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Mission Statement 
 

The Résidence Wales 
Home is committed to 
respecting seniors’ dignity 
by providing them with a 
clean, safe, and secure 
homelike environment that 
promotes independence, 
friendship, and comfort for 
its residents and provides 
a welcoming atmosphere 
for their friends and 
families. The Résidence 
Wales Home accomplishes 
its mission with a valuable 
team of skilled employees, 
volunteers, other 
healthcare professionals, 
and community partners. 

 
Values 
 

Our values, put forth by our dedicated 
employees and volunteers daily, are 
compassion, innovation, integrity, respect, 
and teamwork. 
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Executive Director and President’s Report 
Last year, the Wales should have celebrated one hundred years of existence, which is such an 
important milestone, but COVID-19 had other plans. On Saturday, October 1st, 2022, we were pleased 
to commemorate a century of providing care and services to our aging population and, thanks to the 
Cleveland Municipality and Steeve Faucher, we were entertained with an outstanding, thirty-minute 
firework show for our residents and employees. We are very proud of our history, which reflects the 
many changes made to ensure we are meeting our community’s needs. In 1920, a campaign was 
launched under notary B.C. Howard’s leadership and in collaboration with four local ministers, to raise 
construction funds for a suitable building and offer an endowment for operating costs to provide care 
and services to English seniors who had no family to care for them. Throughout these hundred years, 
the community and government have recognized the Wales’s importance and reached out to 
encourage us as we continue to meet the increasing needs of seniors in our societyd and beyond. 

In 2021, we began construction of the Ross building to offer fully autonomous living. The COVID-19 
pandemic, which was declared in March 2020, was still a significant challenge for us and the rest of the 
world in 2022. The pandemic’s consequences not only affected the entire healthcare system, but also 
financially impacted construction projects, as material costs skyrocketed and the lack of manpower 
delayed work. Our first resident moved into the Ross building on Thursday, December 15th, 2022. As 
of this fiscal year’s end, we still have twenty-six vacant apartments out of forty-two total, but we are 
confident we will achieve full occupancy soon. 

On Thursday, December 1st, 2022, the Wales signed a ten-year contract with the Centre intégré 
universitaire de la santé et des services sociaux de l’Estrie – Centre hospitalier universitaire de 
Sherbrooke (CIUSSSE-CHUS) for our twelve-bed ressource intermédiaire (RI) unit. New contracts 
receive funding based on the first echelon for building-related operating costs. The Wales signed with 
Altus to evaluate the property value for our RI to increase the yearly revenues, as we believe the 
building and unit itself should be financed at the top echelon. 

We would like to extend a very special thank you to the Executive Committee members and the Wales 
Home Foundation Board for their guidance, strength, and commitment to meeting our community’s 
present and future needs. The many hours they commit to the Wales are greatly appreciated. The 
Wales is reputed to be the seniors’ residence of choice, which would not be possible without our 
employees’, physicians, and volunteers’ hard work. We offer heartfelt gratitude to them for ensuring the 
Wales is the best possible residence. 

Respectfully submitted, 

  
Norman Carson 

President 
Brendalee Piironen 
Executive Director 
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Buildings and Grounds Committee Report 
As Chairperson of the Buildings and Grounds Committee, I am pleased to submit my ninth such brief 
report for the 2022 to 2023 Annual General Meeting. Last year, we informed stakeholders of a 
comprehensive ongoing infrastructure renewal process that we labelled an essential “Transformation 
for the Next Century.” This past year witnessed our successfully overcoming earlier work interruptions 
due to the pandemic and our more fully commissioning the twelve-bed Central RI unit as well as the 
Courtyard, Main Living Room expansion and Solarium, rooftop decks for residents and employees, and 
an expanded Laundry room with new, more efficient equipment. We finally satisfied the Régie du 
bâtiment du Québec upon their imposed modifications to our Front-of-House fire separations. In other 
words, we brought closure to many of these initiatives. 

The extensive renewal of our Manning and Shaw ambulatory rooms took longer to achieve, 
understandably due to the pandemic that caused labour shortages and increased costs. These delays, 
in turn, regrettably deferred the resumption of associated revenues. These rooms’ renewal is now 
complete, albeit except for corridors and ventilation and cooling installations. Shaw 3 and 4 also 
critically require major renewal. We also intend to create a breakroom and locker room for employees 
in the Sub-Basement and three short-term bedrooms in the Basement. This work remains on hold due 
to current funding complications. We resolved to redevelop our current Garage to create a recycling 
centre and reconfigured Maintenance workshop, allowing us to switch to more efficient, larger recycling 
bins, thus avoiding the handling of dozens of smaller bins per week. We will also be able to bale 
cardboard, significantly reducing pickup frequency and cost. This initiative will eliminate our current 
green cardboard shed in front of the Ross. We are anxious to resolve our financial impasse to resume 
this essential work consistent with our transformation plans. 

This year witnessed the substantial completion of the Ross Phase One. As projected last year, show 
units were indeed available for an Open House in Fall 2022, and some partial occupancy was possible 
by mid-December. Work slowdown because of financial constraints, however, caused a delay in 
completing the amenities unit and the underground parking level, as well as some exterior work. 
Encouraged by our financial file manager, we generated construction documents for Phase Two with 
his concurrence and initiated the tentative start of this work and its fifty-two apartments. When that 
financial support evaporated, we extricated ourselves from Phase Two contract commitments. 

Respectfully submitted, 

 
Marcien Gaudet 

Chairperson 
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Nursing Department Report 
On Friday, April 1st, 2022, our Director of Nursing went on sick leave and did not return. Both Chantal 
Richer, Director of Administrative Services, and I assumed the role to the best of our abilities. On 
Sunday, April 3rd, 2022, a resident tested positive for COVID-19, resulting in an outbreak. Multiple 
inspections and meetings with Public Health transpired and rules were implemented, including that 
residents living on outbreak units had to appoint four primary caregivers and could only be visited by 
one per day. A request was made to the CIUSSSE-CHUS for support to supervise the resident who 
first tested positive, as they were unable to self-isolate and wandered into other residents’ rooms, who 
then became infected with the virus. A clinical aide was requested and provided by the CIUSSSE-
CHUS from Saturday, April 9th, 2022 to Friday, April 22nd, 2022 from 7:00 a.m. to 7:00 p.m.. The 
CIUSSSE-CHUS paid the associated salary and the Wales provided onsite lodging and meals. During 
the outbreak, N95 masks increased in price by thirty percent. On Saturday, May 14th, 2022, residents 
no longer needed to wear masks in common areas and visitor regulations allowed family members to 
remove their masks if they were further than two metres from residents. A second outbreak occurred 
in December which put a damper on holiday festivities. On Monday, February 27th, 2023, we decided 
to allow family members to remove their masks while visiting a resident at end-of-life. 

Almost one hundred percent of residents received their second COVID-19 vaccination booster on 
Tuesday, April 5th, 2022 and their third on Friday, August 19th, 2022. On Friday, February 3rd, 2023, the 
Comité sur l’immunisation du Québec (CIQ) issued new recommendations for COVID-19 vaccinations, 
including another booster dose for people at high risk who have not yet been infected and whose last 
dose was administered at least six months prior, regardless of previously received vaccines. On 
Monday, February 20th, 2023, eighty-three percent of those eligible received their fourth booster. 

We were informed at the beginning of 2022 that paper copies of SP3 forms, which we used as death 
certificates, would no longer be accepted and deaths would need to be reported through a new virtual 
system known as the SIED. We participated in numerous webinars and were able to successfully 
implement the system before the Tuesday, September 20th, 2022 deadline. Doctors were informed of 
the changes and collaborated to ensure a seamless transition. As soon as a new death occurs, the 
Supervisor must call the appropriate doctor to inform them and obtain a cause of death. The Health 
Services Assistant or myself then completes the death certificate via the SIED and attributes a doctor, 
who must sign the document. Bodies cannot be recuperated until the death certificate is signed, after 
which the Supervisor can call the funeral home. 

The new Arial call bell system was installed. An Ainsworth technician was onsite for six days to program 
the tags, including temperature and door monitoring for doors one, three, five, six, 12A, 12B, and 12C 
and pressure pads for beds, wheelchairs, and Personal Sentry Alarms. Building fingerprinting and zone 
assignments help the system locate residents. Employees receive alerts through Samsung phones, 
allowing for quick response and accountability. 

Public Health requested that the influenza vaccine be offered four weeks early to hopefully reduce the 
flu’s spread. Ninety-two percent of our residents accepted to be vaccinated on Friday, October 14th, 
2022. 

A new contract was signed with the CIUSSSE-CHUS stipulating that nurses and licensed practical 
nurses (LPNs) who draw blood or obtain cultures must sign a confidentiality agreement and participate 
in a mandatory training. As a method to help recruit and retain clinical employees, the Ministère de la 
santé et des services sociaux implemented a five-year budget for certified RPAs in Québec. The 
funding allows for one hundred percent reimbursement for premiums paid during COVID-19: $4.00 per 
hour or a differential of up to $21.27 per hour for beneficiary attendants and eight percent of base hourly 
wages for LPNs and nurses. The Wales received $33,700.00 for the year to pay for premiums. 
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The new Certification classifies the Wales as Category Three, which is for semi-autonomous seniors. 
Category Three residences must be operated as not-for-profit and must provide security, activities, and 
a minimum of one personal assistance or nursing care service. The new regulations are demanding, 
and requirements are numerous, which will impact smaller RPAs. These facilities will eventually close 
as they will not be able to meet the obligations. 

I would like to thank our employees for their efforts in caring for our residents and their unwavering 
compassion and desire to make our seniors happy and healthy. I am proud to say that we are one of 
the best healthcare facilities in our area; we earned this reputation in large part because of our amazing 
employees and volunteers! 

Respectfully submitted, 

 
Brendalee Piironen 
Executive Director 

 

  



ANNUAL REPORT 
 

PAGE 12 

 

 

Human Resources Department Report 
The year ended with the official announcement that the CHSLD Wales is harmonized, impacting RPA 
employees as their working conditions will not be the same as CHSLD employees. In the wake of these 
changes, the Human Resources (HR) Department also reorganized to meet expectations. The 
department now has four employees, and payroll processing was transferred to the Finance 
Department, which also gained manpower. These two teams were fully staffed as of January 2023. 

Labour shortages across the province continue to be a major issue. As of Friday, March 31st, 2023, the 
Director of Nursing position was still vacant. The Executive Director and I worked together to the best 
of our abilities to manage the COVID-19 outbreaks. At the end of the year, we reviewed our recruitment 
strategy for both clinical and non-clinical staff. We invested in recruitment of foreign workers, however, 
the time delays for them to arrive are much longer than expected, leaving our teams in precarious 
situations. We therefore reinvested in the usual recruitment processes to reduce the need for agency 
workers and enforced overtime. 

The HR software Agendrix was implemented to improve efficiency in the preparation and management 
of day-to-day schedules and is proving to be a tool that lives up to expectations. COVID-19 affected 
our staffing; between the CHSLD and RPA, 124 employees tested positive for the virus this year, some 
more than once. 

Due to the pandemic, the lack of manpower, and the work required for the CHSLD harmonization, we 
were unable to resume the Employee Relations and Occupational Health and Safety committees. The 
HR Action Plan is also incomplete for the same reasons. We hope to resume these activities as they 
are integral parts of a harmonious work environment. 

Below are the turnover and retention rates for both the CHSLD Wales and Wales Home: 

• The turnover rate is thirty-five percent, a significant twenty-six percent decrease compared with 
last year. Forty-five employees left for personal reasons, thirteen were dismissed, one left 
following an injury, two returned to school, and one position was abolished 

• We began the year with 179 employees and ended with 186 employees 

• Sixty-eight employees were hired and thirty-eight remained, constituting a fifty-six percent 
retention rate, a reduction of two percent compared to last year 

Like most healthcare facilities, the lack of manpower and weekend work requirements are important 
factors in employees’ decisions to leave. Throughout the year, the Wales hosted one Special Care 
Counselling student and one RPA management student. 

I would like to sincerely thank the Wales employees who, again this year, stuck together amongst 
numerous big changes. Their commitment and dedication are undeniable. They make a difference for 
our residents, who are our reason for coming to work daily. 

Respectfully submitted, 

 
Chantal Richer 

Director of Administrative Services 
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Human Resources Indicators 
EMPLOYEES BY JOB TITLE 

Caregiver 70 39% 

LPN 21 12% 

Nurse 10 6% 

Clinical Aide 9 5% 

Housekeeping 9 5% 

Laundry 3 2% 

Food Services 32 18% 

Management 5 3% 

Administration 7 4% 

Human Resources 3 2% 

Activities 2 1% 

Therapy 3 2% 

Social Worker 2 1% 

Maintenance 3 2% 

TOTAL 179 100% 

 
DEPARTURES 2022-2023 

Left for personal reasons 45 

Retired 0 

Dismissed 13 

Illness/Injury 1 

Return to school 2 

Position Abolished 1 

TOTAL 62 

 
TURNOVER RATE 2022 

PERIOD 
# OF EMPLOYEES AT 

START 
# OF 

DEPARTURES 
TURNOVER 

RATE 

APRIL 2022 - MARCH 
2023 

179 62 35% 

  

EMPLOYEES' PLACE OF 
RESIDENCE 

Richmond 64 36% 

Melbourne 19 11% 

Cleveland 21 12% 

Sherbrooke 26 15% 

St-Felix De Kingsey 9 5% 

Danville 6 3% 

Asbestos 0 0% 

Windsor 2 1% 

Drummondville 5 3% 

Kingsbury 3 2% 

Other (2 or less) 24 13% 

TOTAL 179 100% 
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Planetree Committee Report 
Planetree is an international organization based on a person-centred approach to healthcare services 
and management that concentrates on resident, family, employee, and community well-being. In 
October 2018, the Wales obtained Planetree Gold Certification for Excellence in Person-Centred Care 
at the international level. Our deadline to reapply for this certification was November 2021. Delays to 
recertify continued throughout 2022 and 2023 considering the excessive workload associated with the 
pandemic, the new Accreditation process, and the CHSLD harmonization. Despite giving up our Gold 
Certification, the Wales is still a Planetree Québec member. 

The Wales continues to keep the Planetree philosophy at the forefront of what we do. Our plans are to 
kickstart the Heart-Head-Heart trainings that were delayed due to pandemic-related staff shortages. 
This program includes training on compassion and how to communicate with residents, family 
members, and coworkers powerfully and effectively. Learning to connect with our hearts is simple and 
has a strong impact on our interactions. 

We hired many new employees and need to share the Planetree vision with them to ensure we are 
united in providing person-centred care, no matter the job title. We have been unable to meet during 
this last year, but the Planetree Committee will reactivate to ensure, as a healthcare facility, we continue 
to promote and instill the Planetree philosophy in what we do. 

Respectfully submitted, 

 
Kimberley Bailey 

Planetree Coordinator 
 

Planetree Committee 

Kimberley Bailey Planetree Coordinator 

Catherine Renaud Family Representative 

Dorothy Huff Resident 

Dayle Armstrong Secretary 

Mary Ann Abbang Member 

Victoria Coddington Member 

Véronique Guay Member 

Amanda Gunter Member 

Catherine Nadeau-Patterson Member 

Julie Nixon Member 

Brendalee Piironen Member 

Casey Smith Member 

Tammi Wood Member 
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Risk Management Committee Report 
The Risk Management Committee (RMC) is a group, required by law, that is accountable for reporting 
risk administration and plays an essential role in implementing safe care and environments. In 
compliance with current laws and regulations such as the declaration and disclosure of incidents and 
accidents, the RMC identifies and analyzes danger, ensures that support measures are provided to 
residents and family members, and presents occurrences and subsequent recommendations to the 
Wales Vigilance Committee. AH-223s, report forms for incidents and accidents, are analyzed and 
statistics are compiled in-house. Central AH-223s are processed via the Centre local de services 
communautaires (CLSC) de Richmond, which explains this unit’s lack of indicators below. 

Other than COVID-19-related quarantines, there were no preventive isolations this fiscal year. The 
severe sanitary measures like hand hygiene, masks, and other personal protective equipment 
influenced these positive results, but we also know that the ventilation system’s renewal has largely 
improved air quality and infection prevention, as have our newly renovated private bedrooms and 
washrooms on the ambulatory units. 

This year’s incidents and accidents consisted mostly of falls and medication errors. There were more 
falls this year, with 162 compared with 159 last year. We had 118 falls two years ago, in the 2020 to 
2021 fiscal year. This large increase in falls can be attributed to a few residents who are prone to 
repeated falls and who have since been relocated to better meet their needs, as well as general 
deconditioning during COVID-19 isolation periods. 

The important statistics of these falls are that fifty-nine percent resulted in no injuries, while fourteen 
percent experienced pain with no marks, the same as last year, and twenty-three percent sustained 
cuts or bruises compared with twenty-eight percent last year. A total of six falls resulted in fractures. 

These effects reflect the Résidence Wales Home’s restraint-free environment. Falls are analyzed and 
action plans for each resident are implemented according to their needs and specific situations involving 
the Physiotherapy Technologist, professional services from the CLSC de Richmond if needed, and the 
Doctor. 

Medication errors decreased again this year, with twenty-nine compared with fifty-six last year. These 
errors consisted primarily of omissions and occurred mostly on Manning 1. Often, residents forget to 
take their pill, or the pill is found. Other less common causes include medication sheet or charting 
errors. 

I would like to take this opportunity to thank the employees, especially the RMC’s members, for their 
remarkable efforts to ensure resident and employee safety. Nursing practices change to meet residents’ 
and family members’ needs; the Wales will continue to research and implement best practices to make 
these alterations happen swiftly and safely. 

Respectfully submitted, 

 
Brendalee Piironen 
Executive Director 
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Risk Management Committee Members 

Chantal Richer Chairperson 

Kimberley Bailey Member 

Catherine Frank Member 

Sarah Jones Member 

Camille Pearson Member 

Rebecca Stevens Member 
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Risk Management Indicators 
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Ladies’ Auxiliary Report 
Since its inception, one of the largest groups of volunteers at the Wales Home is the Ladies’ Auxiliary. 
There are now thirteen members, including the Executives. 

The auxiliary normally holds three meetings per year, in April, June, and December. The group’s main 
purpose is to raise funds through different activities while allocating revenues to various Wales 
departments to benefit residents. This year, the auxiliary was able to resume meetings in October 2022 
following a COVID-19-necessitated hiatus. 

One of the most prevalent activities that originates from the auxiliary is the Friday afternoon tea parties. 
Sixteen tables decked with tablecloths and classic cups and saucers are set up in the Main Living Room 
each second week on Friday afternoons, except for July, August, and December. Different community 
groups serve home baked treats and many cups of coffee and tea. Special tea parties are also 
organized five times annually in the CHSLD, where members serve treats for Easter, strawberry 
season, Halloween, Christmas, and Valentine’s Day. 

Monthly birthday parties are also organized by the community groups or the auxiliary on the third 
Wednesday of each month, where residents receive a birthday card from that month’s organizers. For 
example, in February and March, the auxiliary was responsible, so homemade cards were given to 
each celebrant. 

The auxiliary oversees the Wales Home Tuck Shop. The Shop is open on Tuesdays and Fridays and 
is restocked by external sources. The Shop earns about $3,000.00 annually and, this year, tax rebates 
amounted to $557.05. Inventory runs approximately at $2,800.00. Profits are eventually returned to the 
Wales Home to benefit the residents. 

Another Ladies’ Auxiliary activity is Christmas shopping for residents. The expenses for 2022 were 
$2,451.10. With other volunteers’ help, we began shopping in October. Christmas cards were sent to 
each resident on the auxiliary’s behalf. 

The auxiliary’s main fundraiser is the Silent Auction held annually in May. Unfortunately, we have not 
been able to host an in-person auction the last four years due to the pandemic. 

At the Ladies’ Auxiliary annual meeting in June, the group normally decides how funds raised should 
be spent to produce the greatest benefits for residents. This year, $4,000.00 was allocated to the 
Activity Department to organize entertainment for the residents and smaller items included flowers for 
door number six and a donation towards complementary therapies. 

These events and purchases are made possible due to our members, their families, and our 
community’s dedication. The auxiliary continuously recruits new members; if you are interested, please 
contact the Gerontology Technician. 

Respectfully submitted, 

 
Jane Carson 

Treasurer 

Ladies’ Auxiliary Executives 

Joyce Cinnamon President 

Margot Langeveld Secretary 

Jane Carson Treasurer 
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Satisfaction Survey Results 
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injuries, medication errors), are you informed in a timely and satisfactory manner?

Does the nurse inform you of any changes to your loved one's health?

Do you feel the Wales Home is welcoming towards you?

Does the Wales Home provide a space for you and your family members to
enjoy?

Do you feel the staff is understanding of your loved one's needs and
compassionate towards them?

Does the Wales Home accommodate your loved one's surroundings by choosing
colors, furniture and lighting that conform to their needs?

Are the activities enjoyable?

Are you satisfied with the complementary therapies offered? (For example:
Zootherapy, music therapy, massage therapy, ect..)

Are you satisfied with the services that allow your loved one to practice their
spirituality?

Do you feel the Wales Home is connected with local organizations? (for example:
Masonic lodge, ladies auxiliary, schools, CLSC ect..)

Do you like the quality/taste of the food?

Is the dining environment enjoyable?

Are you satisfied with the laundry services?

Are you satisfied with the maintenance department?

Are you satisfied with administration?

RPA FAMILY MEMBERS

Not applicable to my situation Does not meet expectations Meets expectations Exceeds expectations
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Resident Profile 

Age Group Residents 

<65 4 

65-74 7 

75-84 30 

85-94 49 

95+ 10 

TOTAL 100 

 

Number of residents 
Average 

Age 

100 85.8 
 
 

 

 

 

 

 

 

  

Gender Age 

Males 28 Oldest 101 

Females 72 Youngest 57 

Year 
Deceased LOA 

Female Male Total Female Male Total 

2018-19 11 3 14 6 4 10 

2019-20 1 0 1 6 1 7 

2020-21 3 3 6 5 2 7 

2021-22 4 3 7 4 7 11 

2022-23 5 1 6 4 4 8 

Year 
Average age at death 

F M 

2018-19 88.1 86.3 

2019-20 93.0 N/A 

2020-21 88.2 84.5 

2021-22 88.0 88.7 

2022-23 88.9 82.6 
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Governors 
• Alberta 

o Nils Bodtker 

• Cleveland 
o Gerald Badger 
o Keith Baldwin 
o Lee Gale 
o Marcien Gaudet 
o Angus Goodfellow 
o Ronald Husk 
o Pauline Jubinville 
o Brendalee Piironen 

• Danville 
o Glenn Brock 
o Reg Jennings 
o Ian Smith 

• Drummondville 
o Robert Taylor 

• Eastman 
o Louis-Marie Decoste 

• Hatley 
o Michael Bradley 

• Hudson 
o John de Sévigné 

• Kingsbury 
o Edwin Fowler 

• Kingsey Falls 
o Susan Mastine 

• Lennoxville 
o W. L. Lyons 

• Magog 
o Mike Chabot 
o Yves Ferrons 
o André Leblond 
o Barbara Verhoef 

• Melbourne 
o Peter O’Donnell 
o Shirley Smith 

• Montréal 
o Martin Taylor 
o William Taylor 

• North Hatley 
o E. Davis 

• Richmond 
o Hugh Bieber 
o Norman Carson 
o Jeff Dunn 
o Ralph Farley 

• Saint-Félix-de-Kingsey 
o Joyce Cinnamon 

• Sherbrooke 
o Bruce D. Allanson 
o Sandra Gagné 
o Philippe Leng 
o Carolyn Leonard 
o Randy Little 
o Sean McKenna 
o James Thompson 

• South Durham 
o Adair Mountain 

• St-Élie 
o Shirley Billing 

• Thetford Mines 
o Douglas Robinson 

• Val-des-Sources 
o Denis Beaubien 

• Windsor 
o Malcolm Wheeler 
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Financial Statements 
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The 
residents 
do not live 
in our 
workplace; 
we work in 
their home. 
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