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Where We Started



What We HeardWhat We Heard



Measuring 
Impact

Outcomes



Outcomes
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What We Did…



Focus on the Team



Service Excellence in LTC
Kickoff Town Hall 



Resources for Team Members



Team Member Supports



Here’s What I Can Do… 



Here’s What I Can Do… 



Centralized support – 
involve the whole 
team

Escalation Workflow Health & Safety Plans

Solution-based 
problem solving

Team Member 
Education Plan

Setting up a Reset 
Room

Demonstrating civility 
and creating 
psychological safety

Establishing 
boundaries and 
realistic expectations

Leader Toolkit



Start the 
conversation 

Reach outside 
the walls 

“Kindness 
Nudges”

Common 
misconceptions

Avoid over-
promising

Proactive reach-
outs to build 

trust

Family Communication & Engagement





Focus on Team Member 
Wellness



• “Kickoff” Town Halls

• CLRI Team Essentials for Engaging 
Families in Distress

• Scenario-based Practice

• Supporting Resources (i.e. badge 
cards, definitions, guidelines, 
policy updates, etc.)

Team Member Education



Team Member Education

"Think Thursdays"

Education Passports

Lunch and Learns 

Treat Yo' Self 

Scheduling Strategies 



Reset Room " The Zen Den"

A warm and inviting environment to unwind, de-
stress, and re-set… 



A place for team members to 
escape to when needed – a space 
dedicated to them – there when 
they need it to unwind and reset.

Lakeview Zen Den

Consider…

• Soft lighting

• Sounds

• Scents

• Colour

• Wellness 
Resources



Ridgeview Zen Den



A Space to Come Together



Service Excellence in Real Life

A newly hired employee, 
encountered challenges while 

interacting with a 
particularly engaged family  of a 

new resident.

Her difficulties in managing the 
distressed family were 

exacerbated by a lack of 
training in conflict resolution, 

resulting in increased stress and 
anxiety for her and the family.

A formal complaint was lodged. 
Upon evaluating the issue, the 

Executive Director engaged with 
the family applying the ARC 

model

The shared commitment was 
also reviewed with the family to 
gain deeper collaboration and 
to fill the piggy bank of trust

The nurse participated in the 
training and a debriefing that 

concentrated on their 
interactions, which yielded 

positive results.

She subsequently became a 
champion, and the family 

expressed their satisfaction 
without any further concerns.



Let’s Try 
it Out! 

Scenario-based Education Huddle



ARC
Compassionate Communication





QUESTIONS?

Dennis Lemon

Dennis.Lemon@siennaliving.ca

For more information on the 
content or any questions 

please contact


