
1 | P a g e  

 

 

 

 

 

 

 

 

 

TLC HEALTHCARE SERVICES 

EMPLOYEE HANDBOOK 

 

 

 

 

 

 

230 Manitoba Street, Unit 204, Bracebridge, ON P1L 2E1  

 705-640-5394  www.tlchealthcare.ca 

   
 

 

 

 
 

 
 

 
 

 

 



  

Table of Contents 

 

A MESSAGE FROM SHARRON BROCK RN, CEO 1 

About TLC 2 

Our Values 2 

Our Commitment 2 

Professional Conduct 3 

Diversity 3 

Conflict of Interest 3 

Confidentiality 3 

Dress Code 4 

Attendance and Punctuality 4 

Client Documentation 5 

Employment 5 

Orientation 5 

Criminal Background Checks/Vulnerable Sector Checks 6 

Probationary Period 6 

Availability Agreements 6 

Changes in Personal Information 7 

Payroll Period and Pay Day 7 

Hours of Work 8 

Meal and Rest Breaks 8 

Timekeeping Requirements 8 

Overtime 8 

Holiday Pay 9 

Vacation Time and Pay 10 

Performance Management 10 

Performance Management Program 10 

Corrective Action 10 

Termination of Employment 11 

References 11 

Leaves of Absence 11 

Personal Emergency Leave 12 

General 12 

TLC Administration and Office Availability 12 

Communication & Mutual Respect 12 

Open Door Policy 12 

Your Privacy 13 

Drug and Alcohol – Zero Tolerance 13 

Gifts and Gratuities 14 

Public Statements/Media 14 



  

Health and Safety 14 

Hazards to be aware of as a Healthcare Worker 15 

Three Employee Rights 15 

WHMIS 15 

Work Related Injuries and/or Exposures 16 

Ergonomics 16 

Driving Safety 17 

Winter Weather 17 

Workplace Violence 18 

Workplace Harassment 18 

Fire Safety 18 

Appendix: Policies and Procedures 19 

NA-2 Facility Shift Relief Duties and Responsibilities 19 

HC-2 Home Care Shift Duties and Responsibilities 21 

TLC-1 Complaint Procedure 22 

TLC-4 Incident Reporting 25 

TLC-5 Protection of Vulnerable Persons 29 

TLC-6 Health and Safety 40 

TLC-7 Workplace Harassment 42 

TLC-8 Workplace Violence 44 

TLC-9 Submitting Shift Times for Payroll 47 

TLC-10 Employee Availability for Shifts 49 

Overtime and Stat Holiday Pay 53 

TLC-12 Employee Travel and/or Accommodations 55 

TLC-13 Cell Phone Policy 58 

TLC-14 Dress Code 59 

 

 



1 | P a g e  

 

A MESSAGE FROM SHARRON BROCK RN, CEO 
 

 
 

Welcome new employee! 

On behalf of your colleagues, I welcome you to the TLC Team and wish you every 

success here. 

We believe that each employee contributes directly to TLC Healthcare Services’ 
growth and success, and we hope you will take pride in being a member of our 

team. 

This handbook was developed to describe some of the expectations of our 

employees and to outline the policies, programs, and benefits available to eligible 

employees. Employees should familiarize themselves with the contents of the 

employee handbook as soon as possible for it will answer many questions about 

employment with TLC Healthcare Services. 

We hope that your experience here will be challenging, enjoyable, and rewarding.  

Again, welcome! 

 

Sincerely, 

  

 

 

Sharron Brock, RN 

Chief Executive Officer 

 

 

 

 

 

 



  

ABOUT TLC 

TLC offers you as a staff member the opportunity to enjoy all aspects of Health Care. 

We support various Retirement and Long-Term Care facilities across the North 
Simcoe and Healthcare region as well as multiple on-going private home care clients. 

Whether you come to us with experience as a Registered Nurse, Registered Practical 

Nurse or Personal Support Worker, TLC offers all aspects of care to our communities! 

Our Values 

We believe that all employees should embody these values towards our clients, 

colleagues, supervisors and the organization as a whole. These values are to be held 

by all TLC staff members, regardless of their position within the company. 

Safe, Compassionate, Competent and Ethical Care 

Promote Health and Well Being 

Promote Informed Decision Making 

Preserve Dignity 

Privacy and Confidentiality 

Promote Justice 

Accountability 

Our Commitment 

We recognize the growing need in our communities for additional services to support 

the shortages in the overly burdened healthcare system. TLC is committed to 

providing quality service and care to our friends and neighbours in our community. 

 

  



  

PROFESSIONAL CONDUCT 

All employees will strive to assure public confidence in the integrity of TLC by 

conducting themselves in a professional manner which is always in the best interest 

of TLC and the clients they serve.  

Employees are expected to perform their jobs with integrity, and honesty and to 

respect others in the workplace as well as the organizations interests.  

All employees have a duty to report, verbally or in writing, prompt and confidentially, 
any evidence of any improper practice of which they are aware of. Examples of 

improper practice include but is not limited to; illegal, fraudulent, dishonest or 

otherwise unethical conduct.  

Topics covered under this section are intended to broadly address issues outlined 
and do not replace the established policies or procedures currently in effect. The 

policies are intended to guide employee judgement and assist in better 

understanding the behaviours expected of employees.  

Diversity 

TLC is committed to having a representative workforce. We will recruit, train and 
promote the person whose qualifications best match the position requirements, 

regardless of their race, ancestry, place of origin, colour, ethnic origin, citizenship, 
creed, gender, sexual orientation, age, religion, family status, disability or any other 

ground protected by law.  

Conflict of Interest 

An employee will be considered in conflict of interest when placed in an 

advantageous position for financial, political or personal reasons.  

All TLC employees must avoid conflicts of interest and situations that even appear 
to be a conflict of interest. This means that employees will not personally benefit 

from doing business with TLC nor have independent formal or information business 
relationships with those who deal with TLC. TLC employees cannot compete with 

TLC. Any potential for conflict of interest should be disclosed to management.   

Confidentiality 

In carrying out their duties, employees may have access to and become entrusted 

with confidential information regarding clients, business plans and operations of the 
organization and other proprietary information (collectively “Confidential 
Information”). Employees shall not disclose, reveal or disseminate such Confidential 
Information to any person or entity, other than in the performance of their duties 

or use such Confidential Information for their own account or benefit, without 
expressed prior written consent of the CEO, during the term of employment or 

thereafter.  



  

TLC respects the privacy of its employee’s and considers matters relating to the 
employment relationship, including salary information, to be confidential and are 

not to be discussed or disclosed to any person or entity.  

Use of electronic devices for the purpose of recording and/or photographing or 

videotaping is prohibited without the express written consent of the individual (s) 

involved.  

Dress Code 

Employees will wear appropriate clothing for the work they perform: scrubs or shirt 

and pants.  Employees are reminded that some of their clients are elderly and will 

expect work appropriate attire. 

Jewelry is to be kept at a minimum and be in keeping with the general safety and 
infection control practices for the employee and the patient. Long dangling earrings, 

large or excessive necklaces and/or bracelets and sharp rings are not acceptable.   

Fingernails must be kept short, clean and natural; no artificial applications are to be 

worn. Hair must be neat and well-groomed.  

Shoes must be clean, in good repair, provide good support and protection and allow 
for quick and efficient movement as necessary in the performance of job duties, 

including emergencies. Heels should not be more than two-and-a-half inches high. 
Open-toed and open-back shoes are not permitted. Socks or stockings must be worn 

at all times.  

Due to the close physical contact with our clients it is mandatory that an employee 

does not use scented soaps, creams or perfumes.  

Extremely casual dress e.g., jeans, leggings, yoga pants, halter tops, flip flops, 

Birkenstock shoes, etc. is not considered appropriate attire for work purposes. If 
you are unsure of whether an article of attire is acceptable, speak with management 

in advance of wearing it.  

If personal protective equipment (gloves, gowns, masks etc.) is required, it must be 

worn at all times.  

Note: Some clients are very sensitive to the smell of smoke; therefore, it is 

recommended that the employee is cautious of smoking habits that may cause their 

clothing to smell of smoke, i.e., in a confined space like a car.  

ATTENDANCE AND PUNCTUALITY 

Everyone at TLC makes an important contribution, and most jobs must be 
coordinated with the schedules and responsibilities of other employees.  TLC expects 

punctual and regular attendance.   



  

Except in unforeseen circumstances or absences related to an approved leave of 
absence, employees are expected to arrange time off in advance with the 

Management Team. If It is necessary to miss a day of work or to be late, employees 
must personally contact management as far in advance as possible; it is not 

acceptable to use other employees or individuals to relay messages. Employees 
must make a live call to the office each day they are absent or tardy. Texting is an 

unacceptable method of contact when advising that you are running late or have to 

cancel a visit.  TLC is available through the main office line 24/7.  

An absence of five (5) consecutive days without notifying management will be 
considered job abandonment and voluntary resignation. In addition, tardiness or 

three or more unscheduled absences in one month, may result in discipline, up to 

and including termination.  

Note: TLC provides shift relief to Facilities, part of your job responsibilities is to 
ensure these facilities are not operating short. When calling in last minute for 

illegitimate reasons, this leaves our clients without care and is considered Shift 

Abandonment.  Shift abandonment can result in the loss of your certification or 

registration. 

CLIENT DOCUMENTATION 

Documentation of your activities and care provided is required each time you see a 

client and must be completed before you leave the home and or facility each day. 
Employees should maintain clear and accurate records for the care provided. 

Documentation must be thorough, concise, and reflect the care plan goals. These 
records are legal documents admissible in a court of law. Client charting and 

documenting is mandatory, not a choice!  

EMPLOYMENT 

Orientation 

TLC recognizes the importance of providing employees with the tools necessary to 

enhance their ability to perform their job duties in order to provide high quality 
services. All employees are provided the opportunity and are required to successfully 

complete mandatory training as a condition of continued employment.  Employees 

will be provided with an orientation to familiarize themselves with: 

• The Organization 

• Health and Safety  

• Policies & Procedures 

• Required Forms and Documentation 

• Mandatory training includes (but not limited to): 



  

• First Aid/CPR 

• Infection Control and Prevention 

• Abuse Awareness 

• Workplace Hazardous Material Information System (WHMIS) 

• Ministry of Labour Safety Awareness Training 

• Accessibility for Ontarians with Disabilities; Customer Service Training 

• Client Falls Prevention 

• Violence in the Workplace 

Criminal Background Checks/Vulnerable Sector Checks 

Because of TLC’s involvement with the aging population, all employees are required 
to undergo a criminal background check/vulnerable sector check (“Check”). New 
hires will be obligated to produce a report issued by the local police department 

within the past 6 months. If needing to complete a Check, TLC will provide the 
employee with the required documentation requested by the local police department 

to issue the report. That receipt must be returned to TLC as proof of obtaining a 

Check. TLC requires all new hires requiring a Check to sign an Offence Declaration 
Form which allows staff to enter residential homes and facilities for a short term 

until the Check is completed.  

Probationary Period 

The probationary period for all new employees is six (6) months. During the 
probationary period, employees are expected to demonstrate their abilities and 

suitability for the position for which they have been hired. The probationary period 
may be extended, in writing, if it is felt additional time is needed to assess 

performance.  

TLC reserves the right to terminate an employee without cause or any termination 

payment within the first three (3) months of their probationary period. After three 
(3) months of employment, TLC will provide the minimum notice or pay in lieu of 

notice as outlined by the Employment Standards Act. 

Availability Agreements 

Full time employees agree to be available for a minimum of 30 hours per week, 

with every other weekend off. 

Part time employees agree to be available for a minimum of 22.5 hours per week, 

with every other weekend off. 



  

 

Casual employees are to sign and return an availability agreement on a biweekly 

basis. This agreement stipulates the hours that you as an employee are available in 
a weekly period. The TLC office will use this document to schedule your hours within 

your availability.  

TLC is in no way guaranteeing hours within the availability time frame but will 

schedule you hours that become available. It is your responsibility as the employee 
to advise and update the TLC office if you become unavailable on a day that you are 

typically available as you may be scheduled for a shift during that timeframe. 

Refusing shifts scheduled within an employee’s agreement are grounds for 
disciplinary action including termination. 

Changes in Personal Information 

It is your responsibility to inform management in writing should any of your 
personal information change. Personal information includes but is not limited to 

name, address, phone number, emergency contact and marital status. This 

information is required by payroll.  
 

Payroll Period and Pay Day 

Pay Period 

The pay period covers all work originating on Monday 12:01 a.m. through all 

work originating prior to 12:00 a.m. the second Sunday.   

Pay Day 

Pay day for each pay period occurs on the Thursday following the completed pay 

period. Pay days that fall on closed banking holidays will be moved to the day 

after the bank holiday. 

Pay Method 

Funds are deposited electronically in the employee’s bank account 

Wages are subject to statutory deductions required by law.  

 

 

 

 



  

Hours of Work 

Workweek 

The standard workweek begins at 12:01 a.m. Monday and ends at 12:00 a.m. 
the following Sunday. Work schedules for TLC employees are established within 

this timeframe.  

Workday 

The workday is a consecutive 24-hour period that begins at 12:01 a.m. on any 

given calendar day and ends 24 hours later. 

 

Meal and Rest Breaks 

Meal and rest periods are intended to provide employees with an opportunity for 

rest and relaxation. Accordingly, they should be enjoyed away from employee work 
areas when able. When assisting in Retirement Facilities or Long-Term Care 

Facilities, regardless of workflow needs, all employees who work more than five 

hours in a day must take a meal period of 30 minutes.  

Employees are authorized to take one 15-minute rest break during each four hours 

of work. The only exception applies if an employee’s total daily work time is less 
than three and one-half hours. If an employee works more than six hours in a day, 

the employee will be entitled to a second 15-minute rest period.  

Breaks are unpaid and will be deducted from your shift automatically. Therefore, an 

8-hour shift will be paid out as 7.5 hours, a 12 hour shift will be paid out as 11.25 

It is your responsibility while on shift to ensure you take your meal breaks. 

Timekeeping Requirements 

Employees must record their time with the Rosemark Caregiver program at the 

beginning and end of each shift.  Rosemark allows employees to use either a mobile 
app or a conventional telephone call to a 1-800 number.  Employees are to ask 

Charge Staff to state their name in a Voice Recording when clocking out.  Shifts not 

correctly clocked will affect payroll and result in unclocked shifts not being paid.  

Overtime 

At TLC we strive to ensure that no employees are in overtime to ensure that they 

have the ample opportunity to rest and relax. Although at times employees may be 

required to work overtime whenever necessary, including weekends and holidays. 
Employees should only work overtime hours upon prior authorization from TLC 

Management Team. Due to the nature of TLC’s business, advanced notice of a need 



  

to work overtime may not always be provided. When overtime work is assigned, 
failure to work assigned overtime may result in disciplinary action, up to and 

including termination of employment.  

TLC provides compensation for all overtime hours worked in accordance with the 

Ontario Employment Standards Act as follows;  

• Only actual hours worked in a given workday or workweek can apply in 

calculating overtime;  

• All hours worked in excess of 44 hours in one week (Monday-Sunday) will be 

treated as overtime; 

• Approved paid absences, are not counted as time worked for the purposes of 

computing overtime  

Compensation for hours in excess of 44 hours for the workweek shall be paid at a 

rate of one and one-half (1.5) times the employee’s regular rate of pay.  

Holiday Pay 

TLC observes holidays as set forth by the Employment Standards Act for the 

province of Ontario. There are nine (9) public holidays for Ontario, these are;  

New Year’s Day 

Family Day 

Good Friday 

Victoria Day 

Canada Day 

Labour Day 

Thanksgiving Day 

Christmas Day 

Boxing Day (December 26) 

 

Employees are entitled to the premium pay if working a shift scheduled to start, 

including the overnight shift, on the holiday as well as statutory pay. Premium pay 

is time and a half at the employee’s regular wage rate. 



  

Employees must work their scheduled shift before and after the public holiday, if 
the employee cancels their scheduled shift prior or after will not be entitled to 

receive statutory pay for the holiday. Employees who cancel their shift on the public 
holiday will not be entitled to receive the statutory pay either. Statutory pay is 

calculated at an average of the employee’s hours for the previous four weeks of 

scheduled shifts.  

Vacation Time and Pay 

Vacation Time provides employees with compensated time away from work, 

combining vacation and sick leave. Once accrued, vacation may be used with prior 
management approval for any purpose, including scheduled vacations, personal 

illness, family member’s illness requiring care, doctor and dental appointments 
and/or personal business.  If requested to accrue all employees will begin to accrue 

vacation pay on the first day of their employment and this accrual ends upon 

termination of employment. Vacation pay does not accrue during a leave of absence.  

TLC abides by the minimum requirements set forth by the Employment Standards 

Act for Vacation pay. TLC will pay four (4) percent of the gross wages earned in the 
stub period to employees. Employees may request to have this vacation time 

accrued by TLC to use at a later date upon approval, or to have it paid out on every 

stub.  

Upon termination, any accrued but unused Vacation Time will be paid to the 

employee at their current rate of pay.  

Performance Management 

Performance Management Program 

The performance management program at TLC has been developed to provide a fair 
and consistent process for managing and measuring employee performance. It 

identifies and aligns employee roles and objectives to organizational priorities and 
encourages an employee’s involvement in their own professional development. The 

program provides Employees with a focus and direction within an environment that 
creates open and ongoing dialogue between employee and supervisor/ manager 

throughout the year and builds capabilities and supports succession planning.  

This Program links performance to financial rewards and merit increases.  

Corrective Action 

Corrective Action is the process for dealing with job related behaviour that does 
not meet the expected and communicated performance standards. The primary 

purpose for Corrective Action is to assist the employee to understand that a 
performance problem or opportunity for improvement exists. The process features 

increasingly formal efforts to provide feedback to the employee so that they can 



  

correct the problem. The goal of Corrective Action is to improve employee 

performance.  

Excessive Absenteeism is an example that will require Corrective Action. When an 
employee’s absences due to both the number and frequency of personal absences 

becomes excessive, or establishes a pattern (i.e., Mondays or Fridays), the 
employee’s absenteeism will be considered excessive. Employees displaying this 

behaviour will be subject to disciplinary action under the Corrective Action policy.   

Termination of Employment 

Notice of resignation should be given in writing to the Management Team at least 
ten (10) business days in advance of the last day of work. This notice should include 

the reason for resignation. 

TLC reserves the right to terminate your employment at any time for cause without 

notice or payment in lieu of notice. Examples of “cause” are, but not exclusive to, 
any form of abuse toward a client, co-worker or management, shift abandonment 

that leaves a client or co-worker in a perilous situation, conduct that causes TLC 

Healthcare Services to suffer financial loss. 

Without cause, TLC may terminate at any time for any reason providing you only 

with the minimum amount of written notice (or pay in lieu) as outlined in the Ontario 

Employment Standards Act.  

While employed by TLC, individuals acquire information about matters of which are 
confidential to TLC, information that is the exclusive property of TLC. After an 

employee leaves, TLC, this information and documentation shall be kept strictly 

confidential unless written permission is received from TLC 

To obtain feedback on our performance as an employer, an exit interview with a 

Senior Management member may be conducted.  

References 

Only the CEO, Director or Manager of Healthcare Operations may respond to post-

employment inquires and references. Unless otherwise directed in writing, only 
confirmation of employment including dates, position held, and salary will be 

disclosed. 

Leaves of Absence 

TLC provides unpaid leaves of absence in accordance with the minimum 

requirements set out by the current Ontario Employment Standards Act. These 
leaves include; pregnancy, parental, personal emergency, family caregiver, family 

medical, critical illness, organ donor, reservist, domestic and sexual violence, child 

death and crime related child disappearance leave. 



  

Upon return from leave, employees will be reinstated to the position the employee 

most recently held, if it still exists, or to a comparable position, if it does not.  

For eligibility and length of leave please refer to the Ontario Employment Standards 

Act.  

Personal Emergency Leave 

TLC follows the Ontario Employment Standards Act’s guidelines for Personal 
Emergency Leave (PEL).  Employees are entitled to up to eight (8) unpaid personal 

emergency leave days per year as soon as they start working.  

GENERAL  

TLC Administration and Office Availability 

The TLC Office is located at 230 Manitoba Street, Unit 204, Bracebridge. The office 
is open Monday through Friday from the hours of 9:00 a.m. – 4:30 p.m. Our local 

telephone number is 705-640-5394.  

Outside of normal business hours and in the event of an emergency please contact 

TLC at the same number listed above and leave a detailed message. No texts can 

be received through this line.  

Communication & Mutual Respect 

TLC recognizes that communication can become a challenge because of the nature 
of our business. However, we place great importance on including everyone in 

communication. Discussing ideas, issues, suggestions and concerns is necessary 

for the successful operation at TLC.  

We ask all employees conduct themselves in a friendly, courteous and professional 
manner and to treat all other employees with respect. Employees should show a 

positive and helpful attitude, should be trustworthy, dependable and punctual in all 
workplace activities. Common sense is your best guide, and in times of uncertainty 

call into the office and someone from the management team will be able to assist 

you.   

Open Door Policy 

TLC is committed to providing the best possible working conditions for all employees. 

Part of this commitment is encouraging an open and frank atmosphere in which any 

problem, complaint, suggestion, or question receives a timely response from 

management.  

Management strives to ensure fair and honest treatment of employees and in turn, 
employees are expected to treat each other and management with the same mutual 

respect. Employees are encouraged to offer positive and constructive criticism. 



  

If employees disagree with established rules of conduct, policies or practices, they 
can express their concern to the management team in a respectful manner. No 

employee will be penalized, formally or informally for voicing a complaint with 

management in a reasonable businesslike manner.  

Your Privacy 

As an employee of TLC you have authorized the organization to collect only personal 

and medical information that is relevant and necessary for business functions. 
Access to that information is limited to those with legitimate need for such 

information in the performance of their work. Information about you will not be 
released outside of TLC without your consent except for employment verification, 

information on employment duties and performance for reference checks and 
information that may be disclosed by law, court order or upon request of an 

appropriate government authority.  

You may examine your records by speaking to your Manager and arranging a 

mutually convenient time. If you believe the records are not accurate, you may 

place a statement in your file describing the discrepancy.  You may also obtain 
copies of any document in your files.  You should realize that legal requirements 

today place a heavy burden on organizations to be able to document their actions, 
both positive and negative, regarding their employees.  This burden gives rise to 

the necessity that copies of relevant written communication as well as notes of 

conversations and observations are kept. 

DRUG AND ALCOHOL – ZERO TOLERANCE 

TLC is committed to the protection of its employees from accidental loss, by 

providing a safe and healthy work environment. TLC recognizes that the use of 
alcohol, illegal drugs, prescribed or other medications (“substances”) can have a 

serious adverse effect on the safety of its employees and the work environment. 

Employees and management share the responsibility of maintaining a healthy and 

safe work environment. TLC expects all employees to arrive at work fit to carry out 
their assigned duties, conduct themselves in a safe and lawful manner while at 

work, and to comply at all times with the rules of conduct set out in TLC’s 
Substance Abuse policy.  

This is to ensure that all employees are fit to carry out their assigned duties in a 

safe and effective manner and are not under the influence of any substance; and 
not experiencing any hangover or carryover effects of any substance, and that, 

when an employee is not fit to perform their assigned duties in a safe and effective 

manner, they are immediately removed from the workplace.  

 

 



  

GIFTS AND GRATUITIES 

TLC employees provide services in return for agreed fees. Under no circumstances 

should employees seek other money, gifts, favours, or rewards for services 

rendered, either for yourself or for any third party.  

It is not uncommon for a client, their friend or relative, to offer voluntary gifts as a 
mark of appreciation for care they have received. TLC believes that giving and 

receiving such gifts is not generally appropriate to the provision of professional care.  

Whenever possible, any offer of a gift should be politely refused; with explanation 

on that acceptance would be against Company policy. If refusal is likely to cause 

serious offence to the client, the gift may be accepted under the following rules:  

• All offers of gifts should be disclosed to Management who will discuss the 
matter with your client, their relative, or other advocate as appropriate, to 

explain company policy. 

• No employee will accept a gift of money from a client or relative. Monetary 

gifts should be refused and suggested to be donated to a charity of their 

choosing or to be kept in the clients’ possession.   

• Gifts of consumables (e.g., flowers, chocolates), if unlikely to cause offence, 

should be left in the clients’ possession, to be shared and enjoyed by all the 

members of the nursing and care team.  

• Other gifts should be refused with the suggestion of an equivalent donation 

to charity. 

• The Director, Healthcare Operations will acknowledge all gifts in writing  

PUBLIC STATEMENTS/MEDIA 

Only TLC’s CEO and Director of Operations is authorized to make public statements 

and manage all media contact.  

HEALTH AND SAFETY 

At TLC, we believe in the importance of the health, safety and well-being of our 

most valuable assets, our employees. Management is committed to creating a 
healthy work environment, supporting appropriate training, fostering a positive 

attitude towards health, safety and wellness, managing work hazards and 

developing relevant policies and procedures.  

Each of us share the responsibility to be aware of and comply with TLC health and 

safety policies, procedures and relevant government legislation and regulations. 
Everyone, including volunteers and contractors, are responsible for their own 



  

personal safety and the safety of their co-workers, in every job, at every level of 

the organization.  

Continuous improvement of a healthy and safe workplace – addressing employees’ 
physical and mental health – can only be achieved through the collaboration, co-

operation and action of all employees. 

Hazards to be aware of as a Healthcare Worker 

Over exertion; 

Falls, slips, trips; 

Violence; 

Infections disease; 

Cleaning and disinfecting; 

Electrical hazards and, 

Bullying and Harassment 

 

Three Employee Rights 

Under the Occupational Health and Safety Act employees have three basic rights: 

The Right to Refuse: Employees have the right to refuse unsafe work 

The Right to Participate: Employees have the right to participate in workplace 

health and safety activities  

The Right to Know:  Employees have the right to know or to be informed about, 

actual or potential dangers in the workplace  

WHMIS 

WHMIS is an acronym for: Workplace Hazardous Materials Information System. 

WHMIS is a Canada-wide system to provide employers and workers with 
information about the hazardous materials they work with on the job to protect 

their health and safety. 

WHMIS gives everyone in the workplace the right to know about the hazards of 

materials used in the workplace. It does this by means of: 

• Labels on containers of hazardous materials 

• Safety Data Sheets (SDS), providing further detailed information 



  

• Worker training on how to use this information 

All TLC newly hired employees are to have completed WHMIS training prior to 

starting their first shift.  Due to the nature of TLC’s operations, it is expected that 
workers abide by their workplace facilities WHMIS policy and to use their knowledge 

of WHMIS symbols to protect themselves in the workplace when dealing with 

various products and materials.  

Work Related Injuries and/or Exposures 

TLC provides WSIB insurance for its employees as required by law. At TLC we take 

every action available to provide workers with a safe and hazard free working 
environment, but if an injury does occur we endevour to assist our employees in 

returning to work quickly, effectively and safely. As an employee you are obligated 
to report a work related injury to the TLC office as soon as possible. An 

Accident/Incident Report form needs to be completed by the employee as soon as 

possible after the injury. 

In the event of any of the following occurrences call the office immediately. Some 

examples include but are not limited to: 

• Client injury or illness 

• Theft or illegal activities in the home 

• Injury or illness to yourself 

• Unusual or dangerous client and/or family behaviour 

• Any occurrence requiring police or emergency service 

• Change to client condition 

• Client hospitalization 

• Structural damage to client home 

• Incident of exposure to blood, bodily fluids, or other infectious waste 

When you call the office answer all questions thoroughly and follow instructions 
carefully. Document what took place and what was done, and send your 

documentation to the office within 24 hours after the incident using the 

info@tlcHealthcare.ca email address.  

Ergonomics 

Ergonomics is the scientific discipline concerned with understanding interactions 
between humans and other elements of the system (tools, equipment, products, 

mailto:info@tlcmuskoka.ca


  

tasks and the environment) to optimize human well-being and overall system 

performance.  

• Employees are responsible for the following tasks: 

• Promptly report all symptoms of MSD (Musculoskeletal Disorders) 

• Comply will all developed control measures 

• Use equipment correctly in order to minimize the risk of MSD 

• Participate in all required training and/or safety discussions 

• Report all related hazards 

Driving Safety 

TLC employees are required to have reliable methods of transportation to and 

from work assignments. As an employee it is your responsibility to ensure that 
your vehicle is in good repair. Always remember the below safety tips to ensure 

that your vehicle is safe and roadworthy: 

• Keep your gas tank at least ½ full 

• Always check your tire pressure 

• Plan your route ahead of time, especially in inclement weather  

• Make sure you are able to see clearly through all mirrors and windows of 

your vehicle prior to operating  

• Ensure your wiper blades are working and clearing effectively 

• Top up your wiper fluid frequently 

• In Winter, ensure you have a snow brush/scraper, light weight shovel, 

battery jumper cables and a flashlight in your emergency kit. 

• Never text and drive.  If using a cell phone in a vehicle always activate 

hands-free technology 

Winter Weather 

TLC provides service 24/7, 365 days a year and regular attendance for scheduled 
shifts is required. The occurrence of winter weather such as snow storms, or other 

extreme weather conditions may make it difficult for some employees to commute 
to work. It is expected that all employees will make the best possible effort to arrive 

for their scheduled shift regardless of the weather conditions to ensure the continued 

care and support for TLC clients.  



  

Workplace Violence 
The Management Team is committed to the prevention of workplace violence and is 

ultimately responsible for worker health and safety. We will take every reasonable 
step necessary to ensure that our workers are protected from workplace violence 

from all sources. TLC has a zero tolerance for workplace violence. 

All workers are encouraged to raise any and all concerns about workplace violence 

and to report any violent incidents or threats to management. Management pledges 
to investigate and deal with all incidents and complaints of workplace violence in a 

fair and timely manner, respecting the privacy of all concerned as much as possible. 

Workplace Harassment 

Employees have every right to work in an environment that is free from harassment. 
As a result, TLC will take every reasonable measure to ensure that no employee is 

subjected to such abuse. TLC has a zero tolerance for workplace harassment. 

Any employee who feels they have been subjected to any form of harassment should 

immediately report it to the management team, if in the event one of the 

management team is involved, report to the CEO. Under no circumstances will an 
employee who in good faith reports alleged incidents of harassment or 

discrimination, or who cooperates in an investigation, be subjected to any form of 

reprisal or retaliation.  

Fire Safety 
As an employee, you will receive in house training at each facility you work in. During 

this training the relevant fire safety plan for that building will be reviewed as well as 
the facilities evacuation protocol. When assisting in a private residence, make a 

conscious effort to view if there are smoke detectors in the residence, as well ask 

where the fire extinguisher is located in case of emergency.   

When supporting clients, remember the RACE Acronym in a fire emergency; 

R – Rescue anyone nearby 

A – Activate Fire Alarm (if able) 

C – Contain the fire by closing windows and doors 

E – Extinguish the fire using a fire extinguisher if safe to do so 

  



  

APPENDIX: POLICIES AND PROCEDURES 

NA-2 Facility Shift Relief Duties and Responsibilities 

1. Purpose 

To ensure compliance of Facility Staff working in Facilities 

Nursing Facility Staff are replacement workers in facilities and are employees of 
TLC Healthcare and therefore subject to TLC Healthcare’s Standards of Practice 

and Polices.  When working in Facilities TLC staff are also subject to the Facility’s 
Policies.  If there is a conflict between Standards of Practice, TLC Staff must direct 

any concerns to TLC Healthcare Management. 

2. Scope 

This policy applies to all staff who report for Facility Shift Relief, RNs, RPNs and 

PSWs. 

3. Prerequisites 

TLC Healthcare staff are to familiarize themselves with Industry Standards of 

Practice as well as the Standards of Practices of each facility. 

4. Responsibilities 

TLC Healthcare staff are required to perform the duties as directed by Facility 

management and facility procedures.  If TLC Healthcare staff encounter conditions 
within a facility that they feel compromise their professional standards they are to 

contact TLC Management immediately.  TLC Healthcare staff are not to leave a 

facility without TLC Management consent unless they are in imminent danger. 

5. Procedure 

TLC staff having accepted a shift are obligated to complete that shift.  If a staff 

member is unable to perform their duties due to illness they are to contact the TLC 

immediately – see number below. 

If a TLC Healthcare staff member has concerns with a facility’s operational practice 

they are to contact the following: 

• Scheduler 

• Sharron Brock 

Staff will provide a detailed explanation of the breach of standards and follow the 

direction of TLC Management 



  

Upon leaving the facility staff will provide an incident report outlining in detail the 

following: 

• Personnel involved, both facility and TLC 

• A detailed description of the incident 

• A detailed description of the resolution 

• Date of incident 

TLC Healthcare Management will follow up with the Facility to ensure a resolution 

to the situation. 

If a TLC Healthcare staff member is unable to fill their shift due to illness or 

accident, they are to contact the following: 

705-640-5394 extension 103 

All shift change requests must be approved by TLC Healthcare Shift Supervisor.  If 

a shift cannot be switched the employee is obligated to complete their assigned 

shift. 

6. References 

https://www.ontario.ca/laws/statute/07l08  Long Term Care Home Act - Ontario 

http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-

practice/ CNO Standard Practices 

https://www.ontario.ca/laws/statute/10r11 Retirement Homes Act - Ontario 

https://www.ontario.ca/document/your-guide-employment-standards-

act/temporary-help-agencies  

7.  Definitions  

Facility = Long Term Care Homes, Retirement Home, Hospital 

RN = Registered Nurse 

RPN = Registered Practical Nurse 

PSW = Personal Support Worker 

 

  

https://www.ontario.ca/laws/statute/07l08
http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-practice/
http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-practice/
https://www.ontario.ca/laws/statute/10r11
https://www.ontario.ca/document/your-guide-employment-standards-act/temporary-help-agencies
https://www.ontario.ca/document/your-guide-employment-standards-act/temporary-help-agencies


  

HC-2 Home Care Shift Duties and Responsibilities 

1. Purpose 

To ensure compliance of Home Care Staff working in Client Residences 

Home Care Staff are health care professionals providing care to clients in client 

residences. Home Care staff are employees of TLC Healthcare and therefore 

subject to TLC Healthcare’s Standards of Practice and Policies.   

2. Scope 

This policy applies to all staff who report for Home Care shifts, RNs, RPNs, and 

PSWs. 

3. Prerequisites 

TLC Healthcare staff are to familiarize themselves with Industry Standards of 

Practice. 

4. Responsibilities 

TLC Healthcare staff are required to perform the duties as directed by TLC 

Healthcare management and client requests.    

TLC Healthcare staff are bound by Health Care Standards of Duty of Care.  This 
Duty of Care requires that staff must ensure that clients are not abandoned.   If 

TLC Healthcare staff encounter conditions within a residence that they feel 
compromise their professional standards, they are to contact TLC Management 

immediately at the number listed below.  TLC Healthcare staff are not to leave a 
residence without TLC Management consent unless they are in imminent danger. 

(See also TLC-4 Incident Report) 

TLC Healthcare staff, having accepted a shift, are responsible to ensure that the 

shift is completed. Failure to do so will result in disciplinary action. 

5. Procedure 

If a TLC Healthcare staff member is unable to fill their shift due to illness or 

accident they are to contact the following: 

705-640-5394 extension 103 

All shift change requests must be approved by TLC Healthcare Shift Supervisor.  If 

a shift cannot be switched the employee is obligated to complete their assigned 

shift. 

  



  

TLC-1 Complaint Procedure 

1. Purpose 

TLC Healthcare aims to address all concerns raised by users of its services in a 
prompt and efficient manner, with the intent the complainant is satisfied with our 

response and that lessons learned have been implemented by circulation to the 

wider organization.  

It is often the case a client will not want to make a formal complaint but wants 
their concerns acknowledged, and an apology made. This does not mean that the 

underlying cause is any less important than those that go further and the issue 

needs addressing and resolving if it has merit. 

Logging all complaints (whether written or verbal) is important to allow us to 
identify areas where there is scope to improve quality and safety of care and 

where a particular trend emerges that, in isolation, may have gone unnoticed.  

Remember, that unless there has been an incident of serious misconduct, TLC 

Healthcare fosters a culture of no blame and supports staff to learn from potential 

mistakes or errors in judgement. 

2. Scope 

This policy applies to all TLC Healthcare staff – management, Facility and Home 

Care 

3. Prerequisites 

Appoint a local clinical and non-clinical lead for complaints handling. 

Establish a local record of all complaints, using the log format attached. 

4. Responsibilities 

The non-clinical and/or clinical lead will follow the procedures outlined below and 

take appropriate steps to resolve the complaint. 

5. Procedure 

Process for managing complaints received  

All written complaints are to be acknowledged using the TLC Healthcare response 
letter (Appendix 1) within three working days. Upon receipt, they should be date 

stamped and passed on to the appropriate lead.  

Verbal complaints are logged also (Appendix 2) with the complainant made aware 

they can escalate the issue if not satisfied with the verbal response. 



  

The clinical and non-clinical lead will agree who is best to investigate the 
complaint. If it is a nurse, the Lead Nurse takes the role. The Director of 

Operations would investigate a complaint about admin/reception staff. The 
Director of Operations should also take responsibility for time framing the process 

as they will need to respond fully within 10 working days, or advise the 

complainant the reason for any delay. 

When a senior member of staff ie. Lead nurse, Director of Operations is implicated 

in the complaint the Corporation Director leads. 

If the complaint involves serious clinical or misconduct issues or possible 
reputational threat, the Corporate Director must be informed immediately. They 

will assess who else needs to be involved and if legal or insurance teams need to 

be notified. 

Once the initial investigation is complete, the Director of Operations should draft a 
response based, but not limited to, the template in Appendix 3. The final version 

should be agreed and signed off by the Director of Operations and Corporate 

Director as appropriate.  

Always bear in mind the template is only intended to be a guide on structuring an 

appropriate response. It is not intended to be the sole basis of any reply as this 
should reflect on the complaint itself and not become some prescriptive response 

that lacks any personal element.   

7. Once reviewed and authorized, post the reply and log it out on the 

complaints sheet.  

8. Response letters to clients must be sent via email or 1st class within 10 

working days. If this timescale is not possible, the client must be kept informed in 

writing of progress. 

9. All complaints and their responses are to be kept on file. 

10. Complaints will be reviewed on an annual basis, or biannual if necessary, to 

record trends and take appropriate procedural steps to reduce complaints based 

on systemic issues. 

11. Take into account that there will be complaints made that are spurious or 

without merit. Obviously, we need to politely address whatever motivation has 
prompted the complainant’s action but do not accept any other responsibility until 

the matter has been fully investigated. Where the complaint cannot be upheld TLC 
Healthcare will defend against it to the point, if necessary, of taking legal action. 

When we are in the wrong, we admit the fact and deal accordingly, but false 

accusations will not be tolerated. 

  



  

 

In addition to the formal Complaints procedure TLC Healthcare has instigated the 

following to highlight service issues:  

1) TLC Healthcare Whistle-blowing policy – for staff to raise their concerns 

(anonymously if wanted) on internal system issues that need to be reviewed 

across the organisation  

2) Significant Event Reviews – to be used for incidences such as critical 

incidences, rude and abusive clients etc  

3) Compliments and Suggestions  

6. References 

https://www.ontario.ca/laws/statute/07l08  Long Term Care Home Act - Ontario 

http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-

practice/ CNO Standard Practices 

https://www.ontario.ca/laws/statute/10r11 Retirement Homes Act - Ontario 

https://www.ontario.ca/document/your-guide-employment-standards-

act/temporary-help-agencies  

https://www.labour.gov.on.ca/english/es/   

7.  Definitions  

Corporation Director:  Sharron Brock, RN 

Director, Operations:  Linda McMullen 

Clinical Lead: 

Non-Clinical Lead: 

 

  

https://www.ontario.ca/laws/statute/07l08
http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-practice/
http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-practice/
https://www.ontario.ca/laws/statute/10r11
https://www.ontario.ca/document/your-guide-employment-standards-act/temporary-help-agencies
https://www.ontario.ca/document/your-guide-employment-standards-act/temporary-help-agencies
https://www.labour.gov.on.ca/english/es/


  

TLC-4 Incident Reporting 
 

1.   Purpose 
 

To ensure recording of incidents. 

2.   Scope 

This policy applies to TLC Healthcare Home Health Care and Nursing Shift Relief 
Agency staff and management. 

3.   Prerequisites 

TLC Healthcare staff are to familiarize themselves with TLC Healthcare’s policies 
and procedures. 

4.   Responsibilities 

TLC Healthcare has a legislative obligation to record any incidents outside of 
normal operations that impact on Health and Safety, Labour Relations, Human 

Relations and Client Contractual Agreements 

5.   Procedure 

Health and Safety Incidents 

If staff encounter a situation in a client location that causes concern about the 
Health and Safety of either client or staff they are to report the situation to 

TLC Management immediately.  

If the situation is of imminent danger staff are to call 911 

Staff will be asked to provide a written report describing the incident, witness, 
outcomes and email to TLC Management 

An incident report will be completed by TLC Management including any actions 
and staff will be provided a copy in email. 

Staff will respond to this email and this will be documented as an electronic 
signature of acceptance 

Labour & Human Relations 

Any disciplinary infractions by staff will be documented in the Incident Report.  

Infractions may include, but do not exclude those not listed: 

• Failure to follow Policies and Procedures  

• Failure to report to work 



  

• Abuse of Client:  Physical, Emotional, Financial, Neglect, Sexual 

• Harassment of Co-workers 

• Falsifying timesheet data 

• Participating and/or encouraging non-standards of practice of care 

The incident report will be completed by the appropriate TLC Healthcare 
Manager and will include documentation, witness reports and actions taken. 

A copy of this incident report will be shared with the employee via email. 

Client Contractual Agreements 

Violations of contractual agreements will be documented in an Incident Report 

Violations may include, but do not exclude those not listed: 

• Refusal of service by either client or staff 

• Failure to provide a safe work environment for client or staff 

The incident report will be completed by the appropriate TLC Healthcare 
Manager and will include documentation, witness reports and actions taken. 

A copy of this incident report will be shared with the parties involved via 

email. 

Review 

An annual review of incidents reports will be conducted by TLC Management.  
This review may result in updates to operating policies and procedures, as 

well ongoing reviews may result in changes to procedures and report formats. 
 

6.  Resources 
https://www.canada.ca/en/employment-social-

development/programs/employment-standards/federal-standards.html 
http://www.cleo.on.ca/en/publications/hc-bor#full  (Home Care Bill of Rights) 

https://www.ontario.ca/laws/statute/94l26/v9#BK16 (Home Care and 
Community Services Act, 1994) 

https://www.labour.gov.on.ca/english/hs/ (Ontario Health And Safety) 
 

 

  

https://www.canada.ca/en/employment-social-development/programs/employment-standards/federal-standards.html
https://www.canada.ca/en/employment-social-development/programs/employment-standards/federal-standards.html
http://www.cleo.on.ca/en/publications/hc-bor#full 
https://www.ontario.ca/laws/statute/94l26/v9#BK16
https://www.labour.gov.on.ca/english/hs/


  

Incident Report 

Date     

Employee   Manager  
Name   Name  

Title/position   Title/position  

Client   Location  

Incident     
Date  

Time  

Location  

Policy Reference  

Description of incident 
 

 

 

 

Employee explanation 
 

 

 

 

Witnesses 
 

 

 

 

Action to be Taken:  See pg 2 

By signing this document, you acknowledge that you have read and understood the 

information contained herein  

Employee  Manager 

   

Date  Date 
     
 
   

  



  

Action to be taken 

 

 WSIB Form 7  Notify Public Health  Policy Revision 

 Verbal warning  Probation  Dismissal 

 Written warning  Suspension  Other  

Explai
n 

 

 

 

 

 

Detailed Actions: 

__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
__________________________________________________________________
________________________________ 

 

Date Actions Completed:  _________________________________ 

 

Completed By:  
________________________________________________________________ 

 

 

Retain Copies on File:  ____________________________________ 



  

TLC-5 Protection of Vulnerable Persons 
 

1. Purpose 

TLC Healthcare Relief Nursing Facility & Home Health Care (known hereafter as 

TLC Healthcare) is inherently committed to safeguarding the welfare of all 
vulnerable persons accessing TLC Healthcare services. We all share a responsibility 

to protect vulnerable persons from harm.  

TLC Healthcare recognizes its responsibility to promote safe practices and to 

protect vulnerable persons from abuse and exploitation. TLC Healthcare will 
immediately refer any concerns that a vulnerable person might be abused or at 

risk of harm to the appropriate Protection Authority.  

2. Scope 

This policy applies to all TLC Healthcare staff – management, Facility and Home 

Care 

3. Definitions 

DEFINITIONS 

The following terms are used in this policy:  

Person Abuse can be of a physical, emotional or sexual nature, neglect or 
financial. It may consist of just one incident or it may happen repeatedly. A person 

can be subjected to more than one form of abuse:  

Physical abuse could result from a family member or person in charge causing 

physical injury to a person, or failing to adequately supervise a person or from a 

pattern of neglect of the person.  

Examples of physical abuse include beating, slapping, hitting, pushing, throwing, 
shaking, burning. A person who is physically abused may have burns, bite marks, 

cuts, bruises, or welts in the shape of an object; not want to go home; be afraid of 

people; wear inappropriate clothing (e.g. long sleeves on a very hot day).  

Sexual abuse happens when a family member or other person in charge sexually 
molests or uses a person who is not capable of providing consent either because of 

age or incapacity for sexual purposes or knowingly fails to protect a person from 

sexual abuse.  

Examples of sexual abuse include any sexual act between an adult and a 

vulnerable person, including intercourse; fondling; exposing a person to sexual 
activity; sexual exploitation through prostitution or pornography. A person who is 

sexually abused may have an inappropriate knowledge of sexual acts; be very 
compliant or extremely aggressive; be afraid of a certain person or a family 



  

member; have difficulty walking or sitting. Rashes or discolouration in genitalia 

that do not have a medical explanation. 

Emotional abuse occurs when a family member or other person in charge harms a 
person’s sense of self. It includes acts or omissions that result in, or place a 
person at risk of serious behavioural, cognitive, emotional or mental health 

problems. 

Examples of emotional abuse include yelling at, screaming at, threatening, 
frightening, or bullying a person; humiliating the person, name-calling, making 

negative comparisons to others; showing little to no physical affection (such as 
hugs) or words of affection or praise; saying that everything is the person’s fault; 
withdrawing attention, giving the person the ‘cold shoulder’; confining a person in 
a closet or a dark room, or tying the person to a chair for long periods of time; or 

exposing a person to domestic violence, allowing the person to be present during 
violent behaviour of others, including the physical abuse of others. Some level of 

emotional abuse is present in all forms of abuse.  

A person who is emotionally abused may show signs of serious anxiety, depression 
or withdrawal; show self-destructive or aggressive behavior; show delays in 

physical, emotional or mental development.  

Neglect happens when a person’s family member or other person in charge fails to 

provide for basic needs.  

Examples of neglect include failing to provide proper food, clothing suitable for the 

weather, supervision, a home that is clean and safe, medical care as needed; 
failing to provide emotional support, love and affection. A person who is neglected 

may not wear clothing that’s suitable for the weather; be dirty or unbathed; be 
very hungry; or not be properly supervised. 

Financial abuse or exploitation is any act involving the misuse or abuse of funds or 

assets belonging to a vulnerable person.  

• Examples include obtaining property and funds without the person’s 
knowledge or consent, or by using undue influence; or where a person is not 

mentally competent, or not acting in the person’s best interest.  

Duty of Care is a legal principle that identifies the obligations of individuals and 
organizations to take reasonable measures to care for and protect their 

participants. 

Duty to Report is defined under legislation of what must be reported to a person 

protection authority. A report must be made immediately if a person is or appears 
to be suffering from abuse or is at risk of harm. Duty to report applies to the 

public, and includes special reporting responsibilities for professionals whose work 

involves vulnerable persons.  



  

Persons in need of protection is defined as a person who is or who appears to 
be suffering from abuse, neglect or risk of harm. Anyone who has reasonable 

grounds to suspect that a person is or may be in need of protection must promptly 

report the suspicion to appropriate authorities. 

Risk of harm is the risk that a person is likely to be physically, sexually or 

emotionally abused or neglected.  

Reasonable grounds refers to the information that an average person, using 
normal and honest judgment, would need in order to decide to report. It is not the 

person’s responsibility to prove or have proof of abuse; investigation is the role of 
person protection authorities.  

Offense Declaration is a form that must be submitted by TLC Healthcare staff, 
on an annual basis and must be current within 15 days of the one-year 

anniversary of the previous declaration. This declaration states whether or not a 
TLC Healthcare staff has any criminal convictions under the Criminal Code of 

Canada for which a pardon has not been issued or granted.  

Police records check (PRC) is a search of the records held in the information 
database of a police Facility. It may include a check of national or local and 

regional police records. Basic types include a Police Criminal Record Check or 
Police Information Check or Police Vulnerable Sector Check. At the end of the 

process, a report is issued. 

Position of Trust or Authority is created when an individual’s relationship with 
someone else has any of the following characteristics:  

decision-making power; unsupervised access; closeness inherent in the 

relationship; personal nature of the activity itself. 

Staff means salaried, hourly (full-time and part-time), seasonal, contract, on-call 

staff and volunteers. 

Vulnerable person for the purposes of this policy and reporting means person in 

TLC Healthcare care who could be at risk. An adult at risk is a person aged 18 or 
over who is, or may be unable to protect themselves from abuse. The vulnerability 

of an adult is related to how able the adult is to make and exercise their own 

informed choices free from duress, pressure or undue influence of any sort, and to 
protect themselves from abuse.  Suspected abuse of persons under the age of 16 

must be reported to CAS. 

4. Responsibilities 

TLC Healthcare is committed to promoting safe practices to protect vulnerable 
persons from harm or abuse. TLC Healthcare Senior Management Team are 

responsible for protecting vulnerable persons by:  



  

• Providing oversight of a protection framework that includes establishing 

policies and procedures, and monitoring;  

• Ensuring systems are in place for regular review, reporting and evaluation of 

effectiveness of vulnerable persons protection initiatives;  

• Appointing a member of TLC Healthcare management having special 
responsibility for advancing the objectives of this policy and person 

protection legislation.  

• TLC Healthcare Managers and Supervisors have additional responsibilities for 

maintaining a safe environment:  

• Ensuring all staff and volunteers receive training on this policy, and ensure 

re-fresher training in protecting vulnerable persons is provided annually;  

• Arranging advanced training for staff and volunteers working directly with 

vulnerable persons;  

• Ensuring recruitment, screening including police check/re-check procedures 

are implemented;  

• Responding promptly to any complaints, reports or allegations against staff 

or volunteers.  

TLC Healthcare Staff and Volunteers are expected to abide by this policy that 

includes:  

Following the Code of Conduct;  

• Participating in mandatory and re-fresher training in protecting vulnerable 

persons;  

• Producing acceptable police records/re-check clearance letters;  

• Reporting immediately any suspicions of person abuse to senior 

management or in the case of imminent danger to self or others to call 911;  

• Notifying their supervisor or staff contact that a report has been made to 

police services 

5. Procedure 

CODE OF CONDUCT FOR THE PROTECTION OF VULNERABLE PERSONS 

In the course of staff or volunteer work, even if not working directly with 

vulnerable persons, there are times when staff or volunteers will encounter and 
interact with vulnerable persons. The TLC Healthcare is committed to treating 

everyone with respect and dignity, and to ensuring our clients a safe and caring 



  

environment. Staff and volunteers are required to follow the Code of Conduct that 

describes good practices and includes practices to be avoided or never sanctioned.  

The practices outlined below clarify what is and is not acceptable behaviour when 
working with all clients but particularly with clients who through physical or mental 

disability are particularly vulnerable. By defining what is and is not  

acceptable behaviour, good practice can be promoted, and the potential for abuse 

or allegations of abuse minimized.  

GOOD PRACTICE:  

• Treat all people, staff and client, with respect, dignity and fairness.  

• Make requests in clear terms geared to the person’s intellectual and physical 
abilities. Offer choices if you can.  

• Give encouragement, in words or as a smile.  

• Ensure the number of adult staff is appropriate to safely conduct and 

supervise program activity.  

• Involve family whenever possible and reasonable.  

• Ensure that a person is not left alone in an unsafe environment 

• Give full consideration to the needs, interests and wishes of vulnerable 

persons.  

• Presume mental capacity and participation in decision-making.  

• Respect the privacy of persons.  

PROHIBITED PRACTICES:  

• Corporal punishment  

• Depriving a person of basic needs including food, shelter, clothing, bedding 

or participation in activities  

• Leaving a vulnerable person unsupervised  

• Deliberately using harsh or degrading measures on the person that would 

humiliate the person or undermine his or her self-respect  

• Locking exits for the purposes of confining a person  

• Any form of abuse – physical, sexual, emotional, neglect and/or financial. 



  

Exercise caution when interacting or relating to clients or vulnerable persons 
outside of a contracted TLC Healthcare program activity (e.g. avoid weekend 

visits, calling or online chatting, etc.)  

Any reports involving breach of the above Code of Conduct is taken seriously and 

will be dealt with by management. Individuals who violate the Code of Conduct 
and this policy are subject to disciplinary or corrective action up to and including 

termination of employment or volunteer assignment.  

DUTY TO REPORT PROCEDURES FOR SUSPECTED PERSON ABUSE AND NEGLECT  

In the event that a person or someone discloses, or a staff, volunteer or student 
placement suspects person abuse, the abuse is to be reported immediately to the 

appropriate authorities. Supervisors shall ensure that staff, program volunteers 

and student placements are aware of their duty to report suspected person abuse.   

No staff, student, or volunteer shall advise someone not to report suspicions of 
person abuse, nor try to stop the person from reporting or consulting with a 

Protection Facility. 

SEEKING MEDICAL ATTENTION 

If the person has sustained injuries, seek immediate medical attention. If injury is 

suspected to have been caused by person abuse or family violence, do not inform 
the client or family the suspicion as the reason for seeking medical attention. If 

you think the person is in immediate danger, call the Police. Immediately after 

calling the police, contact TLC Management. 

AVOID DISCUSSING SUSPICIONS WITH OTHERS 

A staff, volunteer or student placement who suspects abuse or family violence is 

not to disclose their suspicion to anyone other than appropriate investigative 
officers and Senior TLC Healthcare management. Disclosing with others could 

jeopardize the person or contaminate the investigation.  

REPORTING TO PROTECTION AGENCIES 

When placing a call to a person protection Facility: Provide your full name, your 
position, our Association name (TLC Healthcare Nursing Relief Facility and Luxury 

Home Care) and a number where they can reach you, along with the full details to 

the best of your knowledge of your suspicion(s).  Ask for the name and phone 
number of the Investigator you spoke with at the protection Facility. If any further 

suspicion of abuse or new information with respect to a person occurs, then you 
must make another report to the person protection Facility, regardless of any 

previous reports. 

The goal of the TLC Healthcare and protection agencies is to protect all persons 

whose safety must be considered first.  



  

DOCUMENTATION GUIDELINES  

Documentation must be legible and written by hand by the person who reported 

the suspected abuse - do not type on a computer. Write with a ballpoint pen, not a 

marker or felt tip that might smudge/leak. Be factual, based on your observations.  

Do not include or document your personal thoughts about how it might have 
happened. Include direct observations and indicators to support your statements. 

You may include what someone else has told you, as long as it is relevant and you 

have recorded who told you the information. 

Use the Incident Report Form available from Head Office. The Incident Report form 
outlines what you need to include when documenting suspected person abuse and 

your call to a person protection authority.  The Incident Report form includes the 
person’s name, the program location, the name of the Protection Facility called 

and date the call was made. If applicable, also record ‘abuse allegation against a 
staff ‘(or volunteer) in the event of an allegation of abuse against a staff or 
volunteer. Then sign and date the incident report form. Forward a copy of the 

incident report to the Executive Director and to the Manager.  

**If a form is unavailable it is very important that you still make a report 

immediately. Then document the report by hand, using a blank sheet of paper and 

place the report in a sealed envelope as outlined in e) and f) below.  

**Documentation with respect to suspected person abuse is not to be released to 
anyone unless there is a warrant, subpoena or court order to submit records or 

attend court. Any request for release of records is to be forwarded to the Manager, 
who will determine the action to be taken, in consultation with the Executive 

Director and legal counsel as needed.  

Do not make a rough copy and then re-write ‘in good’. Your original document is 
required. If you make a mistake, don’t use whiteout. Simply cross it out with a 

single line and initial.  

Make sure documentation is complete. Sign and date the report. Place the report 
in a sealed envelope marked CONFIDENTIAL. Write the person’s name on the 
front, and sign and date the envelope.  

Give the sealed envelope to your manager who will ensure the envelope is 

promptly and securely delivered to the appropriate authorities. 

REPORTING AN ALLEGATION OR COMPLAINT OF ABUSE AGAINST A STAFF OR 

VOLUNTEER  

In the event of an allegation of abuse of a vulnerable person against a staff, 
volunteer or student placement, report the suspicion immediately to the 

appropriate departmental Manager, who will notify senior management. If the 



  

vulnerable person’s safety is at risk or in immediate danger, call the police as 
outlined above.  

A staff/student/volunteer making the allegation will complete the required 

documentation as outlined above. 

The appropriate departmental Manager, will immediately notify the Executive 
Director who will escalate to management in keeping with the TLC Healthcare’s 
escalation protocol. Senior management will ensure any additional person safety 
concerns, HR, insurance and other mandatory reporting requirements are 

addressed, and that the appropriate follow up steps are implemented once person 
protection authorities have completed their investigation, in keeping with 

established TLC Healthcare procedures.  Any complaint or allegation of abuse 
made against TLC Healthcare personnel is taken seriously and shall be dealt with 

by management. 

If it is a client or family member who is making the allegation against a 

staff/student/volunteer, staff shall inform the client and/or family of his/her Duty 

to Report suspected person abuse to the appropriate authorities.  

If the person suspected of abuse is the supervisor, the client/family member/staff 

must make the call to the appropriate authorities and inform a TLC Healthcare 

Executive Director of his/her call.  

The person who is suspected of abusing a person will not be told by anyone about 
the suspicion, or the intention to report. Only under the direction and consultation 

with the appropriate authorities is the information to be disclosed with the alleged 
person. The Executive Director will be promptly notified and they will inform 

designated members of management. Management will determine further action 

steps described below.  

CONFIDENTIALITY  

All information related to disclosure or an allegation of abuse will be treated 

confidentially to the extent possible.  

INFORMATION MANAGEMENT  

All information related to an allegation or disclosure of abuse will be treated 

confidentially to the extent possible. Supervisors shall ensure that all records 
including investigation related to allegations or complaints of abuse against a TLC 

Healthcare staff, student or volunteer shall be promptly delivered to the Executive 

Director for safeguarding (secure storage) and retention indefinitely.  

RECRUITING, SCREENING AND TRAINING STAFF AND VOLUNTEERS  

TLC Healthcare offers a range of programs to a variety of age groups including 

vulnerable persons. Proper screening of potential employees and volunteers is 



  

essential for matching people and TLC Healthcare roles or positions, for ensuring 
the quality of TLC Healthcare programs, for maintaining safe environments, and 

for reducing or eliminating the risk of harm to vulnerable persons. Procedures 
established by TLC Healthcare also ensure we meet regulatory requirements 

relevant to screening including Employment Standards and Eligibility to Work in 
Canada, Person Protection, Human Rights, Privacy, and other legislated 

requirements. All Supervisors, Coordinators, and Managers must follow TLC 
Healthcare Employee Relations Policy for recruiting, screening and selecting staff 

and volunteers. 

Screening procedures include conducting formal interviews with questions to 

determine suitability for working with vulnerable persons or in positions of trust, 
conducting a minimum of three professional reference checks and ensuring police 

records checks procedures are followed, arranging orientation and mandatory 
person protection training, as well as maintaining records in keeping with 

established records retention procedures.  

*Note: Occasional and special event volunteers are not required to have a police 

information check or police vulnerable sector check.  

M. STRATEGIES TO ENHANCE OUR COMMITMENT TO PROTECTING 

VULNERABLE PERSONS  

TLC Healthcare is committed to an ongoing strategy for the protection of 

vulnerable persons and maintaining safe environments, which includes:  

Providing training that ensures staff and volunteers know their responsibilities and 
duty to report; monitoring TLC Healthcare’s effectiveness in its commitment to 
protecting vulnerable persons;  

Providing mechanisms for feedback and appropriate response to complaints or 

disclosures.  

Training and education increases knowledge and awareness of individual and 

organizational roles in protecting vulnerable persons, and ensures the 

effectiveness of this Policy.  

Through education tools and training that includes new staff orientation, 

mandatory and annual re-fresher training with sign-off requirements, TLC 
Healthcare fosters awareness raising of staff and volunteers of their 

responsibilities ‘to act’ if abuse is suspected.  

Monitoring: 

TLC Healthcare has implemented a formal monitoring system that includes self-
assessments, peer and client assessments of compliance with policies and 

procedures for quality assurance and the protection of vulnerable persons. 
Assessments are completed at least annually to identify where further 



  

enhancements may be needed to maintain the safety of our program 

environments.  

In addition, Supervisors/Coordinators/Managers shall monitor programs regularly 

to identify any potential barriers and strategies for maintaining safe environments.  

Strategies include:  

• Fostering a culture of safety through safeguards including policies, training, 

education;  

• Providing vulnerable persons with support and guidance on what to do, and 

who to contact if feeling uncomfortable or afraid at any time;  

• Adhering to HR and volunteer management procedures for recruiting, 

screening, supervising and training staff and volunteers. 

Ongoing relevancy:  

The TLC Healthcare’s person protection lead or designate shall review this policy 
annually to ensure effectiveness and ongoing relevancy in keeping with changing 

laws, evolving processes and public expectations. TLC Healthcare shall continue to 

instill a culture of shared accountability and responsibility for the protection of 

vulnerable persons.  

6. References 

ADDITIONAL POLICIES: 

TLC Healthcare Employee Relations Policy 

Screening Procedures of Potential Staff and Volunteers: relates to our obligation to 

conduct proper screening of potential employees and program volunteers to 
ensure appropriate matching of people with TLC Healthcare roles or positions, for 

improving quality and safety of TLC Healthcare programs, and reducing the risk of 

harm to vulnerable persons accessing TLC Healthcare programs and services.  

Police Records Check Procedures:  relates to our obligation to confirm that a police 
records check (PRC) has been provided before starting work or volunteer service 

at the TLC Healthcare, and that Executive Management ensure PRC re-checks are 
conducted in keeping with established procedures consistent with legislated 

requirements.  

Offence Declaration Procedures:  relates to the obligation of management to 
ensure the form is submitted by Person Care staff on an annual basis and is 

current within 15 days of the one-year anniversary of the previous declaration. 
This declaration states whether or not a Person Care staff has any criminal 

convictions under the Criminal Code of Canada for which a pardon has not been 

issued or granted.  



  

Reference Checks Procedures:  relates to the obligation of management to ensure 
a minimum of three professional references have been checked, as a final step in 

the recruiting process for all full and part time employment and for volunteer 

positions before a position is offered at the TLC Healthcare.  

TLC Healthcare Incident Reporting:  relates to the TLC Healthcare’s process and 
roles when dealing with a critical incident or crisis event, to ensure appropriate 

situation assessment, decision-making and response by management.  

 

Contacts and Other Resources 

The following sources provide additional information about person protection:  

To view Ontario’s Child and Family Services Act, visit www.e-laws.gov.on.ca  

To view regulations for Ontario Retirement Homes, visit http://rhra.ca 

o view information on Elder Abuse http://www.ohrc.on.ca/en/time-action-

advancing-human-rights-older-ontarians 

 

https://www.ontario.ca/laws/statute/07l08  Long Term Care Home Act - Ontario 

http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-

practice/ CNO Standard Practices 

https://www.ontario.ca/document/your-guide-employment-standards-

act/temporary-help-agencies  

https://www.labour.gov.on.ca/english/es/   

  

http://rhra.ca/
http://www.ohrc.on.ca/en/time-action-advancing-human-rights-older-ontarians
http://www.ohrc.on.ca/en/time-action-advancing-human-rights-older-ontarians
https://www.ontario.ca/laws/statute/07l08
http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-practice/
http://www.cno.org/en/learn-about-standards-guidelines/educational-tools/ask-practice/
https://www.ontario.ca/document/your-guide-employment-standards-act/temporary-help-agencies
https://www.ontario.ca/document/your-guide-employment-standards-act/temporary-help-agencies
https://www.labour.gov.on.ca/english/es/


  

TLC-6 Health and Safety 
 

1. Purpose 

The employer and senior management of TLC Healthcare Relief Nursing and 
Luxury Home Care (hereafter known as TLC Healthcare) are vitally interested in 

the health and safety of its workers. Protection of workers from injury or 

occupational disease is a major continuing objective. 

TLC Healthcare will make every effort to provide a safe, healthy work 
environment. All employers, supervisors and workers must be dedicated to the 

continuing objective of reducing risk of injury. 

2. Scope 

This policy applies to TLC Healthcare employees and management 

3. Prerequisites 

Staff should familiarize themselves with Ontario Health and Safety Regulations 

4. Responsibilities 

TLC Healthcare as employer, is ultimately responsible for worker health and 

safety. As president (or owner/operator, chairperson, chief executive officer, etc.) 
of TLC Healthcare, I give you my personal commitment that I will comply with my 

duties under the Act, such as taking every reasonable precaution for the protection 

of workers in the workplace. 

Supervisors will be held accountable for the health and safety of workers under 
their supervision. Supervisors are subject to various duties in the workplace, 

including the duty to ensure that machinery and equipment are safe and that 

workers work in compliance with established safe work practices and procedures. 

Every worker must protect his or her own health and safety by working in 
compliance with the law and with safe work practices and procedures established 

by the employer. Workers will receive information, training and competent 

supervision in their specific work tasks to protect their health and safety. 

It is in the best interest of all parties to consider health and safety in every 
activity. Commitment to health and safety must form an integral part of this 

organization, from the president to the workers. 

5. Procedure 

New employees will receive health and safety training  

All Staff will receive ongoing, annual health and safety training specific to their 

areas of work 



  

Staff will have access to written and on-line information pertaining to health and 

safety issues in the work place 

Employees will report all incidents of work place hazards to their supervisors 
and/or TLC Management.  An investigation will be completed and reports made 

available to all staff. 

An annual review of practices will be made to make sure that safe procedures are 

in place or if modifications need to be made. 

6.  Resources 

https://www.ontario.ca/laws/statute/90o01 

https://www.ontario.ca/document/guide-occupational-health-and-safety-act 

https://www.labour.gov.on.ca/english/hs/faqs/ohsa.php 

https://www.labour.gov.on.ca/english/hs/faqs/rights.php 

http://www.wsib.on.ca/WSIBPortal/faces/WSIBStreamPage?fGUID=83550210063
5000219&_afrLoop=1038338285276000&_afrWindowMode=0&_afrWindowId=187

8ktnfuj_1#%40%3F_afrWindowId%3D1878ktnfuj_1%26_afrLoop%3D103833828

5276000%26_afrWindowMode%3D0%26fGUID%3D835502100635000219%26_a

df.ctrl-state%3D1878ktnfuj_25 

  

https://www.ontario.ca/laws/statute/90o01
https://www.ontario.ca/document/guide-occupational-health-and-safety-act
https://www.labour.gov.on.ca/english/hs/faqs/ohsa.php
https://www.labour.gov.on.ca/english/hs/faqs/rights.php
http://www.wsib.on.ca/WSIBPortal/faces/WSIBStreamPage?fGUID=835502100635000219&_afrLoop=1038338285276000&_afrWindowMode=0&_afrWindowId=1878ktnfuj_1%23%40%3F_afrWindowId%3D1878ktnfuj_1%26_afrLoop%3D1038338285276000%26_afrWindowMode%3D0%26fGUID%3D835502100635000219%26_adf.ctrl-state%3D1878ktnfuj_25
http://www.wsib.on.ca/WSIBPortal/faces/WSIBStreamPage?fGUID=835502100635000219&_afrLoop=1038338285276000&_afrWindowMode=0&_afrWindowId=1878ktnfuj_1%23%40%3F_afrWindowId%3D1878ktnfuj_1%26_afrLoop%3D1038338285276000%26_afrWindowMode%3D0%26fGUID%3D835502100635000219%26_adf.ctrl-state%3D1878ktnfuj_25
http://www.wsib.on.ca/WSIBPortal/faces/WSIBStreamPage?fGUID=835502100635000219&_afrLoop=1038338285276000&_afrWindowMode=0&_afrWindowId=1878ktnfuj_1%23%40%3F_afrWindowId%3D1878ktnfuj_1%26_afrLoop%3D1038338285276000%26_afrWindowMode%3D0%26fGUID%3D835502100635000219%26_adf.ctrl-state%3D1878ktnfuj_25
http://www.wsib.on.ca/WSIBPortal/faces/WSIBStreamPage?fGUID=835502100635000219&_afrLoop=1038338285276000&_afrWindowMode=0&_afrWindowId=1878ktnfuj_1%23%40%3F_afrWindowId%3D1878ktnfuj_1%26_afrLoop%3D1038338285276000%26_afrWindowMode%3D0%26fGUID%3D835502100635000219%26_adf.ctrl-state%3D1878ktnfuj_25
http://www.wsib.on.ca/WSIBPortal/faces/WSIBStreamPage?fGUID=835502100635000219&_afrLoop=1038338285276000&_afrWindowMode=0&_afrWindowId=1878ktnfuj_1%23%40%3F_afrWindowId%3D1878ktnfuj_1%26_afrLoop%3D1038338285276000%26_afrWindowMode%3D0%26fGUID%3D835502100635000219%26_adf.ctrl-state%3D1878ktnfuj_25


  

TLC-7 Workplace Harassment 

1. Purpose 

TLC Healthcare Home Health Care & Nursing Shift Relief Facility is committed to 
providing a work environment in which all workers are treated with respect and 

dignity. Workplace harassment will not be tolerated from any person in the 
workplace (including customers, clients, other employers, supervisors, workers 

and members of the public, as applicable). 

2. Scope 

This policy applies to TLC Healthcare employees and management 

3. Definitions 

Workplace harassment means engaging in a course of vexatious comment or 
conduct against a worker in a workplace that is known or ought reasonably to be 

known to be unwelcome or workplace sexual harassment. Workplace sexual 

harassment means: 

a. engaging in a course of vexatious comment or conduct against a worker in a 

workplace because of sex, sexual orientation, gender identity or gender 
expression, where the course of comment or conduct is known or ought 

reasonably to be known to be unwelcome, or 

b. making a sexual solicitation or advance where the person making the 

solicitation or advance is able to confer, grant or deny a benefit or advancement to 
the worker and the person knows or ought reasonably to know that the solicitation 

or advance is unwelcome; 

Reasonable action taken by the employer or supervisor relating to the 

management and direction of workers or the workplace is not workplace 

harassment. 

4. Responsibilities 

All staff are responsible to ensure that workplace harassment does not occur.  

Staff must report any incidents to management.  TLC Healthcare management is 
responsible to take appropriate disciplinary measure to end harassment in the 

workplace. 

5. Procedure 

Workers are encouraged to report any incidents of workplace harassment to the 

appropriate person. If the incident occurs within an institutional environment the 
Employee will report to the Nurse-In-Charge on site and follow up with TLC 

Healthcare management on the next business day.  If the incident occurs outside 
of an institutional environment or the Employee does not feel secure in reporting 



  

to Institutional Management on site, the Employee will report to TLC Healthcare 

management on the next business day.  

Management will investigate and deal with all complaints or incidents of workplace 
harassment in a fair, respectful and timely manner. Information provided about an 

incident or about a complaint will not be disclosed except as necessary to protect 
workers, to investigate the complaint or incident, to take corrective action or as 

otherwise required by law. 

Managers, supervisors and workers are expected to adhere to this policy, and will 

be held responsible by the employer for not following it. Workers are not to be 
penalized or disciplined for reporting an incident or for participating in an 

investigation involving workplace harassment. 

If a worker needs further assistance, he or she may contact Human Rights Legal 

Support Centre or employee assistance program if available. 

6.  Resources 

https://www.labour.gov.on.ca/english/hs/topics/workplaceviolence.php 

  

https://www.labour.gov.on.ca/english/hs/topics/workplaceviolence.php


  

TLC-8 Workplace Violence 

1. Purpose 

The management of TLC Healthcare Services (TLC Healthcare) is committed to the 
prevention of workplace violence and is ultimately responsible for worker health 

and safety. We will take whatever steps are reasonable to protect our workers 

from workplace violence from all sources.  

Violent behaviour in the workplace is unacceptable from anyone. This policy 
applies to anyone in the workplace (including clients, other employers, 

supervisors, and members of the public, as applicable).  Everyone is expected to 

uphold this policy and to work together to prevent workplace violence 

2. Scope 

This policy applies to TLC Healthcare employees and management 

3. Definitions 

Workplace Violence is defined in the OHSA as the exercise or attempted exercise 

of physical force by a person against a worker, in a workplace, that causes or 

could cause physical injury to the worker, or a statement or behaviour that it is 
reasonable for a worker to interpret as a threat to exercise physical force against 

the worker, in a workplace, that could cause physical injury to the worker. This 
definition of workplace violence is broad enough to include acts that would 

constitute offences under Canada's Criminal Code. 

4. Responsibilities 

Every worker must work in compliance with this policy and the supporting 
program. All workers are encouraged to raise any concerns about workplace 

violence and to report any violent incidents or threats.  

Supervisors will adhere to this policy and the supporting program. Supervisors are 

responsible for ensuring that measures and procedures are followed by workers 

and that workers have the information they need to protect themselves. 

Management pledges to investigate and deal with all incidents and complaints of 

workplace violence in a fair and timely manner, respecting the privacy of all 

concerned as much as possible. 

TLC Healthcare, as the employer, will ensure this policy and the supporting 
program are implemented and maintained. All workers and supervisors will receive 

appropriate information and instruction on the contents of the policy and program. 

 

 



  

5. Procedure 

Workers are encouraged to report any incidents of workplace violence to the 

appropriate person.  

If the incident is one of imminent harm or danger to the employee or witnessed by 

the employee they are to call 911 for emergency assistance.  When the employee 

is able to they are to all TLC Management and report the incident. 

If the incident occurs within an institutional environment the Employee will report 
to the Nurse-In-Charge on site and follow up with TLC Healthcare management on 

the next business day.  If the incident occurs outside of an institutional 
environment or the Employee does not feel secure in reporting to Institutional 

Management on site, the Employee will report to TLC Healthcare management on 

the next business day.  

Management will investigate and deal with all complaints or incidents of workplace 
violence in a fair, respectful and timely manner. Information provided about an 

incident or about a complaint will not be disclosed except as necessary to protect 

workers, to investigate the complaint or incident, to take corrective action or as 

otherwise required by law. 

DOCUMENTATION GUIDELINES FOR INCIDENT REPORT 

Documentation must be legible and written by hand by the person who reported 

the suspected abuse - do not type on a computer. Write with a ballpoint pen, not a 

marker or felt tip that might smudge/leak. Be factual, based on your observations.  

Do not include or document your personal thoughts about how it might have 
happened. Include direct observations and indicators to support your statements. 

You may include what someone else has told you, as long as it is relevant and you 

have recorded who told you the information.  

Include any names of witnesses to the event. 

Use the Incident Report Form available from Head Office. The Incident Report form 

outlines what you need to include when documenting an incident and your call to 
emergency services.  The Incident Report form includes the person’s name, the 
program location, the name of the Protection Facility called and date the call was 

made. If applicable, also record ‘allegation against a staff ‘(or volunteer) in the 
event of an allegation of abuse against a staff or volunteer. Then sign and date the 

incident report form. Forward a copy of the incident report to the Executive 

Director and to the Manager.  

**If a form is unavailable it is very important that you still make a report 
immediately. Then document the report by hand, using a blank sheet of paper and 

place the report in a sealed envelope as outlined in e) and f) below.  



  

**Documentation with respect to suspected person is not to be released to anyone 
unless there is a warrant, subpoena or court order to submit records or attend 

court. Any request for release of records is to be forwarded to the Manager, who 
will determine the action to be taken, in consultation with the Executive Director 

and legal counsel as needed.  

Do not make a rough copy and then re-write ‘in good’. Your original document is 
required. If you make a mistake, don’t use whiteout. Simply cross it out with a 
single line and initial.  

Make sure documentation is complete. Sign and date the report. Place the report 
in a sealed envelope marked CONFIDENTIAL. Write the person’s name on the 
front, and sign and date the envelope.  

Give the sealed envelope to your manager who will ensure the envelope is 

promptly and securely delivered to the appropriate authorities. 

Managers, supervisors and workers are expected to adhere to this policy, and will 

be held responsible by the employer for not following it. Workers are not to be 

penalized or disciplined for reporting an incident or for participating in an 

investigation involving workplace violence. 

6.  Resources 

https://www.labour.gov.on.ca/english/hs/topics/workplaceviolence.php 

https://www.ontario.ca/page/understand-law-workplace-violence-and-harassment 

  

https://www.labour.gov.on.ca/english/hs/topics/workplaceviolence.php
https://www.ontario.ca/page/understand-law-workplace-violence-and-harassment


  

TLC-9 Submitting Shift Times for Payroll 

1. Purpose 

To ensure the efficient processing of paying TLC Healthcare employees in 
accordance with Employment Standards and accounting practices.  To ensure that 

documentation is available if client dispute employee attendance and time. 

2. Scope 

This policy applies to TLC Healthcare employees and management 

3. Prerequisites 

• Enroll and learn Rosemark Caregiver Scheduling Program (mobile app, 

conventional telephone and web browser application) 

Responsibilities 

Employee: 

Employee is responsible for following the procedure outlined in #5 to ensure 
proper recording of shift time and completion.  Failure to comply will result in 

disruption of pay processes. 

Employer’s: 

If the employee has completed all procedures for submitting time, the Employer is 

responsible for ensuring the employee is paid for the submitted shifts worked 
according to the agreed rate, stated shift times and according to the biweekly 

payroll schedule 

5. Procedure 

Employee: 

Rosemark Clock In 

For all scheduled shifts (Facility or Home Care), using Rosemark, at the Client 
Location, Employee will clock in when beginning a shift and clock out at end of 

shift. 

Employees using the mobile app will obtain client signatures.  If the Client is 

unable to provide a signature, the employee will record a shift comment stating 

that. 

Refer to Rosemark User Guides for all procedures for the Mobile App, Web Portal 

and Telephone. 

 



  

Requests to Work over scheduled time 

If the Facility asks staff to remain for more than their regularly scheduled shift, the 

Charge Person must record the approval either in the shift note or voice recording, 

indicating that this extra time was requested and approved by the Facility.   

Employees will not be paid for unauthorized time exceeding the stated shift time 

including scheduled unpaid breaks. 

6.  Resources 

https://www.wikihow.com/Email-Pictures-from-a-Cell-Phone 

 

  

https://www.wikihow.com/Email-Pictures-from-a-Cell-Phone


  

TLC-10 Employee Availability for Shifts 
 

1. Purpose 
 

TLC Healthcare is committed to providing our clients with reliable coverage.  As 
Healthcare professionals, each of us has a duty of care to our clients. 

 
2. Scope 

 
This policy applies to TLC Healthcare employees and management 

 
3. Responsibilities 

 
All staff have a duty of care to clients once they have accepted a shift.  Staff must 

make all reasonable attempts to complete their assigned shifts. 

When cancelling shifts, staff are responsible for ensuring that they follow Health 
and Safety Regulations as laid out by the Ontario Public Health Standards, Long 

Term Care Home Act, Retirement Homes Act, and College of Nurses Standards of 
Practice. 

 
4. Procedure 

 
a) Shift Assignment 

 
• Employees will complete and return the Availability Agreement to TLC 

Healthcare (example pg 5) 

• Based on the Agreement, employees will be assigned shifts as per their 

skills, certifications and suitability to meet the client’s needs. 

• TLC Healthcare will make a reasonable effort to assign employees shifts 

within geographic areas, but employees recognize that this may not always 

be the case as client demand dictates shift availability. 

• Employees must notify in writing TLC Healthcare if their availability changes 

within an adequate time frame (see following).  If no notice is given, 
employees are expected to fulfill their shift assignments until the following 

week. Failure to do so will result in disciplinary action. 

  



  

b) Refusing an Assigned Shift 
 

• Employees cannot refuse an assigned shift that meets their stated 

availability, fits their skills and certification except for,  

o If an Employee has valid concerns regarding a specific location related 
to Workplace Health and Safety Standards (refer to policies TLC-6, 

TLC-7 & TLC-8).  Employees must notify TLC Healthcare management 
when a Health and Safety concern arises that impacts on their ability 

to continue working at that location. 

c) Cancelling a Scheduled Shift 

 
• Employees must provide TLC Healthcare with a valid reason for cancelling 

scheduled shifts.  Failure to do so will result in disciplinary action. 

• Valid Reasons for cancelling shift.  Examples include: 

o Symptoms of Infectious Illness:  such as Fever, Diarrhea  

o Severe weather conditions that could result in road closures 

o Immediate family emergency – ie spouse, child or parent 

• The employee will provide adequate notice for cancelling a scheduled shift by 

directly contacting TLC Healthcare by phone. 

• Employees must personally contact TLC Healthcare management when 

cancelling a scheduled shift.   

• Email is not an acceptable method of communication for cancelling a shift. 

• A relative or friend cannot call on an employee’s behalf 

• If the employee calls in and gets the answering message,  

o leave a message with their name,  

o the time of shift,  

o the time they are calling, 

o a telephone number they can be reached for a return call. 

 

Note:  TLC hours of operation are between 8 am and 6 pm. Between 6pm 

and 8 am Employees will call and leave the message as outlined above.  A 
manager will call back during hours of operation. 

 



  

d) Cancelling Scheduled Shift Due to Illness 
 

• As dictated by Public Health Standards, the Long-Term Care Home Act and 
Retirement Home Act, employees must inform TLC Healthcare their 

symptoms so that Facilities can follow legislated protocols. 

• The employee is to call into TLC Healthcare immediately with the onset of 

symptoms and describe the symptoms  

• If symptoms fall under Public Health Infectious protocols employees will not 

be scheduled for shifts until symptom-free for the prescribed period, or the 

employee provides a “clear to work” from a medical practitioner. 

e) Cancelling shift due to injury 
 

• The employee is to call into TLC Healthcare immediately describing the 

nature of the injury  

• If a Workplace Injury the employee will follow WSIB procedures 

o Report incident to Facility Charge Staff 

o Report incident to TLC Management 

o Report to a medical practitioner 

o Complete a TLC Healthcare Incident report (see policy TLC-4 Incident 

Reporting) 

• To return to active duty, employee will need to provide a “fit to work” form 
completed by a medical practitioner 

• If an Off-Duty Injury the employee must call in and inform TLC Healthcare 

the nature of the injury and anticipated ability to return to work. (Off-duty 

injuries are not eligible for WSIB coverage). 

f) Shift Abandoment 
 

• TLC Healthcare employees cannot leave a shift before its scheduled 

completion unless: 

o A Facility Charge Staff instructs them to leave before the shift ends.   

o Imminent danger of physical harm 

o TLC Healthcare staff are to immediately inform TLC Management via 

phone call. 

 



  

g) Leave Requests 
 

• Employees may request leave from their Availability agreement.   

• Employees are to provide adequate notice of leave requests, minimum one 

week for one-day leave, minimum one month for leave exceeding one week. 

• When requesting a LOA, provide a reason, ie. Dentist, free trip to Mexico, so 

TLC management can assess and prioritize.  

• TLC Healthcare will make every reasonable attempt to honour leave requests 

but reserves the right to decline requests due to work demand. 

• Leave requests for scheduled shifts will be denied except in the cases of 

family emergencies or bereavement requests. 

 

6.  Resources 
 

Institutional/Facility Outbreak Prevention and Control Protocol, 2016 

 
Long-Term Care Homes Act, 2007, S.O. 2007, c. 8 

 
Retirement Homes Act, 2010, S.O. 2010, c. 11 

 
WSIB Operational Manual 

 
CNO Professional Standards, Revised 2002 

 
TLC-6 Health and Safety 

 
TLC-7 Workplace Harassment 

 
TLC-8 Violence in the Workplace 

 

TLC-4 Incident Reporting 

 

  

http://www.health.gov.on.ca/en/pro/programs/publichealth/oph_standards/docs/institutional_facility_outbreak.pdf
https://www.ontario.ca/laws/statute/07l08
https://www.ontario.ca/laws/statute/10r11?search=retirement+homes+act
http://www.wsib.on.ca/WSIBPortal/faces/WSIBManualPage?cGUID=15-03-03&fGUID=835502100635000498&_afrLoop=2870265358055000&_afrWindowMode=0&_afrWindowId=null#%40%3FcGUID%3D15-03-03%26_afrWindowId%3Dnull%26_afrLoop%3D2870265358055000%26_afrWindowMode%3D0%26fGUID%3D835502100635000498%26_adf.ctrl-state%3D18mqhcqbne_4
http://www.cno.org/globalassets/docs/prac/41006_profstds.pdf


  

OVERTIME AND STAT HOLIDAY PAY 

 

1. Purpose 

To ensure compliance to Ontario Ministry of Labour regulations 

2. Scope 

This policy applies to TLC Healthcare employees and management 

3. Prerequisites 

Employment Standards Act, 2000 (ESA) 

4. Responsibilities 

 

TLC Healthcare is responsible for ensuring compliance and informing employees of 
their rights under the regulations 

 
5. Procedure 

 
Regular Hours of Work:   

 
TLC Healthcare shifts are client dependent and can range from 1 hour to 12 hours 

in length. 
 

Regular Work Week:  44 hours 
 

Overtime 
 

In accordance with revisions to Ontario Labour Act, hours of work are averaged 

over the biweekly pay period (14 days).  Overtime is paid for any hours that 
exceed 88 hours in the biweekly pay period (work week is Monday to Sunday). 

 
In accordance with Ministry of Labour regulations, employees are not entitled to 

Overtime for a double 7.5-hour shift.  The employee must agree in writing to 
working a double shift.  The employee must have an 11-hour break before the 

next scheduled shift. 
 

Stat Holiday Pay 
 

Stat Holidays:  The following are Statutory Holidays under the Act 
New Year's Day   - January 1  

Family Day    - Third Monday in February  
Good Friday  - Friday before Easter Sunday  

Victoria Day   - Monday before May 25  



  

Canada Day  - July 1  
Labour Day   - First Monday in September  

Thanksgiving Day  - Second Monday in October  
Christmas Day   - December 25  

Boxing Day   - December 26 
 

Any shift started on the above dates are entitled to time and a half regular wage 
For night shifts the Stat Holiday is paid for the shift beginning on the Stat holiday.  

Therefore, if the shift begins on January 1st at 10 pm and ends at 6 am on January 
2, the 7.5 hrs. starting on January 1st will be paid at time and a half. 

 
Statutory Hours are not added to the Regular Work Week hours for Overtime 

purposes. 
 

To qualify for being paid for the Stat Holiday: 

 
• an employee must work his or her last regularly scheduled day before and 

first regularly scheduled day after the public holiday or have reasonable 
cause for failing to do so. 

 
• employees who fail to work the scheduled shift on the Stat Holiday revoke 

their entitlement to Stat pay 
 

Stat pay is based on the average hours of the previous four weeks of scheduled 
shifts 

 
6.  Resources 

 

Ministry of Labour Overtime Pay and Time Off In Lieu 

Ministry of Labour Rest Between Shifts 

Ministry of Labour Guide to Overtime 

Ministry of Labour Public Holiday Pay 

Statutory Holidays Ontario 2017 2018 

 

  

https://www.labour.gov.on.ca/english/es/tools/hours/overtime_tutorial.php
https://www.labour.gov.on.ca/english/es/tools/hours/daily_rest_between_shifts_tutorial.php
https://www.ontario.ca/document/your-guide-employment-standards-act/overtime-pay#section-5
https://www.labour.gov.on.ca/english/es/tools/esworkbook/publicholiday.php
https://www.statutoryholidays.com/ontario.php


  

TLC-12 Employee Travel and/or Accommodations 

1. Purpose 

To ensure consistent management of accommodations 

2. Scope 

This policy applies to TLC Healthcare employees and management 

3. Responsibilities 

The scheduler shall determine if a staff member qualifies for accommodations.  

Operations Manager to book any accommodations due to lack of availability at 

Orillia residence. 

Staff to arrange own accommodations if they do not want to use Orillia residence.   

4. Accommodations 

TLC Healthcare has a house available for staff at 323 James St. E., Orillia L3V 

1M4. 

The house has 3 bedrooms that can accommodate up to 6 staff, depending on 

gender. 

This residence is to be used for accommodations for all facility shift locations, 

Huntsville, Bracebridge and Orillia. 

If a staff member does not want to use these accommodations, they are 
responsible for finding their own accommodations and paying the cost.  A list of 

Healthcare accommodations is attached that offer a discounted rate for Facility 

staff. 

In the event there is no space available at the Orillia residence, TLC Healthcare will 

make arrangements for accommodations and payment. 

Staff are responsible for keeping this residence clean.  Staff will be held fiscally 

responsible if they cause any damage to the building, contents or property. 

5. Procedure 

• Determine whether employee requires accommodations 

• Determine availability at the Orillia House 

• Provide employee with map to Orillia House and to the shift location 

If no availability at Orillia House, booking accommodations  



  

determine when the employee will arrive at the hotel room this may differ from 
when their shift begins.  In most cases an employee should be able to drive to the 

shift and then check in to accommodations at the end of that shift. 

• determine when the employee will check out 

• book accommodations from a list of approved vendors, ensure that the 
vendor is informed if the staff will be a late or early check in and/or check 

out.  Normal check in is 3pm, normal check out is 11 am 

• ensure that vendor supplies an E-mail confirmation 

• send E-mail confirmation and map to accommodations to employee 

If Staff do not want Orillia accommodations 

• Employee arranges and pays for their own accommodations 

• Note:  Employees are eligible to apply this expense to reduce their taxable 

income.  They must retain receipts for this purpose. 

Area Hotels Offering Discounted Rate 

Location Hotel Address Rate 

Huntsville Motel 6 70 Howland Dr, Huntsville, 

ON P1H 2P9 

10% discount 
regular room 

rate 

 Comfort Inn 86 King William St, 

Huntsville, ON P1H 1E4 

Choice Hotel 
Business 

Traveler Rate 

 Econo Lodge 117 Main St W, Huntsville, 

ON P1H 1W8 

Choice Hotel 

Business 

Traveler Rate 

 Rodeway 

Inn 

23 King William St, 

Huntsville, ON P1H 1G4 

Choice Hotel 

Business 

Traveler Rate 

 Best 
Western Plus 

Healthcare 

Inn 

86 Howland Dr, Huntsville, 

ON P1H 1M3 

Best Western 

Corporate Rate 

Bracebridge Travel Lodge 320 Taylor Rd, Bracebridge, 

ON P1L 1K1 

Wyndham 

Corporate Rate 



  

 Quality Inn 300 Ecclestone Dr, 

Bracebridge, ON P1L 1X1 

Choice Hotel 
Business 

Traveler Rate 

 Sleep Inn 510 Healthcare District Road 

118 West, Bracebridge, ON 

P1L 1W8 

Choice Hotel 

Business 

Traveler Rate 

Gravenhurst Howard 

Johnson 

1-1165 Healthcare Rd S, 

Gravenhurst, Ontario P1P 

1K6 

Wyndham 

Corporate Rate 

Orillia Lakehead 

University 

Residence 

500 University Ave, Orillia, 

ON L3V 0B9 

Only available 

May to 

September 

 Comfort Inn 75 Progress Dr, Orillia, ON 

L3V 6H1 

Choice Hotel 
Business 

Traveler Rate 

 Econo Lodge 265 Memorial Ave, Orillia, ON 

L3V 5X8 

Choice Hotel 
Business 

Traveler Rate 

 Best 

Western Plus 
Mariposa Inn 

& 
Conference 

Centre 

400 Memorial Ave, Orillia, ON 

L3V 0T7 

Best Western 

Corporate Rate 

 

  



  

TLC-13 Cell Phone Policy 

Purpose: 

 
The TLC Healthcare cell phone policy offers general guidelines for using cell phones 

during work hours.  
 

The purpose of this policy is to help us all get the most out of the advantages cell 
phones offer our company while minimizing distractions, accidents, and 

frustrations improper cell phone use can cause.  
 

Scope: 
 

This policy applies to all TLC Healthcare employees. 
 

The following are TLC Healthcare's policies for proper employee cell phone use 

during work hours. In general, cell phones should never be used when they could 
pose a security or safety risk, or when they distract from work tasks.  

• Never use a cell phone while driving.  

• Never use a cell phone while operating equipment.  

• Do not use cell phones while on the floor in Facilities. 

• Do not use cell phones in the presence of Clients/Residents unless required 

to do so for clocking. 

• Do not use cell phones to record photos or videos of 

Clients/Residents/Facility staff without authorization. 

We realize that for Employees cell phones are used for time keeping.   We require 

employees to only use their cell phone when: 

• Clocking in or out of a shift in the appropriate place to do so. 

• To report incidents to TLC management in the appropriate place to do so. 

• To keep track of work tasks in the appropriate place to do so. 

Disciplinary Action: 

Improper use of cell phones may result in disciplinary action. Continued use of cell 
phones at inappropriate times or in ways that distract from work may lead to 

termination.  

Cell phone usage for illegal or dangerous activity, for purposes of harassment, or 

in ways that violate the company confidentiality policy may result in immediate 
termination.  



  

TLC-14 Dress Code 

Purpose 

 
The TLC Healthcare dress code policy is designed to help us all provide a 

consistent professional appearance to our clients and colleagues. Our appearance 
reflects on ourselves and the company. The goal is to be sure that we maintain a 

positive appearance and not to offend customers, clients, or colleagues. 
 

Scope 
 

This policy applies to all TLC Healthcare employees. 
 

Dress Code Policy: 

 

• Employees are expected to dress in appropriate healthcare attire unless the 

day’s tasks require otherwise. 

• Examples of Healthcare Attire: 

• Scrubs 

• White Lab Coat 

• Employees must always present a clean, professional appearance. Everyone is 
expected to be well-groomed and wear clean clothing, free of holes, tears, or 

other signs of wear. 

• Clothing with offensive or inappropriate designs or stamps are not allowed. 

• Clothing should not be too revealing. 

• Clothing and grooming styles dictated by religion or ethnicity are exempt. 

• TLC Healthcare ID are always to be worn and visible when on Client premises. 

 

Dress Code Violations 
 

Managers or supervisor are expected to inform employees when they are violating 

the dress code. Employees in violation are expected to immediately correct the 
issue. This may include having to leave work to change clothes. 

Repeated violations or violations that have major repercussions may result in 
disciplinary action being taken up to and including termination. 
 


