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1. Welcome to Westminster House 
The Leadership Team and staff extend a warm welcome to each resident and family. We are committed to 

helping residents feel safe, comfortable, respected, and at home. 

Westminster House offers professional nursing services, assistance with activities of daily living, food 

services, housekeeping, recreation and leisure programming, and pastoral support. The home is proud to 

support an aging-in-place philosophy whenever possible. 

This handbook is intended to help residents and families understand the services, routines, and policies at 

Westminster House. Please keep it for future reference and contact a member of the Leadership Team if 

you need assistance at any time. 

2. Important Contact Information 

Contact Phone / Extension Email 

Reception 604-538-5291 Reception@westminster-house.org 

General Manager – Gord McNaughton 604-560-8905 GordM@westminster-house.org 

Director of Care – Jyoti Arora 604-560-8906 JyotiA@westminster-house.org 

Resident Care Manager – Divya Kapoor 604-560-8911 DivyaK@westminster-house.org 

Clinical Resource Nurse / Staff Educator – 
Honey George 

604-560-8913 HoneyG@westminster-house.org 

Complex Care Nurse 604-538-5291, ext. 307 
complexnurse@westminster-

house.org 

East Wing Nurse 604-538-5291, ext. 308 eastnurse@westminster-house.org 

1st and 2nd Floor Nurse 604-538-5291, ext. 309 
1stfloornurse@westminster-

house.org 

Food Service Manager / Dietitian – Julie 

Stephenson 
604-560-8909 JulieS@westminster-house.org 

Recreation and Volunteer Manager – Ken 

Biehl 
604-560-8910 KenB@westminster-house.org 

Housekeeping and Laundry Supervisor – 
Anne Gravelle 

604-538-5291 ext. 329 
Housekeeping@westminster-
house.org 

Manager of Accounting – Thuzar Win Muang 604-560-8908 ThuzarW@westminster-house.org 

Maintenance Manager – Scott Munroe 604-560-8912 
Maintenance@westminster-

house.org 

Pastoral Services – Walter Opmeer 604-538-5291, ext. 112 walt.opmeer@gmail.com 
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Contact Phone / Extension Email 

Manager of Administrative Services – Tracy 
Campbell 

604-560-8907 TracyC@westminster-house.org 

Human Resources Manager – Tania 

McNaughton 
604-538-5291 Tania@westminster-house.org 

3. Hours, Access, and Reception 

Westminster House operates 24 hours a day. A receptionist or nurse on duty can be reached at any time 

through the main number. The front entrance is locked outside reception hours. After-hours access is managed 

by staff, and the visitor door code is not provided for safety reasons. 

Whenever possible, visitors are encouraged to leave by 10:00 p.m.  In extenuating circumstances, overnight 

stays may be approved by management.  

Day(s) Reception Hours 

Monday and Friday 9:00 a.m. to 6:30 p.m. 

Tuesday, Wednesday, Thursday, Saturday, and Sunday 9:00 a.m. to 5:00 p.m. 

Statutory Holidays 9:00 a.m. to 5:00 p.m. 

4. Before and After Move-In 

Move-In and Orientation 

Please ensure that payment arrangements, contact information, medication information, labeled clothing, and 

comfort fund details are in place before or shortly after admission. Room keys may be picked up on move-in 

day and should be returned to Reception when moving out. 

Each suite is typically set up with a hospital bed and bed linens, a dresser or wardrobe, towels, toilet tissue, 

and paper towels. Families should bring a reasonable selection of clothing, toiletries, hearing aids if used, an 

electric shaver if used, and any mobility devices the resident needs. 

Change of Address 

Residents and families are responsible for arranging address changes with Canada Post, family and friends, 

pension offices, banks, and other important contacts. If someone other than the resident manages financial or 

business affairs, families should redirect appropriate mail to that person. Upon discharge, mail forwarding 

should be arranged promptly. Westminster House will return unclaimed mail to the post office after 60 days 

from the date of discharge. 
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5. Billing, Deposits, and Comfort Funds 

Service fees and rent are established in advance and are due on the first day of each month through pre-

authorized payment unless other arrangements have been approved. Questions about payments should be 

directed to Accounting. 

Initial Deposits 

Deposit Amount 

Security / Damage Deposit $1,000.00 one-time payment 

Comfort Fund Deposit $200.00 initial deposit 

Comfort Fund 

A comfort fund account must be maintained for each resident. The recommended balance is a minimum of 

$200.00 and a maximum of $500.00. The comfort fund may be used for personal items and optional services 

such as toiletries and tuck shop purchases, hairdressing, foot care, companion services, guest meals, and some 

transportation or appointment-related costs. Families are asked to replenish the account regularly. 

Accounting will contact the family or responsible party when the balance is running low. Residents generally 

do not need to carry cash, except for small amounts such as bingo quarters if desired. 

Monthly Billing Overview 

Charge Type How It Is Billed 

Monthly rent and service fees 
Invoices are issued at the end of each month for the following 

month. 

Comfort fund charges 
Statements are sent mid-month for charges incurred in the 

previous month. 

Incontinence supplies 
If applicable, billed during the first week of the month for the 

previous month’s use. 

Third-party services 

Some providers bill directly, while others may be paid through 
the comfort fund. Tuck Shop purchases and eligible outing 
purchases are tracked and added to the comfort fund at month-
end. 

6. Services Included in the Monthly Package 

• 24-hour availability of a qualified nurse in an emergency. 
• Call bells in bedrooms and bathrooms and an in-house lifeline pendant call system. 
• Professional wellness assessments and quarterly care reviews. 
• Three nutritious meals daily plus afternoon and evening snacks. 
• Access to the 24-hour coffee shop near Reception / Main Dining Room. 
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• Full laundry service for personal clothing and bedding linens. 
• Fresh towels and daily garbage collection. 
• Weekly housekeeping. 
• Chaplain services. 
• Daily recreation and social activities plus special monthly events. 
• Care conferences approximately 6 to 8 weeks after admission and annually thereafter. 
• A secure environment with CCTV monitoring. 
• Wander guards, where appropriate, at no charge. 
• Free guest Wi‑Fi throughout the facility. 

7. Optional and Third-Party Services 

Consent forms must be signed by the resident, family member, or responsible party before any service is 

arranged that involves an extra charge. Contact the unit nurse to arrange for the following:  

Optional Services Notes 

Physiotherapy, optometry, dental, hearing, mobile 
lab, and companion services 

Available at additional cost or billed by provider 
as applicable. The unit nurse can help arrange 
services once consent has been provided. 

Foot care and hair salon services May be charged through the comfort fund. 

Companion services and mobility equipment 

services 

Resident or family is responsible for related costs. 

May be arranged when needed at additional cost. 

Transportation via HandyDART or taxi 
Resident or family is responsible for related costs. 

May be arranged when needed at additional cost. 

 

8. Meals and Dining 

Three meals are served daily in the dining rooms. Residents are supported in the dining location that best 

matches their needs. 

Dining Area Breakfast Lunch Dinner 

Main Dining Room  8:00 a.m. 12:00 p.m. 4:50 p.m. 

East Wing Dining Room 8:00 a.m. 11:45 a.m.  5:30 p.m. 

 

• The Main Dining Room is intended for residents who require assistance moving to the dining room or 

assistance with eating or other support during meals.  

• The East Wing Dining Room is for residents who can dine more independently.  



Westminster House Resident and Family Handbook 
 
 

Page 7 of 13 
 

• The Garden View Lounge is used for Complex Care residents who require total assistance with feeding 

and close supervision. 

The weekly menu is posted to the display TV screens in the hallway and in the dining rooms.  

Snacks and nourishments are provided twice daily.  

Family members and visitors are encouraged to eat together in the Coffee Shop due to limited space in the 

dining rooms. Please contact Reception to arrange for this. The current guest meal charge is $10 per meal, and 

a minimum of 2 hours notice is appreciated.  

Residents are encouraged to dine in the dining room whenever possible. If a resident has been assessed by 

nursing staff as having an infectious illness, tray service will be provided to the room at no additional charge. If 

a resident is not ill and requests tray service in the room, an additional charge may apply. 

If a resident would like a different meal option, they may ask the server for an alternative when available. 

Seating changes or requests for a different dining table should be discussed with the Dietitian, as dining room 

placement and table assignments are based on residents’ needs and compatibility. 

A 24-hour Coffee Shop is located near the Main Dining Room and offers coffee, tea, hot and cold water.  

9. Nursing Care and Health Services 

Nursing Care 

Registered Nurses, Licensed Practical Nurses, and Care Aides are available on site 24 hours a day to support 

residents’ personal care and medical needs. The unit nurses are the primary point of contact for day-to-

day care questions, and families are encouraged to share questions or concerns with the nurse on the 

resident’s unit. For urgent matters, families should call the unit directly. Please provide nursing staff with any 

new prescriptions, physician orders, or other medical information needed to support care. 

Registered Dietitian 

The Registered Dietitian is available Monday, Tuesday, Wednesday, and Friday, and is off on Thursdays to 
assess diet changes, swallowing concerns, weights, and nutrition-related needs. 

A list of department managers and email contacts is also available on the Westminster House website Contact 

page. 

Visiting Services 

A physiotherapy team visits on site weekly on a part-time basis. Foot care, optometry, dental, hearing, mobile 

lab, companion, and hair services are also available through visiting providers as needed or on a scheduled 

basis. For private-pay services, families may contact the unit nurse, who can help arrange appointments once 

consent has been provided. 

Medications 

Unless otherwise approved, residents are not permitted to keep medications in their rooms. All medications 

and treatments are administered by nursing staff, and prescriptions are filled by the facility’s contracted 

pharmacy. Prescription medications, over-the-counter items, vitamins, ointments, laxatives, pain relievers, 
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natural remedies, and similar products must be stored at the nursing station and administered only with 

appropriate physician approval as required. 

Vaccinations and Hydration 

Influenza and vaccine clinics are arranged annually before flu season for residents and staff. Pneumococcal 

vaccination may also be recommended. Residents are encouraged and supported to drink fluids regularly 

throughout the day. 

10. Housekeeping, Laundry, and Personal Items 

Housekeeping 

Resident suites receive daily bathroom cleaning and needed spot cleaning, including sanitizing frequently 

touched surfaces. Full suite cleaning, including the bathroom, bed linens, and floors, is completed once per 

week. Families or responsible parties are responsible for checking and removing expired food from resident 

rooms and fridges. 

Laundry 

Laundry service is available for wash-and-wear clothing and bedding. Personal laundry is collected daily and is 

usually returned the same day or the following day. To reduce the chance of items being lost, clothing must 

be labeled with the resident’s name and room number – we are happy to provide this service free of 

charge. Newly purchased items should be given to the unit nurse so they can be sent for labeling before being 

placed in the resident’s room. Residents who prefer to do their own laundry may use the washers and dryers 

located on the first floor in the East Wing at no charge. The laundry room is locked for safety, and keys are 

available at the nursing stations. 

A Lost and Found is kept in the Laundry Room in the basement. If an item is missing, families may check there 

or contact the Housekeeping & Laundry Supervisor.  

Clothing and Footwear 

Please provide clothing that is comfortable, easy to put on, and suitable for regular laundering. Families are 

asked not to bring excessive clothing or belongings. Footwear should be non-slip and preferably closed-toe. 

Families are asked to check clothing regularly and replace items as needed. 

Personal Toiletries 

Residents and families are responsible for providing personal hygiene items such as tissues, lotion, soap, 

toothpaste, denture cleaner, combs and brushes, and deodorant. If needed, staff may purchase basic items from 

the tuck shop and charge them to the comfort fund. 

Valuables and Personal Aids 

Westminster House cannot assume responsibility for missing cash, valuables, or personal belongings. 

Residents are discouraged from keeping large amounts of cash in their rooms. Families are responsible for 

insuring personal belongings kept in the resident’s suite; building fire and flood coverage is carried by the 

facility. Dentures, eyeglasses, and hearing aids should be labeled before admission whenever possible, and 

repair or replacement costs remain the responsibility of the resident or family. 
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Although staff do their best to prevent the loss of hearing aids and other small personal items, Westminster 

House is not responsible for misplaced items unless there are extenuating circumstances. Insurance is 

recommended where available. 

11. Furniture, Equipment, and Suite Safety 

Residents are encouraged to personalize their suites and make them feel like home, provided the suite remains 

safe and accessible for the resident and staff. Personal photos and artwork are encouraged. 

• Residents who are independently mobile may bring their own bed if the size is appropriate for the suite. If 

a resident requires assistance with transfers or care, a hospital bed is required for resident and staff safety. 

Westminster House can provide a hospital bed at no additional charge. 
• Queen-size beds are allowed in the East Wing. West Wing rooms are smaller and may accommodate single 

or double beds depending on layout. 
• Westminster House provides linens for facility beds. If a resident chooses to use a personal bed where 

approved, the family is responsible for supplying appropriate linens and ensuring they are labelled. 
• Beds must be accessible from both sides for care, and a clear pathway of at least 4 feet should be 

maintained around the bed and to the bathroom. 
• Area rugs and excess clutter are not permitted due to safety concerns. 
• Chairs with wheels, knives, and other sharp objects should not be kept in the suite unless specifically 

approved for a particular need. 
• Kettles are discouraged because of the risk of handling boiling water. Residents who would like tea can use 

the coffee shop or ask staff for assistance. 
• Coffee makers, toasters, and similar appliances may be considered only if the resident has been assessed as 

fully cognitive and the appliance has an automatic shut-off feature. 
• Portable air conditioning units are permitted when appropriately sized, and Maintenance can assist with 

installation. 
• Tower fans and certain personal heating or cooling appliances may be permitted if they are in good 

working order and approved in advance by staff and Maintenance. 
• Heating pads or heated blankets are not for independent unsupervised use and should only be used under 

staff guidance when appropriate. 
• Furniture must be stable and in good repair. Unsafe or damaged furniture may need to be removed. 
• Newer model televisions under 30 lbs may be wall-mounted if the resident or family purchases an 

appropriate mount and Maintenance completes the installation. 

Storage and Equipment 

A secure storage area is available in the basement for suitcases and seasonal clothing. Large furniture and 

oversized items cannot be stored there. Residents or families must provide their own lock for assigned storage. 

Personal wheelchairs, walkers, mobility aids, and other equipment should be clearly labeled with the 

resident’s name and room number. The resident or family is responsible for purchasing these items when 

needed, and maintenance or repair costs for personal equipment remain their responsibility. Facility 

wheelchairs are intended for short-term use only. 
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Maintenance Requests 

Maintenance staff look after the general upkeep of resident suites, including basic safety checks, light bulb 

replacement, room temperature concerns, and minor television issues. If maintenance is needed in a suite, 

please report the request to Reception or nursing staff. 

12. Mail, Telephone, Cable, and Internet 

Mail 

Incoming mail is delivered in the dining rooms during meal times. A limited number of mailboxes are available; 

please ask Reception for details. Outgoing letters and parcels may be left in the mailbox by the Reception desk 

and are picked up Monday through Friday. 

Newspapers 

Personal newspaper subscriptions can be arranged directly with the provider. Newspapers are delivered to 

resident rooms by housekeeping staff. 

Telephone 

All rooms are wired for telephone service. Residents must provide their own telephone set and arrange 

connection and payment directly with their chosen provider. Families should provide the suite phone number 

to Reception once connected. For discharges or room moves, families are responsible for transferring or 

cancelling phone service and for advising Westminster House of any scheduled technician visits that require 

access. 

Cable and Internet 

Rogers cable with 150+ channels is currently available for $35 per month. Residents who prefer Telus must 

arrange service directly. Any additional channels, recording boxes, or streaming equipment must be arranged 

and paid for by the resident or family. Personal TV equipment must be set up by the resident or family, as 

Maintenance cannot troubleshoot personal entertainment devices. Guest Wi‑Fi is available throughout the 

building. 

13. Transportation, Appointments, and Leaves 

Transportation costs for appointments are the responsibility of the resident, family, or responsible party. 

Whenever possible, families are encouraged to assist with transportation and accompaniment. If family is 

unavailable, staff may help arrange transportation and, if needed, companion support. Related costs may be 

charged to the comfort fund. 

When a resident leaves the building, staff will ask that the resident be signed out at Reception. Residents going 

out with family or friends may also be provided with an identification card that should be returned to 

Reception or the nurse on return. 

Please notify the nurse in advance of upcoming medical appointments. Nursing staff will prepare a medical 

appointment form and current medication list for pickup before the appointment. 

Families are not permitted to stay overnight in resident suites unless management approval has been granted. 

The usual exception is when a resident is on an active dying protocol and approval has been provided by 
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nursing. When overnight accommodation is needed, families may contact Reception to inquire about booking 

the guest suite, subject to availability. 

Type of Absence Key Information 

Social leaves / vacations 

Residents should sign out at Reception and sign back in upon return. Rent and 

care charges continue during the absence, and at least one week’s notice is 

requested if medications are needed for the leave. 

Hospital stays 
Rent and care charges continue during hospitalization unless otherwise 

advised. 

14. Visitors, Family Involvement, and Resident Life 

Visitors 

Family, friends and well-behaved pets are welcome to visit and are encouraged to take part in the life of the 

home. Visitors are asked to sign in at Reception and sign out when they leave. After Reception hours, visitors 

must be let in and out by staff, and the visitor door code is not shared for safety reasons. Whenever possible, 

evening visits should end by 10:00 p.m. Pets are welcome if they are under control and kept on a leash, 

although pets are not permitted in the dining rooms. 

Care Conferences 

Care conferences are generally held 6 to 8 weeks after admission and annually thereafter, or sooner if needed. 

An email invite will be sent to the POA. These meetings provide an opportunity to review care, discuss 

concerns, and plan together. Residents and families are encouraged to attend. 

Resident Council 

All residents are members of the Resident Council. Meetings are held four times each year and provide an 

opportunity for residents and families to offer suggestions, raise concerns, and contribute to the life of the 

home. 

Recreation and Social Life 

Westminster House offers daily recreation and activity programming, including exercise, music, games, church 

services, intergenerational programs, special monthly events, outings, and more. Residents may also enjoy 

reading in the library, spending time in the coffee shop, or relaxing in common lounges. The monthly 

recreation calendar is included in the newsletter, available at Reception, and posted on the Westminster House 

website. Families may contact the Recreation and Volunteer Manager to ask about bus trips or activity sign-up 

questions. 

Pastoral Care, Hair Salon, Tuck Shop, Guest Suite, and Special Occasions 

The pastor welcomes residents soon after admission, and weekly church services are held in the chapel. A 

part-time hairdresser is available in the basement salon on Tuesdays and Fridays, the tuck shop opens weekly 

in the Oak Lounge, a guest suite may be available for visiting family and friends, and special meals and 

celebrations are offered throughout the year. Please contact Reception for current rates, availability, and 

booking information where applicable. 
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15. Safety, Emergencies, and Infection Prevention 

Electrical and Fire Safety 

• Candles are not permitted in resident rooms. Space heaters, heating pads, heated blankets, and similar 

appliances require prior staff approval and may only be used in accordance with current safety direction 

and any Maintenance inspection requirements. 
• Most other electrical items, such as televisions, electric beds, radios, and shavers, may be used if they are in 

safe working order. 
• A smoke detector and sprinkler system are installed throughout the building, including in resident rooms. 

An emergency instruction map is posted on the back of each suite entrance door. 
• Fire drills are conducted regularly as required by law. If the fire alarm sounds, residents should remain 

calm, close windows if able, and stay where they are until directed by staff or the fire department. 

Smoking and Alcohol 

Smoking is not permitted anywhere inside the facility. Residents who wish to have alcohol regularly must have 

a written physician order. Alcohol must be supplied by the resident or family, stored by nursing staff, and 

administered in appropriate amounts. Waivers may also be required as part of this process. Alcohol may not be 

consumed in common areas. Restrictions may be placed on access to cigarettes where safety concerns exist. 

Falls Prevention 

Westminster House supports residents’ dignity, mobility, and independence while working to reduce the risk 

of falls. Safety measures may include appropriate footwear, use of mobility aids, exercise and activity 

programs, sitting at the edge of the bed before standing, hip protectors where appropriate, and least-restraint 

approaches whenever possible. 

Infection Prevention 

Westminster House follows infection prevention and control practices to reduce the spread of illness. Proper 

hand hygiene is the single most important preventive measure. Residents, visitors, and staff are encouraged to 

wash their hands often and use the hand sanitizer provided throughout the building. 

Visitors should not come to Westminster House if they are feeling unwell, including with fever, cough, 

vomiting, diarrhea, or other contagious symptoms. If a visit cannot be postponed and a visitor has mild 

symptoms, masks are available at Reception and frequent hand sanitizing is expected. During outbreaks or 

periods of increased illness, temporary visiting restrictions may be put in place to protect residents. Staff may 

wear gloves, gowns, or masks when needed to protect residents and themselves. 

16. Feedback, Concerns, and Complaints 

Westminster House values feedback from residents and families and encourages questions, observations, 

compliments, and concerns. A formal feedback and complaint process is in place to support review and follow-

up when concerns are brought forward. 

A Complaint / Concern / Compliment form is available with pamphlets on each unit and near the Reception 

desk. Completed forms may be placed in the designated box at Reception. Envelopes are available to help 

maintain confidentiality, and forms may be addressed to the General Manager or the manager of your choice. 
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Residents and families may also contact the Director of Care, Resident Care Manager, or another member of 

management directly by phone or email. Westminster House is committed to listening, reviewing concerns 

carefully, and using feedback to improve services. 

17. Resident and Family Resource List 

Provider Phone Email 

CareRx – Customer Care / Billing Support 1-855-347-8158  

Fisiomed – Physiotherapy (Milan Dragutinovic) 604-360-2790 info@fisiomed.ca 

Foot Care Nurse – Harpreet Thandi 604-309-1578 Harpreethandi_3@hotmail.com 

Silver Valet Dental Care 604-770-4701 reception@silverdental.ca 

Lorraine at 1st Choice Mobility – wheelchair and 

walker repairs and adjustments 

604-850-2344 or 

778-242-6275 
lorraineg@1stchoicemobility.ca 

Larry Fernandez - Used Equipment and Repairs –

wheelchair and walker repairs and adjustments 
604-760-1913 Mr.fixmd@gmail.com 

Hairdresser – Elen (Tuesday and Friday) 778-996-6156 elenalmoite@yahoo.ca 

Private Companion – Forever Friends / Victoria 604-704-1997 Victoria.tierney@live.com 

Wheelchair Cab – Pacific Cabs 
604-536-7666 / 604-

579-1081 
 

Mobile Denture Care – Min Kim 778-999-7929 admin@mobiledenturecare.ca 

Amplifon Hearing Clinic – Inder 604-542-9135 Inder.kullar@amplifon.com 
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