition Indigenous Cultural Safety training is being rolled out to 
all board members, leaders and then staff.  Trauma informed care 
training will also be made available to front line staff.

We also recognize National Indigenous History month.  It is a time 
to honour the diverse cultures of Indigenous Peoples, and celebrate 
the strength and resilience of Indigenous communities across 
Canada. This month also represents an opportunity to confront the 
truths of colonialism, systemic discrimination, and oppression in our 
ongoing efforts to advance Truth and Reconciliation.

We also recognize Black History month.  We also partnered with the 
Norfolk General Hospital and launched our Inclusion, Diversity, 

 3  NARRATIVE QIP 2025/26 Org ID 51593  | The Norfolk Hospital Nursing Home 



Equity and Anti-Racism (IDEA) Initiative. This initiative reflects our 
unwavering commitment to fostering a workplace that celebrates 
and embraces the unique perspectives and contributions of every 
individual. This initiative is born out of a recognition of the critical 
importance of embracing diversity, fostering inclusion, and 
championing equity and anti-racism within our organizations.  We 
deeply value the diverse backgrounds, cultures, and beliefs of our 
staff, physicians, volunteers, residents, and their families. We 
recognize that our strength lies in the diversity of our team and we 
are proud of the unique skills, experiences, and backgrounds that 
every team member brings. 

Finally, we embrace a just culture environment.  Training in regard 
to such will be conducted this year.

PATIENT/CLIENT/RESIDENT EXPERIENCE
The annual resident satisfaction survey results provide us with 
valuable insight for opportunities within the Home.
This year the Quality Committee in collaboration with the Resident 
Council will create the survey.  It is critical that residents have their 
voices heard.  This year we will launch the 2025 survey in the fall, 
we will continue to engage the Resident and Family Councils.  In 
April of 2025 the Home will be undergoing the inaugural joint 
accreditation with Norfolk General Hospital and West Haldimand 
General Hospital. 
Furthermore, in 2025 the Home will benefit from a new resource 
through the Nurse Led Outreach Team (NLOT)
Resident Council meetings are active.
The one area from the resident survey results that will prompt 
attention is in regard to the recruitment of more volunteers.

PROVIDER EXPERIENCE
The organization has launched a formal wellness/wellbeing 
initiative.  We are steadfast that as an organization we need to 
embrace the concept of organizational wellness as being vital to our 
mission.   We continue on our journey to creating a healthy 
workplace where the well-being of our employees is paramount.   
Our Wellness strategy and programming is aimed at reducing stress, 
building health awareness and improving the overall quality of life 
of our employee community.   As we continuously invest in ways to 
facilitate work/life balance we are committed to developing a 
program (s) that inspires employees.

We are very proud of our recent partnership with Fanshawe 
College.   Norfolk General Hospital (NGH) and the Norfolk Hospital 
Nursing Home (NHNH), and Fanshawe College have forged a new 
and innovative partnership aimed at tackling the shortage of 
healthcare professionals in our community. This unique and 
mutually beneficial collaboration aims to provide enhanced 
educational opportunities, enabling nursing and personal support 
worker (PSW) students to complete their studies and secure 
employment close to home.  The new collaboration between NGH, 
NHNH, and Fanshawe College marks a significant stride in 
addressing the critical healthcare workforce shortage faced within 
our organizations. By providing accessible education and promising 
job prospects, this partnership aims to reshape the future of 
healthcare and augment the pipeline of valuable health human 
resources to NGH and NHNH. This new partnership will also provide 
Registered Practical Nurses (RPN), and PSW students the 
opportunity to work in their chosen career before their graduation, 
under the guidance and supervision of a registered nurse (RN), RPN 
or a PSW. 
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The staff satisfaction survey was launched in summer of 2024.  
74.3% of staff participated.  The responses to the 38 questions were 
stellar.  Only two drivers (questions) had lower results than the 
previous survey.  It is heartening that staff indicated that the top 3 
positive drivers/responses were: Org: NHNH is a Safe Place to Work, 
Employees from diverse groups are respected and valued for their 
contribution in my work area, Inappropriate behaviours are not 
tolerated.  The opportunity is in regard to ensuring staff have 
enough time to perform their functions adequately.  Strategies are 
being generated as to how to address this.

We are very proud to be recognized What makes a workplace truly 
exceptional?" At Norfolk Hospital Nursing Home and Norfolk 
General Hospital, we believe it starts with a culture that values its 
people. That’s why we are proud to announce that we have been 
named one of Southwestern Ontario’s Top Employers (2025) by the 
editors of Mediacorp Canada Inc.’s Canada’s Top 100 Employers.  
Being named a top employer reflects our commitment to creating a 
workplace where people feel valued, supported, and inspired to 
grow,

SAFETY
The Norfolk Hospital Nursing Home recognizes safety as 
foundational to the mission, vision, and values of the Home, and is 
unwavering in its commitment to being a learning organization. 
NHNH regularly reviews incident data though the monitoring of key 
quality indicators and CIHI data, in addition to resident and family 
satisfaction surveys, audits, program evaluations, and Ministry of 
Long Term Care inspection and compliance reports.  Ministry of 

Labour inspection reports and Public Health inspection reports are 
also considered in the analysis and development of safety and 
quality improvement plans throughout the Home.
NHNH also maintains certification with Accreditation Canada 
demonstrating our commitment to evaluation against world class, 
evidence-based Long-Term Care service standards.  This 
certification ensures the ongoing implementation and evaluation of 
a people-centered philosophy and approach to care emphasizing 
the cornerstones of safety including strong communication, 
teamwork, morale, resident and family engagement, and 
transparency.
NHNH is committed to the ongoing implementation and refinement 
of our most recent medication safety technology initiatives 
including Scriberly and Pharmapod.  Scriberly is a digital platform 
enhancing medication safety in LTC including key safety processes 
such as computerized physician order entry (CPOE), electronic order 
processing, etc., while Pharmapod is a digital software platform for 
the reporting, tracking, analyzing and responding to all medication 
safety incidents in the Home.  Implementation of these medication 
safety technologies significantly reduces human factor errors, 
increases reliability, improves workflow, and improves the 
coordination and delivery of resident care.
Lastly, NHNH is dedicated to the minimization of restraint use and 
has embarked on a quality improvement initiative throughout 2025
-2026 in achieving this best practice.
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PALLIATIVE CARE
The Norfolk Hospital Nursing Home has long been dedicated to the 
provision of compassionate, person-centered, dignified care in all 
stages of our residents' lives at the Home.  Beyond our current 
processes and partnerships in palliative care delivery, the NHNH 
plans the following improvements to our current program:

1. Enhancing information and knowledge available to our residents 
and families regarding palliative care, with the specific goal of 
building capacity in their understanding of the trajectory of illness 
from a curative approach, palliative approach, and end of life 
approach.  This understanding will allow the care team to more 
accurately and holistically establish goals and priorities of care in 
each phase of the trajectory. 

2. Develop an NHNH interdisciplinary palliative care team.  This 
team will consult and regularly review quarterly PPS and CHESS 
scores, residents with a 10% or greater weight loss, and any 
resident with a significant decline in condition.  Part of this consult 
will include reviewing goals of care and advance care directives in 
collaboration with residents and families. 

3. Bereavement Care: establish a process for staff, family, and co-
residents to celebrate the life and pay tribute to the residents who 
pass on.  This process would include a dignity blanket and gathering 
of staff and family and residents to pay tribute to the loss of the 
resident in the resident community of NHNH.  The process will also 
include the recitation of a tribute to the resident during their exit 
from the Home.

POPULATION HEALTH MANAGEMENT
We continue to promote health quality by ensuring diverse 
programming.  We also utilize the resident survey to ask residents if 
their cultural needs are being met.  We continue to work closely 
with Public Health and hospital partner to support the community.  
Project AMPLIFI 

Further, Norfolk Hospital Nursing Home is in the planning stages for 
the construction of a new 160 bed LTC facility on a greenfield site.  

This initiative reflects our unwavering commitment to proactively 
addressing the evolving demands of the aging population and needs 
in our catchment area.
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SIGN-OFF

It is recommended that the following individuals review and sign-off on your 
organization’s Quality Improvement Plan (where applicable): 

I have reviewed and approved our organization’s Quality Improvement Plan on 
April 17, 2025

Ken Robb, Board Chair / Licensee or delegate

Todd Stepanuik, Administrator /Executive Director

Susan Pajor, Quality Committee Chair or delegate

Other leadership as appropriate
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