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Welcome note  
 
Dear family, dear resident, 
 
It gives me great pleasure as President to welcome you to the West Island Manor, nursing 
home and long-term care facility. 
 
Our philosophy of care and customer service is composed of moral values essential to balance 
individuals and family. We know that safety is your priority. Thus, our actions and especially 
our attitudes are concerned for your physical, emotional and social well being. 
 
You are at home; this your family life is an important element to us, and we encourage all 
family members to get involved with us to work as a team towards the ultimate goal, your 
wellness. 
 
All together, we want to make your life easy and happy, calm and simple, because for us you 
are the most important person. 
 
 
 
Stephan Karakas 
President and General Manager 
CHSLD West Island Manor 
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OUR MISSION: 
 
 Our mission is to provide personalized services and an environment adapted to the 
needs of its residents. In respect for their differences, their tastes and values, the West Island 
Manor sets up the conditions for them to stay healthy, to maintain their independence and 
grow as a person physically, emotionally, intellectually, socially and spiritually. 
 
 It is thanks to the complicity of management, families, volunteers and 80 employees 
working within the organization that we are able to meet these daily challenges. Over the past 
28 years, the West Island Manor has developed a family environment tailored for its residents. 
 
 Through links with each individual resident, woven by the staff, the director of nursing 
care and senior management, the West Island Manor is always very attentive to the needs of 
each resident. This personalized approach allows us to offer our residents a rapid and 
appropriate response. 
 
 In fact, the resident needs to feel respected in the uniqueness of his/her being, that he 
lives in a warm and comfortable environment where the friendly staff is attentive to their needs 
and expectations. 
 
 In its mission and code of ethics, the establishment is committed to providing its 
residents with quality care and services while taking into consideration the organizational 
resources available. 

 
OUR PHILOSOPHY: 
 
 Arising from the mission and code of ethics of this organization, the purpose of 
management of nursing care is to provide care and personalized service in an alternative 
environment tailored to the needs of adult residents in heavy loss of independence. 
 
 The philosophy of intervention and management intends to provide safe and quality 
nursing care by: 
 

• Respecting the individuality of each resident and his privacy. 

• Encouraging the improvement or maintenance of their autonomy while offering a quality 
of life. 

• Promoting accountability and the involvement of the resident, their family and friends in 
the care and daily activities. 

• Allowing the resident to remain independent by using their potential in meeting their 
basic needs. 

• Providing support and assistance necessary to the resident’s family upon admission 
and throughout the period of accommodation. 

 
 A competent and qualified personnel ensure all care 24/7 under the responsibility of the 
Director of Care or the respective managers. In addition to overseeing the health care team 
and ensuring the quality of care and services provided to clients, the Director of Care performs 
various administrative tasks. He/she is also the person who you should contact for any specific 
medical request or situation you want resolved or addressed. 
 
 The care team consists of the Director of Care, who is the pivotal player in the 



page 5 

coordination of care and services for the resident, assisted by the nurses, nurse's assistants 
and patient attendants (PAB): each with different duties and responsibilities depending upon 
their role. 
 
 The interdisciplinary approach involving the resident and family is highly important. 
Therefore, an open and respectful communication is essential to create a trustworthy 
relationship. Once admission is completed, you will be invited by the nurse to an 
interdisciplinary meeting to share expectations and concerns, so that we collaborate better for 
the sake of the resident. However, please note that we are available to listen to you at all 
times, in person or over the phone by contacting the general number at extension 222 for the 
Head nurse or 241 for the nurses’ office. You may also email the Head Nurse at 
nurse@westislandmanor.com. 
 
 
OUR VISION: 
 
 Our vision is to offer personalized services in a setting that is adapted to our residents 
needs. In respect to their differences, tastes and values, CHSLD West Island Manor puts in 
place conditions that will allow them to stay healthy, remain as autonomous as possible and to 
grow physically, emotionally, intellectually, socially, and spiritually.  
 

• Ensure that necessary conditions are set in place to provide residents with the best 
possible quality of life and optimal state of well-being. 

• In collaboration with partners, strive to continually adapt the institutions and surrounding 
setting's resources to residents’ evolving needs. 

 
OUR VALUES: 
 
Our code of ethics is based on six principles: 
 

• Personal respect and dignity 

• Privacy and confidentiality 

• Peace both physically and psychologically 

• Their right to information 

• The environment and quality of life 

• The accessibility of services 

mailto:nurse@westislandmanor.com
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CODE OF ETHICS: 
 
 The West Island Manor's mission is to welcome people with reduced autonomy by 
providing a safe environment and friendly care and support to all daily life activities. The Manor 
strives to maintain the operational autonomy of its residents.  
 
 Our code of ethics is based on six principles. Their application guides each of our 
attitudes, our actions and our policies and those of our employees.  
 

First principle 
 
 We believe that everyone living in our institution is entitled to personal respect and 
dignity and respect for their autonomy and integrity regardless of his physical or mental 
condition, racial background, religion, or sex. Staff should address residents with respect, 
courtesy, kindness, and gentleness at all times.  
 

Second principle 
 
 We believe that our residents are entitled to their privacy and confidentiality in all areas 
of their life and within their relationships with other residents. Staff must share great discretion 
with respect to residents’ condition and privacy.  
 

Third principle 
 
We believe that residents are entitled to their peace both physically and psychologically. 

 
Fourth principle 

 
 We believe that residents are entitled to be informed about everything that concerns 
them and they have the right to express their opinions at any time, always respecting their 
surroundings. 

Fifth principle 
 
We believe that residents have the right to live in a clean and safe environment. 
 

Sixth principle 
 
 We believe that residents should have the proper mechanisms allowing them to assert 
their right and submit their complaints if they deem necessary. 
 

The responsibility of the resident 
 
 The resident behaves at all times in compliance with human rights, property of others, 
the usual rules of civility and politeness. He respects the rules of life of the residence. Our 
code of ethics promotes respect for the resident and employees alike.  
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ADMISSION: 
 
 The West Island Manor's admissions take place preferably between 10 a.m. and 2 p.m. 
seven days a week.  The day you are admitted, the nurse, PAB as well as the recreation 
technician and a member of the administration team will welcome you and accompany you to 
your room. 
 
 Your room is assigned to you according to availability.  We invite you to add your 
personal touch or bring small pieces of furniture.  However, keeping in mind the available 
space in your room, management reserves the right to refuse some furniture if they 
compromise your safety and that of the personnel.  Management also reserves the right to 
change rooms in order to ensure optimal quality care at all times.  You may ask to change 
rooms if the room assigned to you is not to your liking.  We will do our utmost to accommodate 
you. 
 
 It is recommended that a family member or close friend accompanies you so that 
he/she can help you fill out and sign the contract and other necessary paperwork. 
 
 You will also need to bring your health insurance card (RAMQ) as well as other hospital 
cards.  These cards are kept in your file in the Head Nurses Office.  For administrative 
reasons, we also need to see your social insurance card, which will be returned to you after 
your admission is complete. 
 
 The rates for client service is confirmed upon contract signature.  Residents purchasing 
a place from the public network are subject to the rates established by the RAMQ.  If after 
admission, your health requires hospitalization; your room will be reserved during your 
absence.  Therefore, there will not be any credits to your monthly invoice.  
 
 Should your assets be managed by a person other than you, a copy of the documents 
attesting to this fact (a notarized proxy or power of attorney certified by the court) must be 
provided. 
 
 For any financial transactions and information, please contact our Responsible Director 
of HR & Finances, Mrs. Sylvia Koutnouyan at ext. 224. 
 
ACCOUNTING DEPARTMENT: 
 
 The accounting department is here to help you manage your lodging needs and any 
petty cash expenses. Your payments shall be made on the first day of every month; checks 
payable to CHSLD West Island Manor.  To avoid unnecessary trips or delays, we recommend 
that you prepare post-dated checks for at least 6 months at a time.  The office is open from 
2:00 p.m. to 5 p.m., Monday to Friday.  Outside office hours, you can always leave your 
payments at the reception desk.  You do not need to keep large amounts of cash in your room.  
For miscellaneous expenses, you can open an "in house petty cash account" with the 
accounting department by contacting Mrs. Sylvia Koutnouyan at ext. 224. 
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WHEELCHAIR AVAILABILITY: 
 
 If you arrive with your own wheelchair, please inform the recreation director upon 
admission only to keep record of its ownership.  If you don't have a wheelchair, you or your 
representative must make arrangements to rent one (at your cost) as soon as possible until we 
order and receive the one provided for you by the government.  This may take between 3-4 
months; therefore, you must rent one privately as soon as possible as we do not provide 
wheelchairs.   
 
CLOTHING: 
 
 We recommend you have clothing enough for a full week to ensure comfort, well-
being, and safety.  It is important to dress tastefully and according to seasons.  Your 
wardrobe must include:  
 

• Bath robe (mandatory) 

• Pants, shirts, socks, pyjama, belt or suspenders, coat 

• Dresses, night gown, socks, or knee highs, under garments 

• 2 sweaters, 1 pair of safe and comfortable shoes, slippers, boots. 

• For personal grooming purposes, please provide a grooming kit that includes: 
Electric shaver & nose/ear hair trimmer (for men), nail clipper, nail file (paper not 
metal), brush or comb, body cream, wet ones (if possible), toothbrush and 
toothpaste. 

N.B: All clothing must be labeled with the resident's name clearly. 
 

Please refer to the "Laundry service" section for further information. 
 

TELEPHONE AND CABLE IN YOUR ROOM: 
 
 The installation of a telephone line or TV cable in the residents’ room is possible if 
desired.  The residents or their representatives are responsible for opening the accounts, in 
the resident’s name.  They will be responsible for the installation arrangements as well as all 
costs related to this service. 
 
ELECTRICAL APPLIANCES: 
 
 For security measures, all electrical accessories such as tea kettles, toasters, 
coffeemakers, irons, etc... are prohibited in the rooms.  You may bring a mini fridge which you 
or your representative will be responsible for its maintenance and cleanliness.  
 
VISITING HOURS: 

 
 We welcome visitors at any time.  However, we ask that you respect other residents and 
their families as well as their right to have a peaceful environment. Recommended visiting 
hours are 10:00 a.m. to 8:00 p.m., 7 days a week.  Please note that this may change in case of 
emergencies without notice. 
 
VISITING HOURS DURING COVID: 
 Visits are by appointment only. Please contact our receptionist at 221 to book your 
appointments. One visitor per resident per day is allowed. 
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NURSING SERVICES: 
 
 A competent and qualified staff provides full care 24 hours a day. In each care unit, 
professional supervision is assumed by the nurse who is the pivotal element in the 
organization of care and services.  She is assisted by the nurse’s assistants and orderlies. 
 
 Each team focuses on specific interventions to residents often prioritized at a 
multidisciplinary meeting. The customer focus, a concept of service where the resident is our 
main concern, are anchors along with customized activities of care and services. Our doctor 
osculates residents. This physician is present once a week on Thursdays. 
 
 All residents have a medical assessment of their health. Medical monitoring is rigorously 
carried out to enable the development of a care plan that meets the real needs of the resident.  
An approach collaborated between the interdisciplinary team, residents and family is 
recommended. 
  

 Here is a list of care and services included in the lease: 
 

➢ Support for all activities of daily living (ADL): bathing, dressing, grooming, oral hygiene 
as well as feeding. 

➢ Assisting continence and incontinence care. 
➢ Support for mobility: transfers, mobility, walking program, wheelchair clinic. 
➢ Wound care. 
➢ Monitoring diabetics. 
➢ Testing blood and other body fluids (labs). 
➢ Respiratory care (breathing care).  
➢ Palliative care. 
➢ Specialized nursing care (feeding by PEG, ostomy care). 
➢ Administering of drugs. 
➢ Fall prevention program and other safety issues. 
➢ Weekly doctors visit (internal). 
➢ Making medical appointments (external). 
➢ Nursing care 24/7. 

 
IMPORTANT NOTE:  The PAB assigned has the right to ask the family to exit the room 
while providing hygiene care.  This is to respect the privacy of the resident. 
  
 The health team is made up of registered nurses, registered nurses assistants and 
nurse's aids (PABs) who are present 24/7.  Together, they will meet your health and 
independence needs.  
 
 Communication between health workers and the resident's family is very important.  A 
person from the immediate family should be designated as intermediary between the CHSLD 
and the family in order to avoid repeating information. 
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NUTRITION: 

 
 Our nutritionist has foreseen a diet that corresponds to your needs by offering you 
balanced and varied menus.  For every available menu, you may make choices adapted to 
your taste.  Upon recommendation from your doctor or nutritionist, vitamin supplements are 
available and will be billed to your separately. 
 
We offer: 

• A balanced menu, cycled and reviewed every four weeks 

• All meals are served in our beautifully decorated dining rooms 

• Meals may be offered in the rooms if the plan requires nursing intervention 

• Nutritional snacks (in the afternoon and evening) 

• Theme meals 
 
Residents and their families can express their likes and dislikes regularly to the nurses or 
dietician to ensure that they can adequately meet their needs.  A sample menu is annexed at 
the end of this guide for your perusal. 

 
 Table service 

Breakfast From 7:00AM 

Lunch From noon to 1:00PM 

Dinner From 5PM to 6:00PM 
 
 
 We also invite visitors to have a meal with their loved ones.  Lunch or dinner are offered 
at a nominal cost of 10$ per person.  For special occasions, we offer you the opportunity to 
reserve an area for your activity. It is best to book in advance to ensure availability. If you have 
to put decorations on the wall, we ask that you notify us and we will be glad to do it for you.  
We also urge you to ensure that the space is cleaned before you leave.  You can reserve a 
space by contacting the administration or the reception to make arrangements. 
 
Family members are free to bring their food.  However, we ask you TO NOT SHARE OR 
OFFER ANY TYPE OF FOOD TO OTHER RESIDENTS.  Due to diet restrictions, allergies and 
food consistency restrictions, it is very dangerous to share any type of food with others.  We 
ask everyone to be very vigilant and appreciate your understanding.
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RECREATION SERVICES: 
 
 Leisure is a dynamic and effective way to make a significant contribution to developing 
and maintaining the quality of life for residents in their living environment. To achieve this 
vision, the recreations director offers leisure activities adapted to diverse physical and 
cognitive abilities of residents, always respecting the willingness of the resident while ensuring 
their safety. The schedule of activities is based on the needs and fundamental interests of the 
residents (physical, intellectual, social, entertainment and creative expression as well as arts 
and crafts). These activities are provided free of charge. A sample schedule of entertainment is 
annexed at the end of this guide for your perusal. 
 
 
PROFESSIONAL SERVICES: 
 
 To meet the mission of the West Island Manor and ensuring the safety of the resident, 
the rehabilitation health professional achieves these goals by fulfilling their role. 
 
 The occupational therapists role is to assess the physical, cognitive and social 
development of the resident in his/her lifestyle, through his daily activities like washing, 
dressing, eating, moving, positioning of the chair and in bed as well as his interactions with 
others. The analysis of this assessment will promote the active participation of the resident in 
activities of daily life and in his/her wheelchair travel, to provide the technical adjustments 
necessary to maintain their autonomy from feeding all the way to the positioning in the chair 
and bed. 
  
PHARMACEUTICAL SERVICES: 
 
 All prescribed medications are ordered through our pharmacy and delivered to us 
prepared in individual doses (as prescribed by your physician).  For your safety, we suggest 
that you take only prescribed medication and to discuss with your doctor before you take other 
medications to evaluate the effects of these latter on the treatment you are following. 
 
 All medication is billed directly to you monthly, except for residents who purchase 
program beds from the public network. 
 
PASTORAL: 
 
 The director of leisure with the help of volunteers ensures the liturgical celebration and 
communion once a week and answers your pastoral needs. A Catholic Mass / Anglican is 
offered once a month and the deacon accompanies the resident and family to meet their 
spiritual and religious needs while respecting their values and beliefs according to their 
personal and collective journey. 
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HOUSEKEEPING: 
 
 We offer weekly housekeeping service of the rooms while providing the necessary 
needs daily (Monday to Sunday). 
 
LAUNDRY SERVICE: 

 
 We offer daily laundry service for personal items.  This service is included in the lease 
to facilitate the continuous availability of clean clothes. 
 

➢ You must have in your possession enough clothes for a week. 
➢ Your clothes must be labelled, name sewn inside the garment. 

• At the neckline of dresses, shirts and sweaters; 

• At the waist of pants and skirts; 

• At the top of socks. 
 
PLEASE NOTE that we do not take care of delicate garments or garments that require dry 
cleaning.  It is therefore essential to have in your possession good quality clothing that do not 
need ironing.  ALL CLOTHINGS MUST BE LABELED WITH THE RESIDENT’S NAME 
PRIOR TO ARRIVAL. We also wish to inform you that we are not responsible for the loss or 
damage of clothing.  
 
TRANSPORT: 
 
We offer safe transportation for medical appointments or hospital and family outings. 
 

• All transportation for prescribed medical appointments is free* of charge. 

• All transportation for outings or trips that are not under medical prescription is paid by the 
resident or their representative directly to the transport carrier. 

• Fees are determined by the transport company according to the destination and the 
services required (wheelchair or oxygen tank etc...). 

• If you wish to reserve transportation for an outing, please contact our reception desk 
providing ample notice (24 to 48 hours in advance if possible). 
  

COUNSELLING OR ACCOMPANYING SERVICE: 
 

 If it is impossible for the family to accompany the resident to a medical appointment, we 
have qualified staff who could accompany them.  The fee is $15/hour for the escort service. 
 
 
 
 
 
 
 
 
 
 
*For government beds only
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HAIR SALON: 
 
 Hair dressing services are available on sight and by appointment.  Payment for this 
service is required the day of the service.  If you wish to pay in advance, we will gladly open a 
house petty cash account and withdraw payment upon every appointment.  Please see Mrs. 
Alina Zielinska for this service. 
     PRICE LIST: 
 

  

Wash & Set          $25.00 
Ladies Wash, Cut & Set        $40.00 
Ladies Cut          $25.00 
Color, Cut, Set         $70.00 
Color & Set          $55.00 
Highlight, Color & Set        $75.00 
Permanent (Includes Cut and Set)      $75.00 
Mens Cut Long (Includes Ears, Nose, and Eyebrows Being Done)  $20.00  
Foot care service done by Podiatrist       $50.00 

 Note: Prices may change without prior notice. 
 
BUILDING AND MAINTENANCE: 

 
 

 We offer a living environment suited to your needs.  A qualified team provides repairs 
and modifications.  All repair requests must be submitted to the office.  A request to installation 
electrical equipment must be submitted to the office in order to ensure compliance with 
standards and regulations. 
 
SECURITY: 

       
We offer a comforting living environment supported by: 
 

• An emergency plan 

• Annual fire drills 

• Flight prevention system 

• Surveillance Cameras 

• Emergency Call System in each room and bathroom 
• 2 way communication system in each room  
• 24hr surveillance and supervision from our experienced and trained  staff  
• Bed pad alarms to reduce the risk of falls  

• Sprinkler and smoke detectors 

http://www.clipartheaven.com/clipart/occupations/cartoons_(a_-_l)/handyman.gif
http://images.google.ca/imgres?imgurl=http://www.asco.uk.com/images/cartoon.gif&imgrefurl=http://www.asco.uk.com/firetraining.html&h=255&w=222&sz=13&hl=en&start=3&tbnid=uCgDF0cJlPBpxM:&tbnh=111&tbnw=97&prev=/images%3Fq%3Dcartoons%2Bfire%2Bextinguishers%26gbv%3D2%26svnum%3D10%26hl%3Den%26sa%3DG
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DONATION, TIPS, BEQUEST, AND SOLICITATION 
 
 No one within this establishment (employees and management) is permitted to accept 
gifts or favours from the residents.  Every member of our personnel provides care and 
assistance and tips and donations are therefore not required.  However, if you wish to show 
your gratitude, you may leave a small gift addressed to the entire staff and management will 
make sure it's distributed fairly.  This instruction complies with sections of the Act respecting 
health and social services.  The staff can make no solicitation from residents. 

  A SMOKE-FREE ENVIRONMENT    
 

 The Tobacco Act has been in effect since December 17, 1999.  Since many residents 
are already experiencing breathing difficulties, we are dedicated to providing a healthy and 
pleasant environment.  All visitors must always refrain from smoking while visiting our 
establishment.  The law forbids smoking or vaping indoors, or outside the establishment 9 
meters away from any exit doors. 
 
 The cannabis law has been in effect since October 17, 2018. West Island Manor has a 
duty to protect the health and safety of our guests and all visitors. We are committed to 
maintaining a drug-free environment. Therefore, it is strictly forbidden to consume all kinds of 
drugs for psychotropic effects. 
 
SUGGESTIONS AND/OR COMPLAINTS: 
 
 We encourage you to give your comments and suggestions to the nurse or a member of 
our administration team.  Within our means and resources, we will try to answer to as many 
recommendations and suggestions as possible. 
                           
 

COMPLAINTS: 
 

 At the West Island Manor, we work hard to create for you a pleasant environment.  If 
you have a complaint, FIRST please address it to the Head Nurse or a member of our 
administration team (according to the nature of your complaint). Please refer to the "How to 
make a complaint" annex at the end of this guide for further details. 
 
DEPARTURE: 

 
Upon transfer to your permanent bed, you must take all of your personal belongings with you. 
Some items may still be in the laundry room, make sure to check with the laundry attendant 
before leaving.  In case of passing, all personal belongings must be removed from the room 
within 24 hours.  Also note that all credits in your account will be processed within 2-3 weeks 
after the departure date.  The room will not be considered vacated until all the personal 
belongings have been removed. 

http://www1.istockphoto.com/file_thumbview_approve/495164/2/istockphoto_495164_non_smoking_area.jpg
https://www.google.com/imgres?imgurl=https://www.seton.com/media/catalog/product/s/m/smoking-signs---industrial-y4321958-81476-l5796-lg.jpg&imgrefurl=https://www.seton.com/no-smoking-signs-marijuana-prohibited-graphic-l5796.html&docid=PJsrm1pXG1tXDM&tbnid=eWryJF8JUBSFUM:&vet=12ahUKEwiPpJXp_67eAhWh5YMKHUgMBjI4ZBAzKBQwFHoECAEQFQ..i&w=400&h=400&bih=897&biw=1920&q=cannabis%20signs&ved=2ahUKEwiPpJXp_67eAhWh5YMKHUgMBjI4ZBAzKBQwFHoECAEQFQ&iact=mrc&uact=8
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ANNEX. USERS' COMMITTEE  
 

USERS’ COMMITTEE 
 
As required by the act of health and social services (article 209) CHSLD West Island Manor 
has proceeded to set up a users’ committee.  The mandate of the Users’ Committee is to 
defend, protect and ensure respect for users’ rights.  Its five functions are to inform users of 
their rights and obligations, to promote and assess the quality of the users’ living conditions, 
defend users’ common rights and interests, accompany and assist individual users as well as 
ensure the proper operation of in-patient committees. 
  
The Users’ Committee also serves as all means of social interaction as part of the recreation 
program.  The committee’s coordinator is the technician of the recreation department  
The committee is composed of the following users: 

  

 
The meetings usually take place every fourth Tuesday of the month and they are advertized at 
the beginning of each month in the recreation calendar which can be found at the reception desk.  
If you wish to attend the meetings you may contact the technician of the recreation department  
at 514-620-9850 ext. 242.  Users’ families are encouraged to join in the meetings. 
 
 
The users committee is composed of: 
 
Residents 
Family members 
Volunteers 
Recreation agent 
A member of CIUSSS Ouest de l’Ouest de l’Ile de Montréal  
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ANNEXE: RISK MANAGEMENT COMMITEE 

 

  RISK MANAGEMENT COMMITEE 
 
 
According to section 183.1 of the Act respecting health and social services, "The plan of 
organization of an institution must also provide for the formation of a committee of risk 
management. The number of members of this committee and its rules of operation are 
determined by regulation of the board of directors of the institution. " 
 
All responsibilities are carried out at the West Island Manor by the General Manager, in 
consultation with members of the 'Risk Management Committee'. 
 
According to the same article, the composition of the committee shall ensure a balanced 
representation of employees of the institution, users, people who exercise their profession in a 
center operated by the institution as well as, if appropriate, who, under a contract for services, 
provide for the establishment of services to users of the latter. The Executive Director or his 
nominee is an ex officio member of this committee. 
 
The risk management committee is composed of: 
 
Senior Management counsellor: Heather Karakas 
General Director:  Stephan Karakas ext: 223 
Director: Sylvia Koutnouyan  ext: 224 
Director of the Environment: Alina Zielinska ext: 226 
Quality Director: Mariam Makary  ext: 229 
Head nurse: Annabel Llamado   ext: 222 
Responsible of recreation: Amanda P. ext: 221 
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ANNEXE : Vigilance and Quality Committee 
 

 

VIGILANCE AND QUALITY COMMITTEE 

 
 
 
In accordance with our mission, this committee structures efforts to continuously improve the 
quality of services offered, in order to maximize the results of the process for the benefit of 
residents. 
 
This Committee will assume the monitoring efforts focused specifically on the quality of the 
services offered to achieve and maintain the best quality. 
 
POLICY 
 
* To present integrating vision and a common definition of quality assurance and its components. 
* Align the use of different mechanisms of evaluation and assessment of quality. 
* Identify methods of implementation and monitoring standards. 
 
The administration, general manager and his team are committed to promoting the continuous 
improvement of the quality of care and services offered to customers. To do this, this 
establishment puts in place a program of continuous improvement of the quality assurance in 
accordance with Act 113 and ensures its update. 
 
The quality assurance committee is composed of: 
 
Senior Management counsellor: Heather Karakas 
General Director:  Stephan Karakas ext: 223 
Director: Sylvia Koutnouyan  ext: 224 
Director of the Environment: Alina Zielinska ext: 226 
Quality Director: Mariam Makary  ext: 229 
Head nurse: Annabel Llamado   ext: 222 
Responsible of recreation:   ext: 221 
Family Member  
Member of CIUSSS Ouest de l’Ouest de l’Ile de Montréal  
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ANNEX. COMPLAINTS 
 
 
 

 
At the West Island Manor, we work hard to create for you a pleasant environment and we are 
committed to treat all residents with courtesy, fairness and understanding, respecting their 
independence and individual needs. 
 
If you are experiencing dissatisfaction, please tell us about it by contacting Mrs. Sylvia 
Koutnouyan first, who can be reached at 514-620-9850 ext: 224. 
 
We will do our utmost to accommodate your request.  However, if we were unable to satisfy your 
complaint, The Integrated University Health and Social Services Centre of the Montréal west 
Island delegated. Service Quality and Complaints Commission  
Can be reached at 1 844 630 5125. You may also reach her via email at 
commissariat.plaintes.comtl@ssss.gouv.qc.ca. 
 
Be assured that your application will be treated with discretion and diligence. This service is 
offered to you, free of charge and in total confidentiality.  Following the filing of your complaint, 
you will receive a receipt notice and after review of your complaint you will receive the findings in 
writing or a phone call after filing. 
 

You can be assisted in your efforts by a person to whom you trust or a family member.  You can 
also contact the Centre for assistance and support for complaints (CAAP) at: 514-861-5998 and 
1-877-767-2227. 
 
In addition:  If you disagree with the conclusions of the local complaints commissioner about  
  the subject of your concerns, you can contact the ombudsman whose   
  coordinates are: 
 
 Le protecteur du citoyen     Le protecteur du citoyen 
 525, boulevard René-Lévesque east   1080, Beaver Hall 
 Suite 25.1       10th Floor, Suite 1000 
 Quebec (Quebec) G1R 5Y4     Montreal (Quebec) H2Z 1S8 
 Phone: 418-643-2688     Phone: 514-873-2032 
 
 Toll Free: 1-800-463-5070     Toll Free Fax: 1-866-902-7130 
 Email: protecteur@protecteurducitoyen.qc.ca

  

YOU HAVE A COMPLAINT TO MAKE? 

mailto:commissariat.plaintes.comtl@ssss.gouv.qc.ca
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COMPLAINT FORM 

Today’s Date: ______________________    Incident date : ________________ 

                                                                                                         (if any) 

IDENTIFICATION OF RESIDENT  

Name :  Room # :  

IDENTIFICATION OF PERSON PRESENTING THE COMPLAINT 

Name : __________________________ Telephone : _______________ 

Address: ________________________________ 

_________________________________________ 

Provence: ________________ 

Postal code: ______________ 

COMPLAINT: 

 

 

EXPECTED ACTION: 

 
 
 
 
 
 

Residents signature : _________________  Complainers signature : ____________________ 

CHSLD MANOIR DE L’OUEST DE L’ILE                              CIUSSS DE de l’Ouest-de-l'Île-de-Montréal 
17725 boul. Pierrefonds, Pierrefonds, QC, H9J 3L1                Commissariat aux plaintes et à la qualité des services 
admin@westislandmanor.com                                                  Service Quality and Complaints Commission 
T : 514-620-9850 F : 514-620-3196                   commissariat.plaintes.comtl@ssss.gouv.qc.ca 
         T : 1 844 630 5125 

mailto:commissariat.plaintes.comtl@ssss.gouv.qc.ca
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ANNEX. RESTRAINTS 

 

 
 

 
According to ministerial orientations of the health and social services bill, (act on 
health and social services, article 118.1) "force, isolation and all other 
mechanical or chemical means of control cannot be used as measures of 
controlling a patient, whether it's to avoid hurting himself or others. The use 
of such measures must be minimal and in exceptional cases only and must 
take into consideration the mental and physical state of the patient."  We 
strongly favour alternative measures and ensure close monitoring of our residents 
at risk.  Our principal alternative measures consist of:  Setting up psychological 
barriers, installing bed mats with alarms, providing detachable seat belts for 
wheelchairs and adding more activities during the evening. 
 
 

PROTOCOL ON THE APPLICATION 
OF CONTENTION & ISOLATION 
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ANNEX. MENU 

CHSLD West Island Manor Menu #1   

 
DAY LUNCH SUPPER 

MON. 

 

Beef & barley soup 

Pancakes & sausages OR ham salad 

plate,  

Jell-o & molasses cookies 

Lasagna OR Hamburger steak with  

mashed potatoes & California vegetables. 

Dessert of the day 

TUE. 

 

Chicken rice soup 

Broccoli & ham quiche OR Grilled 

cheese sandwich. 

Coconut pudding & cookies 

Hawaiian pork OR Oven baked breaded fish 

with 

 mashed potatoes & corn. 

Date squares 

WED. 

 

Vegetable soup  

Mince & potatoes OR Egg salad plate.

  

Chocolate pudding & cookies 

Roast chicken breast with mashed potatoes 

& green beans 

 OR Pasta with meat sauce. 

Banana bread 

THU. 

 

Cream of broccoli soup  

Hot dog platter with French fries OR 

Tuna salad plate.  

Tapioca pudding & Peanut butter 

cookies 

Beef Bourguignon OR Sliced turkey breast 

 with mashed potatoes & mixed vegetables. 

Victoria cake 

FRI. 

 

Pea soup, Cheese omelette with hot 

biscuits OR French toast.  

Rice pudding & cookies 

Fish Greek style OR Meat balls with mashed 

potatoes & peas.  

Lemon loaf 

SAT. 

 

Chicken noodle soup           

Ham & cheese soufflé OR Club 

sandwich. 

Whipped cherry jell-o 

Spinach meat pie OR Bar-B Barn chicken 

with  

Mashed potatoes & vegetables. 

Boiled spice cake 

SUN. 

 

Cream of potato soup 

Smoked meat platter OR Scrambled 

eggs. 

Banana pudding 

Roast turkey & stuffing OR 

Pork stew with mashed potatoes, carrots & 

peas. 

Sour cream fruit delight   

Regularly available upon request: Salad, grilled cheese, omelette, sandwiches of your choice (tomato, 

eggs, ham, tuna, peanut butter). 

Regularly available desserts: Jello, fruits, yogurt, apple sauce, tea biscuits, ice cream. 

 
 
 

http://www.acu.edu/academics/library/images/British_flag.gif
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ANNEX. RECREATION CALENDAR 

  
TIME 

HEURE 
MONDAY 

LUNDI 

JULY/JUILLET 27 

TUESDAY 

MARDI 

JULY/JUILLET 28 

WEDNESDAY 

MERCREDI 

  JULY/JUILLET 29 

THURSDAY 

JEUDI 

JULY/JUILLET 30 

FRIDAY 

VENDREDI 

JULY/JUILLET 31 

SATURDAY 

SAMEDI 

AUGUST/AOUT 1 

SUNDAY 

DIMANCHE 

AUGUST/AOUT 2 
9:30  

9h30 

 

Gentle exercises  

(Sun Room) 

Exercices en douceur 

(Salle de Soleil) 

Gentle exercises  

(Sun Room) 

Exercices en douceur 

(Salle de Soleil) 

 

Gentle exercises  

(Sun Room) 

Exercices en douceur 

(Salle de Soleil) 

 
 

Family and friends 

day-Come visit! 

Journée de famille et 

d’amis-venez nous 

visitez! 

   

10:00-10:30 

 

10h00-10h30 

 

 

Pre-exercise warm- up 

games (Sun Room)  

Jeux de réchauffement 

préexercices (Salle de 

Soleil) 

Pre-exercise warm- up 

games (Sun Room) 

Jeux de réchauffement 

préexercices (Salle de 

Soleil) 

 

Pre-exercise warm- up 

games (Sun Room) 

Jeux de réchauffement 

préexercices (Salle de 

Soleil)  

  Pre-exercise warm- up 

games (Sun Room)  

Jeux de réchauffement 

préexercices (Salle de 

Soleil) 

Pre-exercise warm- up 

games (Sun Room)  

Jeux de réchauffement 

préexercices (Salle de 

Soleil) 

Pre-exercise warm- up 

games (Sun Room) 

Jeux de réchauffement 

préexercices (Salle de 

Soleil) 

Pre-exercise warm- up 

games (Sun Room) 

Jeux de réchauffement 

préexercices (Salle de 

Soleil) 

10:30-11:00 

 

10h30-11h00 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

Morning exercise 

routine (Sun Room) 

Routine d’exercise du 

matin (Salle de Soleil) 

11:00-11:30 

 11h00-

11h30 

One-on-One Visits w. 

karina   (Lower level)/  

Visites Individuelles av. 

Karina (étage du bas) 

Individual Activity 

 

Activité Individuelle 
 

One-on-One Visits w. 

karina(Lower level)/  

Visites Individuelles 

av.karina (étage du bas) 

Individual Activity 

 

Activité Individuelle 

11:00/ 11h00 

The Price Is Right! ( 

Sun Room tv/ 

Télévision Salle de 

Soleil) 
 

1:00-2:00 

13h00-14h00 

Activity Reminiscence  

(Palms Room) 

Activité  réminiscence 

(Salle de Palmiers) 

Activity Reminiscence  

((Lower Level) 

Activité  réminiscence  

(étage du bas) 

Activity Reminiscence  

(Palms Room) 

Activité  réminiscence 

(Salle de Palmiers) 

Activity Reminiscence  

(Palms Room) 

Activité  réminiscence 

(étage du bas) 

Activity Reminiscence  

(Palms Room) 

Activité  réminiscence 

(Salle de Palmiers) 
 

 

2:15  

 

14h15 

Dominos  

 

 
 

Users commitee  

 

 

Oprah film 

 

CHAIR YOGA 

 

 

Bingo 

Family social Tea w. 

a(Sun Room) 

Thé Social en famille 

(Salle de Soleil)  

Card Games w. Karina 

(Sun Room) 

Jeu de Cartes av. Karina 

(Salle de Soleil) 

  
3:20 

 

 

15:20 

Giant snakes & ladders 

social (Sun Room) 

Jeu social géant de 

serpents & échelles 

(Salle de Soleil) 

Bingo 

 

Oprah film   

 
TENNIS  

 

 

Discussion  

box !!!!! 

Story telling (Sun 

room) 

Histoires de la soirée 

(Salle de soleil) 

 
4:20 

 

16h20 

One-on-One Visits w. 

karina(Lower level)/  

Visites Individuelles av. 

karina (étage du bas) 

  One-on-One Visits 

w. Wendy(Lower 

Level) 

Visites Individuelles 

av. Wendy (étage du 

bas) 

One-on-One Visits w. 

Wendy(Lower level) 

Visites Individuelles 

av. Wendy(étage du 

bas) 

One-on-One Visits w. 

Karina(Lower level) 

Visites Individuelles av. 

Karina(étage du bas)   

Family Fun & Games 

(Sun Room) 

Activités Familiales 

(Salle de Soleil) 

6:00  

 

18h00 

Art Activity w. Karina 

(Sun Room) 

Activité Artistique av. 

Karina (Salle de Soleil) 

Movie viewing (Sun 

Room) 

Visionnement d’un 

film (Salle de Soleil) 

Movie viewing (Sun 

Room) 

Visionnement d’un 

film (Salle de Soleil) 

Pet therapy (Sun Room 

& Palms Room) 

Thérapie d’animal  

(Salle Soleil et Salle de 

Palmiers) 

Mens Club w. Karina 

(Sun Room) 

Club d’Hommes av. 

Karina (Salle de Soleil) 

Evening Game (Sun 

Room) 

 

Activité de Soir (Salle 

Soleil) 

Evening relaxation 

 

Temps de détente 
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1 
 

 

 President et Directeur général / 

President and Executive Director 

Stephen Karakas 

Loisir / Animation 

Recreation team 

 

Directrice de l'environnement 
Environnent Manager 

Alina Zielinska 

Directrice / Directrice de RH / Responsable CP 
Director / Director of HR / Responsible of AP 

Sylvia Koutnouyan 

Directrice de soins 
Nursing Director 

 

Réceptionnistes 

Receptionists 

Entretien technique 

Maintenance 

Jason Gold 

Services spécialisés: 
Réadaptation / Rehabilitation 

Dentiste / Dentist 
Denturologue / Denterologist 

Podiatrie / Podiatrist 
/ Wheelchair clinic  

Préposés aux bénéficiaires 

Nursing aid 

Directrice de la qualité / Quality Director  
Responsable CR / Responsible of AR 

Mariam W. Makary 

Infirmieres / Infir. Auxil. 
RN / RNA 

Médecins / Pharmacie 

Doctors / Pharmacy 

Service alimentaire / Food services 
Chef cuisinier / Head Cook 

Reden Mar 

Coordinatrice de l’unité 

Unit Coordinator 

Buanderie / Laundry 

Teresa Olejnicka 

 
 

Services pastoraux 

Pastoral services 

 

 

Bénévoles 

Volunteer 

 

Sous-chef  
Plongeurs 

Dishwashers 

Préposés  
Salles à manger 

Dining-room attendant 

Entretien ménager 

Housekeeping team 

 

Concierge / Janitor 

 

Accompagniatrices 

Companions 

Comptabilité / Accounting 

Expertises / Consultantes 

Trainings & Consultants 

 

 

Coiffeuse / Hairdresser 

Natalia Scicoli 

 

 


