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Photo by Samara Cygman  

Carewest STEP Student Valery Pashchuk shoots a scene for the new 
customer service video developed at Carewest to guide employees through 
the Dos and Don’ts of good customer service. 
 
In An Appetite for Customer Service, Carewest Education Resource Nurse 
Stephanie Keys converses with Carewest Colonel Belcher resident George 
Campbell about his dining experience. 
 
Special thanks to everyone involved with the making of the film – from 
the actors to those working behind the scenes and the managers who freed 
up their schedules. 
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Nine-year-old Glengelyn Maniaul performs with a hula 
hoop at the Carewest Staff Family Barbecue. Hula hoops 
weren't the only activities families could partake  
in. A petting zoo, balloon animals, facepainting, volleyball  
and crafts are only some on the list of stuff to do. 

Carewest Director, Clinical Support and Community 
Services Joan Gilmour shows what she can do with a  
burger at the Carewest Staff Family Barbecue. She was 
busy that weekend because 900 people were served 
burgers, hotdogs and ice cream treats. 

What a great day! Carewest George Boyack Food 
Services Manager Gilles Mallet and Chris Makin, 
Horticultural Programs Coordinator, joke around while 
helping out at the Carewest Staff Family Barbecue. 
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As we ready ourselves for another change in season – 
from summer to fall – and all that brings, we need to 
remind ourselves of some of the ever-present 
challenges on the horizon. 
 
Otherwise known as flu season (seasonal influenza), 
the fall provides several new opportunities in which 
bacteria and viruses can spread. 
 
Areas where people gather in groups, like schools, 
daycares and care centres are places where the risk of 
exposure to these viruses is increased. 
 
In addition to the presence of a regular seasonal 
influenza, this year also sees the presence of a 
pandemic influenza. 
 
The H1N1 influenza spread has prompted the World 
Health Organization to declare a global pandemic 
alert, and a re-emergence of the virus in a second, 
more severe wave of illness is expected. 
 
They say that prevention is the best cure and that 
there are a number of things you can do to help 
prevent catching either seasonal or pandemic 
influenza and/or spreading either to others. 
 
These viruses are known to live on hard surfaces for 
up to two days, on cloth, tissue or paper for up to 12 
hours, and on hands for up to five minutes. 
 
With that in mind, good hand hygiene becomes even 
more important as one of the most effective ways of 
protecting yourself and others. 
 
 
 
 
 

 
Getting immunized is another 
important step you can take to 
curb the spread of the illness, not 
only for yourself but for your 
loved ones and those you come 
in contact with.  
 

Carewest offers seasonal influenza immunization at 
no cost for our employees and will be on site with 
vaccinations during its seasonal influenza campaign, 
starting Oct. 19. See Page 9 for details.  
 
Other effective prevention measures include sneezing 
or coughing into the crook of your elbow (if you 
don’t have tissues readily available) and keeping 
personal items separate if a household member has 
influenza.  
 
Avoid crowds and implement social distancing, 
which means staying at least two metres away from 
someone with influenza or influenza-like symptoms. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Continued on Page 4. 
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FROM THE EXECUTIVE DIRECTOR 
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  F O R B E S  
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Continued from Page 3. 
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This year, September and October will be extremely 
busy months for us.  
 
In addition to our seasonal influenza immunization 
campaign and work on our Partners in Injury 
Reduction program (PIR) audits, which will be 
essentially completed by the time you read this 
message, Carewest will be involved with audits 
taking place throughout our care centres to ensure we 
are meeting the Accommodation Standards and the 
Continuing Care Health Service Standards. 
 
Alberta Seniors and Community Supports monitor all 
supportive living and long-term care facilities for 
compliance to the Accommodation Standards on a 
regular basis.  
 
Alberta Health and Wellness and Alberta Health 
Services (AHS) will also be auditing continuing care 
facilities for compliance with the Continuing Care 
Health Service Standards and applicable Infection, 
Prevention and Control Standards. 
 
The purpose of the audits is to ensure facilities 
maintain a high quality of care and services that 
promote the safety, security and quality of life of 
Albertans living in those facilities. 
 
This information becomes publicly available and 
assists families in making informed choices when 
selecting a supportive living or long-term care 
facility.  
 
Beginning in August of this year, Alberta Seniors and 
Community Supports and Alberta Health and 
Wellness have started to post the results of their 
audits of individual facilities on their web sites.  
 

 
A schedule of the audit dates will be announced once 
confirmed. For additional information about the 
upcoming audits, please turn to Pages 22 and 23 in 
this issue of Carewrite.  
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Recently, you will have heard about a deficit-
elimination strategy announced by AHS in attempts 
to trim an additional $315 million from their budget.  
 
As a reminder, AHS had asked its partners and 
suppliers to do the same to help reduce spending by 
three per cent, effective Dec. 1, 2009. AHS partners 
and suppliers include Carewest and other long-term 
care and assisted living providers.  
 
One of the strategies that AHS has taken to address 
its deficit is to develop a voluntary early retirement 
package for AHS staff.  
 
Because Carewest is a separate and distinct 
employer, and because we have been able to develop 
a projected balanced budget for 2009-2010 based on 
the funding adjustment announced for our services – 
six per cent from April 1 to Nov. 30, 2009 and then 
three per cent from Dec. 1, 2009 to March 31, 2010 – 
we do not have the need to look at this type of 
program for Carewest at this time. 
 
Although we believe the impact of this funding 
would appear to be neutral, we will also continue to 
explore and action areas of improvement – i.e. 
operational reviews of our portfolios to identify 
efficiencies and areas of redundancy, addressing 
expenditures like overtime and agency costs, etc. – 
and will continue to fill approved vacancies to ensure 
we are adequately staffed to meet and exceed the  
needs of our residents 
and clients.�
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“Fun in the Sun” was definitely the theme for the 2009 Carewest Staff 
Family Barbecue. After a somewhat cool summer, the warm sun shone on 
the 900 people who joined us for a lot of fun and laughs at our corporate 
barbecue on Aug. 29!   
 
The burgers, refreshments and ice cream treats were great and the grounds 
were kept very busy with many events including a craft tent, AstroJump, 
Butterfield Acres’ petting farm, face painting by Funky Faces, children’s 
games (big and small) by CindyLou the clown and a volleyball tournament.   
 
This year’s winners of the Carewest volleyball tournament were from 
Carewest Dr. Vernon Fanning. A big congratulations goes out to Rochelle 
Gallagher (captain), Jackie Mersereau, Brendon Cassidy, Kathy Cassidy, 
Dom Venturo and Paul Charlton. We look forward to seeing you try to hold 
your title next year. 
 
The corporate Carewest Staff Family Barbecue is an Employee Recognition 
Committee event. A special thank you  
goes out to the committee members  
and volunteers who made this possible  
through planning and organizing.  
It was a very successful team effort.  
 
And thank you to all who came out  
and enjoyed the spirit of Carewest!  
It was a great day. See you there next  
year. 
 
Tickets for our next corporate event –  
the Carewest Gala – will be available 
soon. Book your calendars for  
Saturday, Nov. 14 (see the back  
cover of this issue of Carewrite).   
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It is that time of year again when 
we start vaccination preparations 
for influenza season.  
 
In addition to the usual or 
seasonal influenza, we are also 
faced this year with the new 
H1N1 pandemic influenza.   
 
Seasonal influenza usually 
occurs September to May. The 
pandemic influenza is not 
following the seasonal pattern 
and can occur at anytime of the 
year. 
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In addition to becoming 
vaccinated, there are also other 
ways in which we can each make 
a difference in staying influenza-
free.  
 
Good hand hygiene is one of the 
most important things we can do 
to protect ourselves.  
 
Good respiratory etiquette such 
as sneezing in our sleeves, 
disposing of tissues after 
blowing our noses and either 
postponing visits or staying 
home if feeling unwell are also 
effective ways of preventing the 
spread of infections such as 
influenza. 
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Seasonal influenza immunizations are free for staff, 
volunteers, contract staff (Aramark), companions and 
others who provide care services at Carewest sites. 
Staff can attend influenza clinics at any site. 
 
Carewest staff immunized by their doctor are 
required to submit their proof of immunization to 
Employee Health and Safety. 

 
Below is the influenza immunization schedule for 
staff. There is a possibility that some times and 
locations may change. If you are making a special 
trip, please check the site first to  
confirm the schedule. For more  
information call Employee Health  
and Safety at 403-943-8182. 

 

Staff InFLUenza Vaccination Schedule  
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Carewest Site  Room 

Monday, 
Oct. 19 

Tuesday, 
Oct. 20 

Wednesday, 
Oct. 21 

Thursday, 
Oct. 22 

Friday, 
Oct. 23 

Carewest 
Dr. Vernon Fanning 

TBA 
8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

Carewest  
Glenmore Park 
 

TBA 8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

Carewest 
Sarcee 

TBA 8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

Carewest 
George Boyack TBA 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

Carewest 
Colonel Belcher TBA 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

Carewest  
Signal Pointe 
 

Library   1:00 p.m.- 
4:00 p.m. 

8:30 a.m.- 
noon 

 

Carewest 
Royal Park 

The Den  8:30 a.m.- 
4:00 p.m. 

8:30 a.m.- 
4:00 p.m. 

  

Carewest 
Administrative Centre 

Clinic Room 
Second Floor 

   8:30 a.m.- 
4:00 p.m. 

 

Carewest 
OSI Clinic Family Room   

2:00 p.m.- 
4:00 p.m.   

Carewest  
Nickle House 
 

The Den   
7:00 a.m.- 
3:15 p.m.   
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Carewest employees will 
now be able to take their 
vacation as it is earned.  
 
After transitioning to the 
new PeopleSoft pay 
system, Carewest has 
recently reviewed the 
vacation policies and will 
be making a few 
changes to better reflect 
how vacation time will be 
administered.  
 
Previously, vacation time 
has been managed using 
the principle of earning 
vacation time in one year 
and then taking it in the 
following year.  
 
Based on your date of hire, 
employees would 
potentially have to work 
an entire year before they 
could access any vacation 
time earned. 
 
“Management has tried to be 
flexible based on individual 
employee requests and have 
allowed employees to borrow 
from the next year’s entitlement.  
 

 
 
This is a growing trend which 
prompted a review of our 
vacation administration 
practice,” says Blair Phillips, 
Director of People and Learning. 
  

“Carewest believes it is more 
reasonable and reflective of the 
operational needs to allow 
vacation time to be taken as it is 
earned. It not only allows 
employees to access vacation 
time in a more timely manner, 
subject to management approval, 
it significantly simplifies 
vacation administration.” 
 
This means employees will now 
see one vacation bank, which 
represents all the vacation time 
the employee has earned up to 
the last pay period.  
 
The vacation approval process, 
however, will not change.  
 
Employees will still be required 
to obtain approval for their 
vacation from management and 
will be responsible for 
submitting their vacation 
requests based on the pre-
determined schedule in the 
collective agreement of each 
unit.  
 
Management will still retain the 
right to approve vacation 
requests based on staffing needs.
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Using Careweb’s new online Suggestion Box, 
comments, feedback, ideas and suggestions can be 
forwarded to Carewest Executive Director Dale 
Forbes.  
 
You can send the letter anonymously or you have the 
option of including your name and/or the site you 
work at. If you have submitted a suggestion, you’ll 
also be able to see what we’ve done to address the 
situation by clicking the link to the Suggestion Box 
Updates page, which will be updated quarterly. 
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Check the Education page for our new Quarterly 
Calendar of Courses and Conferences. Upcoming 
local and national presentations, workshops and 
conferences are compiled in this comprehensive list 
that summarizes conferences from now until 2010. 
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If you’re curious 
about how we’re 
doing corporately, 
check out our 
Balanced Scorecard. 
The Balance 
Scorecard is a 
corporate 
performance 
measurement report – 
a collation of our 
corporate indicators, 

such as staff satisfaction, client safety, vacancy rates, 
financial information and many others. The numbers 
in our Balanced Scorecard are gathered internally and 
track how well we are doing on the various 
indicators. 
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Nelli Rybalchenko  
 

Carewest Colonel Belcher 
staff member passes away 
 

Nelli Rybalchenko, 
much loved wife, 
mother, teacher and 
friend passed away 
peacefully on Aug. 
27, 2009.   
 
Nelli was born in 
Eastern Ukraine on 
July 17, 1961 to 
Zoya and Varleriy 
Machonchenko. 
She married 
Yevengn 
Ryabalchenko in 

March 1982 and a year later they had a son, Oleg.  
 
Educated to be an elementary school teacher, Nelli 
taught school for 20 years and influenced the lives of 
many children.  
 
The family decided to immigrate to Canada to seek 
opportunity and greater stability in their lives and 
they arrived in Calgary in Sept. 2002. After learning 
English, Nelli became employed as a personal care 
attendant and worked in the community and at 
Carewest Colonel Belcher Care Centre where she 
was a much appreciated caregiver.  
 
Nelli lived her life with purpose and integrity; all that 
she undertook was done well. She faced her illness 
with determination and courage. Nelli’s memory will 
be cherished by all who knew her.  
 
The family would like to thank Carewest and all 
Nelli’s friends, for their care and compassion during 
this difficult time. 
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A new donor to the Calgary Health Trust, Ted 
Kosteniuk gave to Carewest Dr. Vernon Fanning in 
recognition of the great care one of his close friends 
received. 
 
Ted’s good friend John broke his hip just over a year 
ago. John was 81 at the time and was first taken to 
the Foothills Medical Centre and was then moved to 
the Fanning Centre for assisted care and rehabilita-
tion.  
 
“John is a survivor and he received lots of good 
help,” said Ted. “The Fanning Centre is a remarkable 
facility. They look after young and old and do a 
terrific job.” 
 
After witnessing the excellent care provided to John, 
especially the help of physiotherapist Rachelle Senft, 
Ted wanted to give back. On his visits he saw 
incredible improvement in John’s mobility. 
 
“When John was admitted he didn’t have good 
balance, so we started doing exercises with him. At 
first he couldn’t concentrate, but since then he has 
improved,” said Rachelle. “He was walking between 
the bars and is now walking independently using a 
walker and is now able to go home. His friends and 
family are amazed he can walk and think I’m a 
miracle worker, but really I’m just doing my job.” 
 
Originally from Saskatoon, Ted gave generously to 
the local hospitals and continues his tradition in 
Calgary by directing his recent donation to Fanning’s 
Greatest Needs Fund.  
 
He says, “Care at the Foothills and Fanning really 
made a difference in my friend’s life. It’s remarkable 
what they’ve done with him and because of this I’m 
planning to make another donation in the future.”
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Photo by Lisa Dash  

Food Services Manager Gilles Mallet works 
hard at Carewest George Boyack, but for the 

past three years he has also been 
busy outside of work planning the Canadian 

Association of Foodservice 
Professionals (CAFP) Conference as this 

year's Conference Chair.  
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For Gilles Mallet, Food Services 
Manager at Carewest George 
Boyack, the past three years 
have had very little down time.  
 
That is because Gilles has not 
only been ensuring meal times 
run smoothly, but he has also 
been busy planning the 35th 
Annual Canadian Association of 
Foodservice Professionals 
(CAFP) Conference as this 
year’s Conference Chair.  
 
The CAFP Conference is held at 
a different location each year in 
Canada.  
 
This year, 135 food service 
professionals and students from 
across the country attended the 
conference, which took place 
from June 17 to 21 at the Delta 
Bow Valley hotel in downtown 
Calgary.  
 
CAFP is a national volunteer 
association that promotes 
personal development and 
facilitates communication to 
enhance the food service 
industry.  
 
CAFP is composed of a diverse 
group of senior and middle 
management from all segments 
of the food service industry – 
operations, manufacturers, 
distributors, education, 
consulting and purchasing.  
 
As Gilles puts it, “It’s for anyone 
that touches food.”  

The CAFP conference acts as  
an opportunity for food service 
professionals from all across 
Canada to meet and develop 
business contacts and resources,  
gain insight and ideas, and 
develop solutions to common 
challenges faced within the 
industry. 
 
Gilles has  
been a  
member of  
the CAFP for  
many years and  
never misses the annual 
conference. He says it’s 
nice to see familiar 
faces and network with 
new students. 
 
“CAFP Conferences 
have always served to 
bring professionals 
together for education and 
fellowship,” he says. 
 
Gilles’ initiative and work ethic 
caught the eye of CAFP’s 
conference committee and he 
was asked to take on the role of 
Conference Chair.   
 
“I had lots of experience in  
delegating and organizing 
big functions with 22 years of 
experience in the military so I 
guess I was perfect for the job,” 
he says.  
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The Rocky Mountains became 
the inspiration for this year’s 
theme “Moving Mountains” –  
offering an opportunity to reflect 
on what it takes to successfully 
manage the challenges of 
leadership of the foodservice 
industry.  
 
Gilles goal was for the 
conference to be educational and 
fun. 
 
 

Continued on Page 14.  
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Continued from Page 13. 
 
 
“I wanted people to learn 
something at the conference and 
go back to their branch and bring 
up some points mentioned by the 
speakers and meeting sessions,” 
he says. 
 
Attendees enjoyed guest 
speakers like John Bragg from 
CBC radio’s “Bragg about 
food,” Hugh Phillips’ discussion 
on communicating a meaningful 
message, CBC radios’ John  

 
Gilchrist’s review on food 
trends, and a round table panel 
featuring Alberta Health 
Services representatives that 
discussed the trans fat reduction 
initiative.   
 
Attendees were also treated to a 
tour of Stampede Park’s 
enormous kitchen, a Western 
barbecue dinner and Cowboy 
Poet at the Rotary House – 
dressed in their Western duds – 
and a tour of Heritage Park with 
an old-fashioned meal and live 
theatre, which performed a 
murder mystery called “Who 
killed the cook?”  

 
“It was very successful,” says 
Gilles who will now look 
forward to relaxing at next year’s 
CAFP Conference in Saint 
John’s, N.B. 
 
Gilles would like to thank 
Marlene Collins for her support 
and Debbie Chaisson for helping 
to organize the multimedia 
equipment for the conference 
that was kindly loaned by 
Carewest. 
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Carewest Sarcee residents, clients, family, volunteers and 
staff spent an afternoon this spring planting a beautiful 
array of flowers and plants that Chris Makin, Carewest’s 
Horticultural Programs Coordinator, organizes for us. It's 
always a fun afternoon with everyone deciding what 
plants fit best into what pot. The Regional Community 
Transition Program (RCTP) planted many tomato plants 
to harvest in August and September... the trick being that 
we get to them before our "little village of gophers” do! 
 
In August, Norma, our volunteer, then picked the best of 
the best and filled large vases with fresh bouquets, ready 
to use for our annual garden party. 
 
 
 
 

Carewest Sarcee residents and clients planted  
a lovely garden, which they enjoyed  

throughout the summer.  
 



 �� �

 

	����������	�
��/��-��� �
��������������������������������������

�
��#�
������
"���
*������
0��	
����������
;���

�

 

�
>���������9    
 
Continuing Care Desktop is a resource database 
developed for Alberta Health and Wellness by The 
Centre for Health Evidence and Search Canada.  
 
The main focus of the program is to teach and define 
the Continuing Care Health Service Standards but, in 
fact, it offers much more than that.   
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The answer is yes, it’s very easy to use. Education 
Services offers Desktop training to help you learn 
how to navigate it. After that, you are ready to 
explore. You can even load it onto your computer at 
home.   
 
I strongly recommend that you take the time to get to 
know this regrettably underused site. It offers a wide 
variety of options, from research tools to entertaining 
games. The deeper you dig, the more you find!  
 

�
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Desktop can help you answer health-related questions 
and solve problems from the trivial to the very 
serious and it can even be fun:   

·  Doing some research? Access articles from a 
nearly endless list of professional journals such as 
“The American Journal of Clinical Nutrition”, 
“CMAJ”, “The Journal of Occupational Health”, 
“The Canadian Journal of Public Health” and 
many more.   

·  Not so good at using a computer? Access a 
tutorial, including computer mouse games.  

·  Have questions about a medication? Go to “Bugs 
and Drugs” or the e-CPS.   

·  Looking for a health related video? The Desktop 
video library has hundreds of videos.  

·  Got a family member on a special diet? Find 
recipes the whole family will love.  

·  Want to keep track of health news? Connect to 
Canadian or international news sites.  

·  Like to diagnose yourself? Go to “symptom 
checker.” 

·  Need to learn how to use RAI? There’s a whole 
section of RAI resources. 

·  Can’t understand what your non-English client is 
asking you? Use the language translator. 

And, of course, you can look up all of the Continuing 
Care Health Service Standards, supporting evidence 
for them and ways to apply them in daily practice.
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Thanks to our volunteers, Carewest Dr. Vernon Fanning 
residents enjoyed a great day of fishing in Kananas kis. 

(Left to  right) David Swain (in front), Fred Brown, Jim Pow,  Jack Martin, 
Bill Mason, Doug Francis McLeod, May Coulter, Clayt on Anderson and 

Charlotte Brann attended a WWII presentation at the   
Museum of the Regiments. Thank you to David Swain, resident from 

Highlander #4 and member of the “Sharp Shooters” pho tography club, 
for loaning his camera for this group shot. 
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On Aug. 31, a group of Carewest 
Colonel Belcher residents visited the 
Museum of the Regiments for a 
presentation on the start of WWII, 
from 1939 to 1941.   
 
Residents were from the first floor – 
Supportive Pathways Highlander, 
Tecumseh, Strathcona, Lancaster and 
Churchill units. These proud residents 
dressed smartly in Legion uniforms.  
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On Aug. 14, the EQuaL Program at Carewest Dr. 
Vernon Fanning ventured out to the great 
Kananaskis fishing hole, Mount Lorrett.  
 
Hoots of excitement could be heard from the 
shore with each fish caught. Each resident 
caught multiple fish and we reeled in at least 45 
fish that day, releasing half. We brought the 
other half home for our 10 residents to enjoy a 
delicious fish fry, prepared by the activity 
convenors.  
 
This trip could not have been possible without 
the help and expertise of Michael Feeney's  
(3 East) family and friends, as well as from the 
six Calgary Volunteer Youth Corp students. A special thank you also goes out to Mr. Jim Feeney from the residents and 
the activity convenors for updating our fishing equipment this summer and, of course, for gutting and cleaning all those 
fish!  
 
This, my friends, is no fish tail. We have the pictures to prove it! 
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Carewest Recreation Therapy Aide Cindy Randall is 
always clowning around and always has a smile on 
her face.  
 
“Live with a heart full of dreams, love from the 
depths of your soul and embrace every moment of 
laughter,” is her motto.  
 
“I like to always try to be upbeat and encourage the 
people around me to be upbeat. I like helping people 
see the good in themselves and the good in the 
world,” she says. 
 
Born and raised in Calgary, Cindy was the youngest 
of three children – one sister and one brother. 
 
Even as a child, Cindy has always been a happy 
person – always laughing. 
 
“I used to spend a lot of time sitting in the hallway 
for laughing in class,” she says.  
 
At the age of 16, Cindy began her first job working at 
the General Hospital as a dietary aide – organizing 
trays and bringing meals to patients. 
 
As a young adult, Cindy worked at a Credit Union as 
a bank teller, and it was there that she met her 
husband, Robert, who was working for Loomis 
Armored Cars at the time. 
 
“When he would walk into the bank, I would say to 
my co-workers, ‘Hey he’s kind of cute. I should ask  

 
him out on a date.’ The next time he came in, I did, 
and that was the beginning of history,” says Cindy.  
 
“I’ve been married to the same wonderful guy for 27 
years now.” 
 
Together, Cindy and Robert had two children – one 
daughter and one son – who are now both grown-up 
and married. Cindy is also looking forward to the 
birth of her first grandchild.  
 
As a young mother, Cindy would take her four-year-
old son along to volunteer in the recreational therapy 
programs at the Carewest Crossbow facility for about 
a year and then went on to work as a Nursing 
Attendant and then a Recreation Therapy Aide at the 
Carewest George Boyack from 1989 to 1994.  
 

Continued on Page 18.  

Carewest employees and volunteers make up a 
vibrant community with diverse talents and dreams. 
This month we profile Cindy Randall, Recreation 
Therapy Aide at Carewest Glenmore Park. 
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Continued from Page 17. 
 
Cindy says she has always loved working with 
seniors.  
  
“They have that goodness about them,” she says. “I 
admire them because they have overcome so much 
more than most of us ever will.” 
 
Cindy continued to work as a recreation therapy aide, 
working with residents with dementia at Bethany 
Harvest Hills when it first opened in 1999 and 
Carewest Signal Pointe when it first opened its doors 
in 2000. 
 
Cindy switched back to working as a nursing 
attendant for more than six years at Signal Pointe, but 
found herself back in recreational therapy at 
Carewest Glenmore Park in June 2006.  
 
In total, Cindy has devoted 16 years to Carewest and 
says she’s had fun doing it. 
 
“It’s really rewarding. And it is true – when you find 
something you really love, you never work a day in 
your life. I feel like if you’re ever meant to be 
somewhere, that’s where you’ll be,” she says. 
 
Cindy is a certified therapeutic clown and says she’s 
a clown whether she’s in costume or not.  
 
“Therapeutic clowning is not just the fun part of 
clowning, but it’s the comforting part of clowning. 
Therapeutic clowning is just reaching out to 
somebody’s heart and making them feel better and 
making their soul dance,” she says. 
 
You may have spotted her in costume at the past 
three Carewest Staff Family Barbecues, and she says 
she would like to do more with her clowning.  
She is hoping to take a course to learn more about 
face painting and to perfect her balloon animals. 
Cindy is also well known around Glenmore Park for 
her singing in the hallways and the rhyming poems 
that she writes for her coworkers as they come and 
go. 
 

“I can write a poem in 20 minutes,” she laughs. “I 
can pretty much always come up with something and 
it’s usually written on a napkin.” 
 
Cindy has even published a book of inspirational 
poetry called Wings to fly. Many of the poems 
featured in the book have been dedicated to the 
residents with dementia who she has worked with 
over the years.  
 
Cindy has also been working for the City of Calgary 
since 2005, instructing aquatic fitness classes and she 
hopes to take more courses that focus on fitness for 
older adults. 
 
In her spare time, Cindy also enjoys carpentry, 
walking her dog Billy and hanging out with her 
husband – but she is most passionate about bargain 
shopping. 
 
“I pride myself on being an excellent bargain 
shopper,” she says.  
 
In fact, Cindy delivers flyers around her 
neighborhood just because she wants to take a peek 
at the sales first. 
 
Cindy hopes to keep doing what she’s doing in 
recreational therapy where she treats the clients to ice 
cream, card bingo, special entertainment guests, 
planting flowers and one-on-one visits. 
 
“I love the people. I love laughing with them and 
crying with them. I like to talk to people and listen to 
people and help them with their problems… I have 
the gift of gab,” she laughs. “For every bit of joy that 
someone says I have given, I have gotten way more 
back.”  
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The United Way of Calgary and Area kicked off 
their campaign on September 2, announcing their 
goal to raise $47 Million to make Calgary a great 
city for everyone.  
 
Each year, the Carewest United Way campaign is a 
success. As we increase our overall monetary 
donations, we demonstrate that Carewest is a 
corporate leader in participation within the non-
profit sector, proving that Carewest employees are 
truly amazing!   
 
Considering the current economic environment, it is 
important now more than ever to raise awareness 
about community needs and about how we can 
provide support – financially or through 
volunteering our time.   
 
The more “U” are informed, the easier it is to make 
a decision about giving to United Way of Calgary 
and Area. The more “U” know about the programs 
they support, the more “U” want to make a 
difference.   
 
I invite and encourage each of “U” to take at least 
10 minutes of your time during our campaign to 
learn more about United Way and how they support 
our community. Information will be displayed at 
each of the sites and posted on Careweb, which will 
include a link to www.calgaryunitedway.org  
 
Continued on Page 20. 
 
 
 
 
 

 
 

Carewest Employees & United Way of Calgary and Area 

 
U MAKE A DIFFERENCE!  
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Continued from Page 19. 
 
The 2009 Carewest United Way Campaign is 
scheduled for Oct. 29 through Nov. 6.   
 

 
 
 

The Site Coordinators and I are busy pulling together 
a team who will confirm Carewest’s goals, work out 
the details of our campaign, and hopefully add a little 
fun to the workplace while raising awareness and 
funds for a great cause!   
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Carewest’s current cycle for accreditation with 
Accreditation Canada is well underway.   
 
Many of our staff recently participated by 
responding to the Patient Safety Culture Survey. 
In fact, over 400 staff members made the time to 
provide input to this important component of data 
collection for accreditation.  
 
This is a considerable accomplishment 
considering that we have adjusted an online 
process to make this survey accessible to as many 
of our staff as possible, and where many of the staff 
do not regularly access a computer as part of their 
work.   
 
Carewest management appreciates the thoughtfulness 
and honesty provided by the many staff who 
participated. It is very valuable feedback for us as we 
look for further improvements in this area.  
 
In addition, teams have formed with our clinical 
programs to answer other questions and rate how 
well their teams are performing based on a set of 
nationally developed standards.  
 
Anyone involved in both the Accreditation Canada 
process and preparation for upcoming Alberta’s 
Continuing Care Standards audits (see article on Page 
22) will notice similarities.   
 
Both processes are concerned with meeting good 
clinical practices such as having an inter-professional 
team approach, using standardized tools for 
assessment.  
 
They both consider our environment – safe practices 
for infection prevention control, medication 
management, managing and learning from client 
incidents and focusing on quality improvement – 
learning from our results to continue to provide a 
high quality of care and service.   
 

 
 
They also both have elements that address a positive 
work environment. Accreditation provides an 
opportunity for us to assess this aspect in more detail 
– whether assessing the standards each team meets in 
hiring processes, team development and training or 
evaluation of Carewest’s overall performance in 
areas such as communication, support for learning 
and development or workplace safety.   
 
All staff will be invited to participate in a Worklife 
Pulse Survey that is very similar to our Staff 
Satisfaction Survey that we send out annually. Like 
the Patient Safety Survey, we will be making paper 
copies available to staff but encourage anyone who is 
comfortable and can access a computer to respond to 
the questionnaire. Look for copies of this survey on 
your sites as of the middle of September. Information 
will come out on Careweb and e-mail for those staff 
wanting to answer online.  
 
All of these surveys and questionnaires will help 
identify key areas for action plans that we will work 
on in preparation for the actual survey scheduled for 
early next year. We will continue to keep staff posted 
as we learn more about the new survey processes that 
are part of Accreditation Canada’s QMentum 
approach.  
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Starting in September, Carewest will be undergoing a 
number of audits. They will start at Carewest Colonel 
Belcher and move from there to our other long-term 
care and supportive living sites.  
 
These audits will include the Continuing Care Health 
Service Standards set out by Alberta Health and 
Wellness, along with a separate review of Calgary 
zone-based enhanced standards that provide 
additional detail.  
 
There will also be audits by Alberta Seniors’ ministry 
to ensure we are meeting the Accommodation 
Standards.   
 
Regardless of the people involved in the audits or the 
focus, there is a similar goal: to provide assurance to 
both our funding agencies and our residents, clients 
and their families that we meet or exceed consistent 
standards that address a high quality of care in safe 
and comfortable environments.  
 
	����������	�
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Continuing Care Health Services Standards’ focus is 
on key areas that include client-centred care, 
integrated care teams, client/family involvement, 
wellness and safety, quality assurance and quality 
improvement.   
 
When they come to our sites, the auditors will be 
looking at documentation (such as assessments, care 
plans, medication reconciliation and team 
communication) to see evidence that we meet the 
standards of quality of care.  
 
 

 
 
 
 
 
 
 
 
 
 
In long-term care, they will be interested to see how 
the MDS (Minimum Data Set) data is being used to 
support care planning.  
 
Specific client care areas to be reviewed include: 

·  physician support 

·  nutrition and hydration 

·  oral health 

·  nail care  

·  therapy services  

·  advance care planning and palliative support 
 
Client safety is another important area of focus and 
we will be assessed on our policies, education and 
approaches related to infection prevention control, 
managing incidents and medication management. 
 
Along with the clinical aspects of our service, they 
will be looking at quality of life factors as well.   
 
Of particular interest is our process to gain feedback 
from clients and families about our services and what 
we do to address that feedback. This is just a small 
piece of the quality improvement component and 
they will look at larger efforts such as how we trend 
incidents and how we have worked to address 
recommendations from previous results.  
 

Continued on Page 23.  
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The Accommodation Standards share some  
similar principles but the primary focus is  
on our environment, in a very broad sense.  
 
Specific areas of focus for this audit include: 

·  physical environment (i.e. fire safety  
plans, temperature and comfort,  
including home-like environment); 

·  hospitality services (i.e. food, linen and 
laundry, and housekeeping); 

·  safety (i.e. water temperature safety, 
emergency preparedness and prevention of 
client abuse); and 

·  personal services (i.e. non-emergency 
transportation, social, leisure and spiritual 
services). 

They will also look at our human resources – such as 
how we address workplace health and safety and how 
we screen staff and volunteers.   
 
At the organizational level, the audit will also assess 
that we carry the appropriate insurance and that we 
have appropriate policies and processes to manage 
information, particularly where we need to protect 
the information of clients.  
 
Regardless of which audit is happening, the intent is 
the same: to assess us compared to the standards and 
in context of other operators, all to show clients and 
families that there are processes in place to make sure 
operators are providing safe and welcoming 
environments and that we are providing quality of 
care provided to clients who reside with us.  
 
 
 
 
 
 
 
 
 

 
 
 
 
The auditors won’t just be looking at paper and 
meeting with managers. They will tour sites, both on 
the units and in other service areas to see how we put 
policies in practice, whether it is our personal 
approach with clients or something as specific as      
                 practicing safe hand hygiene.  
 
                                          They will ask staff  
                                          questions about specific  
                                          practices and they may  
                                          even ask staff what they  
                                          know about the standards.   
 
                                     They will also take some time        
                            to ask clients and families about  
                            their experience, all with the intent   
                            to get the fullest picture possible 
about what happens at our sites.  
 
From these observations and contacts, they will 
provide us feedback about our successes and where 
we need to put more effort to better meet the 
standards.   
 
Carewest takes this feedback seriously and identifies 
opportunities whether it helps us improve quality 
across the organization or just within a few sites.   
 
Look for more information at the sites as we prepare 
for these audits.  
 
If you have questions about the standards, ask your 
manager about the standards or to see a copy of the 
standards.  
 
They are also available online on Careweb or at  
www.seniors.gov.ca or www.continuingcare.alberta.ca  
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Photo taken in 1945 by the Calgary Herald captures 

image of Fred Brown Sr. meeting his young son.  

Photo by Samara Cygman 
Fred Brown Sr., a resident at Carewest Colonel 

Belcher, holds hands with his son, Fred Brown Jr. 
in front of a framed photograph of the moment 

when father first met his baby son (inset) after th e 
war on Nov. 24, 1945. Fred was surprised and 

delighted to see a photo of himself and his son 
hanging on the wall of the care centre. 
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Carewest Colonel Belcher resident Fred Brown and 
his wife Vera received the surprise of a lifetime when 
they came across a framed photograph of Fred taken 
in 1945. 
 
The photograph hangs on the wall of the care centre 
and depicts the moment when Fred first met his 
seven-month-old son, Fred Brown Jr., after a 16-
month leave overseas. 
 
“When we saw this picture, we nearly fell through 
the floor,” says Vera, laughing. 
 
“The Calgary Herald took the picture, back in the 
day, and it even spent some time at the Glenbow 
museum.” 
 
Fred and Vera were married for only 28 days before 
he left on a tour of duty to France, Germany,  
 

 
Belgium and Holland as an infantryman with the 
Calgary Highlanders. 
 
The couple wanted to have children and decided to 
make the most of the time they had. 
 
“We had to make every moment count,” says Vera. 
 
“And we did,” laughs Fred. 
 
During the time he was away, Fred received a letter 
from Vera, hinting there was a baby on the way. 
 
“I was ecstatic. He didn’t know there was a baby 
coming until he was wounded in the hospital and got 
a letter from me saying I was knitting a pink outfit,” 
says Vera. 
 
“But it was the wrong colour because Fred came 
home to a baby boy.” 
 
When Fred’s regiment returned on Nov. 24, 1945, the 
papers covered the event and snapped the timeless 
picture. 
 
Married 64 years, Fred and Vera can relive the happy 
moment every time they pass by the photo.



 ��

Photo by Debbie Chaisson  
Carewest Nursing Attendants Isabelle Tshiya, 
left, Monique Poirier and Rhoda Santos accept 

their prizes after winning the Alberta 
Continuing Care Association’s contest 

promotion .  
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Three Carewest staff were surprised and delighted 
to find that they had won prizes in a recent Alberta 
Continuing Care Association (ACCA) contest 
promotion. 
 
The contest encouraged individuals to refer their 
family and friends into the health care aide 
profession and rewarded three lucky Carewest 
contestants with prizes like a flat-screen TV and 
Apple iPods. 
 
Carewest employees referred many people and as a 
result their names were entered into a draw. The 
three individuals were thrilled that they had taken 
the time to complete the referral information.   
 
Congratulations to winners Isabelle Tshiya and 
Monique Poirier from Carewest Signal Pointe, and 
Rhoda Santos from Carewest Royal Park. 
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Dads at 
Carewest 
Colonel 
Belcher had a 
special treat on 
June 17 – 
Father’s Day.  
 
More than 70 
guests enjoyed 
a barbecued 
steak dinner, 
thanks to our 
cooks who went 
above and 
beyond their 
regular duties.  
 
 
Pictured above 
is Bernardo 
Dizon and to the 
right is Ross 
McCuaig
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The Carewest EQuaL program was rejuvenated this 
year with the completion of an operational review, 
paving the path for further enhancements and 
improvements. Outcomes and recommendations from 
the review are currently being implemented, changing 
the face of the EQuaL program for residents and staff. 
 
Mark Ewan, Director, Rehabilitation and Complex 
Care, says the review provided the opportunity for 
three units, on which the EQuaL program operates, to 
come together and work as a team. 
 
“Because it spanned three different units, we wanted 
to create an opportunity to learn the good things each 
unit was doing, to share those learnings and create 
consistency,” he says. 
 
“We had had a sense that the clientele had been 
changing over time and to get a better understanding 
of who the clients were and what their needs were to 
do a better job of meeting those needs.” 
 
Throughout the operational review, the EQuaL 
Program Operational Review Committee reviewed 
current information and reports as well as gathered 
information from all those involved in the EQuaL 
program. 
 
Barbara Fredrich, Quality and Service Development 
Project Manager, says residents, families, staff and 
volunteers were asked to participate in a series of 
focus groups to help identify the program’s strengths, 
as well as areas that need refreshing. 
 
“We looked at areas where we could develop 
consistency with processes and communication and 
create opportunities for improvements,” she says. 
 
“I’m really pleased and impressed with how the team 
embraced the operational review process. They 
worked collaboratively to objectively look at what 
they were doing well and areas in which they needed 
to make improvements and worked as a team to make  

 
 
 
those improvements. 
They really focused  
on what’s best for  
our residents.” 
 
The themes identified  
within the operational  
review were orientation and  
education, teamwork, creating a  
homelike environment and creating a culture of 
respect. 
 
For each theme, action items were specified with 
short-term and long-term goals. 
 
Examples of these include a new welcome handbook 
and welcoming committee for residents coming into 
the Fanning centre, improved linkages with 
community partners and an enhanced orientation for 
staff coming to work on the EQuaL program. 
 
Irma Tamminen, Manager, Education Services, says 
one of the outcomes of the operational review was a 
series of education modules tailored specifically for 
staff to better educate them in working with the 
residents to the best of their abilities. 
 
“There was an EQuaL education program in the past 
but staff felt it didn’t necessarily meet their needs. 
This operational review was the impetus to revisit the 
program and see how it can meet the need,” she says, 
adding additional modules are currently being created. 
 
“Module one and part of module two have been 
delivered using games as the format, receiving very 
positive feedback. Module two focuses on using 
experts from various societies and associations like 
the MS Society to discuss the more medical 
components, as identified in the operational review. 
Module three is being developed and will begin to be 
delivered later this fall.” 
 

 

 
           Examples:  
 

A new welcome 
handbook  

 
A welcoming 

committee 
 

New staff  
education  
modules 
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BBooookk  YYoouurr  CCaalleennddaarr  ffoorr  tthhee……  
Employee Recognition Committee’s 
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Doors Open at 6:00 pm 
Buffet Dinner at 7:00 pm  
Dance from 9:00 pm to 1:00 am 
   
  

 

Music by The Boyz Productions 
 

Tickets are on sale until November 4th from your Site Receptionist.   
Tickets include dinner and dance.  

Employee ~ $20.00 (refundable after the event)  
Employee with guest ~ $20.00 (non-refundable) 

 

 

 


