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WELCOME 
Dear resident and family member(s), 

Welcome to Villa Cathay Care Home. We understand that moving into a care home can be an 
emotional and difficult decision for you and your loved one.  We hope that by providing you with as 
much information as possible on living in Villa Cathay, we can help relieve the stress associated with 
moving into a new place. 
 
We take the word “home” to heart. We strive to make Villa Cathay a welcoming and comfortable 
place for our residents and their families.  We hope that through this care partnership, you will find 
Villa Cathay a place of love, respect, and dignity—a place that you are proud to call home.    
 
As you join our community, you will see that we place immense value on the relationship between 
residents, family members and staff. We know that the active participation of family members will 
positively affect the care experience of our residents. Our interdisciplinary health care team is highly 
experienced in senior care and work closely with our residents and families to make this care 
partnership a positive experience.  

This handbook contains some of the most commonly asked questions such as our environment, our 
care team, our service, and the Villa Cathay community. If you have any questions, concerns or 
would like to give us feedback, please do not hesitate to let any of our staff know. We value open 
communication and believe mutual understanding plays a crucial role in our partnership. Your 
feedback helps us ensure that we work toward your positive experience in this home.  

Welcome to the Villa Cathay community, and thank you for joining us to make Villa Cathay a new 
home for you and your loved one! 
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1. Commitment to a Positive and Respectful Care Environment  
All staff and volunteers of Villa Cathay are committed to the BC Residents’ Bill of Rights. We strive 
to provide a safe environment and high quality care, to build trusting and respectful care 
relationships, and most importantly, improve the quality of life of all residents.  Our team is thus 
committed to:  
• Providing safe care and taking the time required to understand each resident’s needs and 

conditions    
• Listening attentively to understand residents’ needs and involving residents in making 

decisions whenever possible.  
• Communicating with residents, families, and visitors with courtesy, compassion, and respect.  
• Respecting and safeguarding residents’ privacy; only exchanging residents’ information with 

people who need to know it in order to provide care or services to the residents.   
• Informing our residents and families of updates that will affect the resident’s care and 

supporting you in making informed decisions.  
• Taking responsibility to identify, acknowledge, and de-escalate any rising tension in an 

interaction.  
• Being open to feedback and building a constructive care partnership.  
• Making every possible effort for our residents to experience love, respect, and dignity 

through our actions in care and services.   
Likewise, Villa Cathay looks upon all residents, families, and visitors to help keep Villa Cathay a 
respectful care environment by doing the following:       
• Interact with others in a polite and courteous manner; please refrain from using language, 

tone of voice, and gestures that may be taken as yelling, intimidating, humiliating towards 
fellow families or visitors, and members of the staff team, including volunteers. 

• Give your health care team as much information as possible about your health status, care 
preferences, and care needs to help us support your care objectives.  

• Communicate to enhance mutual understanding; allow your care team the time to respond 
and the opportunity to explain.    

• Respect the privacy and confidentiality of other residents, families, staff, and volunteers. 
Choose not to discuss other people’s matters without their knowledge.    

• Work with your care team to keep your living environment free of clutter and hazards.  
Please refrain from bringing any items that may pose a risk to you or others.  

• Respect the properties of other residents and of Villa Cathay; act in a safe and responsible 
way.  

• Respect and cooperate with Villa Cathay’s violence free policy and keep Villa Cathay free of 
any weapon, force, or abuse.  

• Follow the policies of Villa Cathay Care Home and recognize that they are established for 
the health, safety, and dignity of all residents. Please seek clarification and communicate 
with the Villa Cathay staff when you disagree. 

The best care will become possible when residents, families, and the staff team work 
collaboratively and communicate effectively.  Villa Cathay looks forwards to this partnership with 
you.   
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Staff Telephone List 
Main Line 總機: 604-254-5621  

Position 職稱 Name姓名 Direct Line 
專線電話 

Email Address 
電郵或通訊地址 

Executive Director  
院長 

Szuchi Lee 
李思錡 

604-215-3535  
 

administrator@villacathay.ca  

Director of Care 
護理部總監 

Gracy Leung  
梁劉秀芬 

604-639-8266  
 

gleung@villacathay.ca 

Resident Service Manager 
長者事務經理 

Carren Choi 
蔡藍靜玲 

604-639-8265 cchoi@villacathay.ca 

Director of Finance and 
Administration  財務暨行政部總監 

Selina Zhou  
周濤 

604-639-8282  
 

szhou@villacathay.ca  

Activity Manager  
活動部總監 

Rikki Wu  
吳琼 

604-215-3531  
 

rikki@villacathay.ca  

Director of Support Services 
院舍支援服務部總監 

Frances To 
涂唐秀鳳 

604-639-2450 frances@villacathay.ca 

Director of Facility Services  
院舍暨環境部總監 

David Louie  
雷桀邦 

604-639-2454 david@villacathay.ca  

Director of Donor and Community 
Engagement 慈惠及社區事務總監 

Joey Cheung 
張悅怡 

604-215-3548 joey@villacathay.ca  

Clinical Dietitian   
臨床營養師 

Jovy Wong  
黃詠瑜 

604-215-3538  
 

jovy@villacathay.ca  

Social Worker 
註冊社工 

Billy Siu 
蕭竣藝 

604-215-3537  
 

billys@villacathay.ca 

Director of Rehabilitation Services 
復康服務總監 

Bernie Lee 
李坤鍵 

604-215-3540 berniel@villacathay.ca 

Care Centre at each 
Care Neighbourhood 
各樓護理站聯絡電話 

1W - 604-639-8261 
3F - 604-639-8253 
3W - 604-639-8263 
4F - 604-639-8254 
5F - 604-639-8255 

6F  -  604-639-8256 
7F  -  604-639-8257 
9F  -  604-639-8259 
10F  -  604-639-8250 

User Fee/Trust Account  
收費及信託戶口 

 604-215-3534 accounting@villacathay.ca     

Pharmacy 藥房 
 

MediSystem 1-833-633-4797  

mailto:administrator@villacathay.ca
mailto:gleung@villacathay.ca
mailto:cchoi@villacathay.ca
mailto:szhou@villacathay.ca
mailto:rikki@villacathay.ca
mailto:frances@villacathay.ca
mailto:david@villacathay.ca
mailto:joey@villacathay.ca
mailto:jovy@villacathay.ca
mailto:accounting@villacathay.ca
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About Villa Cathay  
Villa Cathay Care Home is a non-profit long-term care home specialized in providing person-
centered and culturally sensitive care for seniors.  Seniors who come to Villa Cathay require 24-
hour professional nursing care or supervision as their own home or other housing arrangements 
can no longer fulfill their care needs.   

We specialize in culturally focused care. We offer freshly prepared Chinese meals and tonic soup, 
culturally relevant recreation programs. The majority of our team members share the language 
and cultural backgrounds of our residents. 

Our Vision 
To realize the full potential of every senior in our care.   

Our Mission  
• To provide the highest quality professional service and deliver person-centered care for 

seniors.  

• To serve our seniors, families, and community by sustaining a nurturing, comforting, and 
culturally-focused home and continue to enhance senior care for generations. 

Our Values  
• Love: We foster a caring atmosphere and provide a safe haven to support seniors who 

enter a new chapter in their lives through compassion and kindness.  

• Respect: We value each resident and honor his or her wisdom and experience.  With 
courtesy and professionalism, we promote honest and open dialogue with residents and 
families.  

• Dignity: We value quality of life and support our residents in maintaining their abilities and 
cultivating their potentials.    

• Wellness: We promote holistic wellness by providing the highest caliber of care in meeting 
the daily needs and wellness of our seniors  

• Innovation: We strive to provide innovative services to meet new and emerging 
professional standards in health care.   
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Brief History  
Villa Cathay Care Home was inspired by the benevolence of the 
Missionary Sisters of Immaculate Conception of Montreal who 
started and operated the 40 bed Oriental Home for sick Chinese 
immigrant workers in 1924.  When the Oriental Home was 
expropriated for industrial expansion in 1972, five Chinese 
philanthropists formed the non-profit Villa Cathay Care Home 
Society to continue the Oriental Home’s operation. Since 1978, 
Villa Cathay Care Home Society has served more than 1,600 seniors over the past 40 years. 

In 2016, Villa Cathay embarked on a rejuvenation project to renovate and expand its capacity so 
that we can serve more seniors in a much-improved physical environment.  The rejuvenation 
project is built in two phases so that seniors who need culturally focused care can continue to 
have a home.  The construction of the East Tower was completed in 2019 Fall and has been home 
for 127 residents since November 30, 2019.  The adjoining West Pavilion has 97 rooms (8 are 
connecting rooms) and was complete in November 2021. Villa Cathay offers a total of 224 long-
term care beds and is one of the largest care homes for seniors in need of around the clock 
professional, culturally focused care in Metro Vancouver.      
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2. Physical Environment  
 

Care Neighbourhood - House 

There are eight resident floors in the East Tower and three floors in the West Pavilion.  Each floor 
represents an independent “house” (care unit). Each house is comprised of a resident lounge, a 
dining room (also used as an activity area), a spa room, a sundeck, and a care centre.  All of the 
common areas are within short distance to each resident suite.    

 

 

 

 

 

 

 

 

 

 

 

 

 

Floor plan of each individual floor is available online: 

https://villacathay.ca/villa-cathay-building-layout 

 

 

 

Dining & 
Activity Area 

Sundeck 

Sundeck 

Care 
centre 

Care 
centre 

TV lounge 

West Pavilion Sample Floor Plan 
East Tower  

Sample Floor Plan 
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Resident Suites  

All resident suites (except 4 connecting rooms) are single rooms to promote resident’s privacy and 
to create a sense of home.  Each room has an ensuite wheelchair-accessible washroom equipped 
with shower.  The following furniture and equipment are provided in each resident suite:  
 

• Standard resident furniture, including a specialized, height adjustable bed and pressure 
redistributing mattress, a dresser, a bedside drawer, a wardrobe, and a high back chair.   

• In the ensuite washroom: a wheelchair accessible toilet, vanity, and a shower facility.    
• Nurse call system and pull station by the bed and in the washroom.  
• Individual thermostat to adjust the heat in each resident suite.  
• Two photocell night lights for visibility and safety at night.  
• Ceiling lift track.  
• Memory box by the door of each resident suite to display keepsakes and to personalize the 

suite  
 
All rooms are equipped with emergency power outlets so that care needs will not be 
compromised in the rare scenario of a power outage.  

Resident Lounge and Dining Room  

Located within each house, the resident lounge and dining room is an open space for residents to 
dine, socialize, and participate in group or individual leisure activities.  Three times a day, freshly 
cooked meals are prepared at our central kitchen onsite, delivered to each house, and served 
based on each resident’s preferences from the servery in the house.  

Next to the servery, there is a “family corner” where a microwave, fridge, handwashing sink, and 
recycling station are available for residents’ and families’ use.        

Quiet Room  

Located right by the dining room of each house, the quiet room offers a space for residents to 
read, meditate, and meet with visitors.  A resident who has visitors during the meal hour can also 
use this room to have a private dining experience.  

Spa Room  

A therapeutic bathtub is available for residents’ use in the SPA room.  The room is equipped with 
ceiling lift to ensure all residents have access to a bath should they desire one.  

Sundeck  

An outdoor space in each house is available and is equipped with a clear safety guard rail that is 
seven feet high.  Residents can enjoy fresh air right in their own house.  
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Exercise Room  

The exercise room is located on the 8th floor of the East Tower, across from the elevators. Residents 
will receive physiotherapy and will be able to partake in exercise programs using the specialized 
equipment in this room. Specialty flooring is used in this room to enhance residents’ safety during 
their exercises.   

Dental Clinic  

The Dental Clinic is a collaboration with UBC Geriatric Dentistry.  The room is equipped with a 
modern dental chair and X-Ray machine, and residents at Villa Cathay can receive dental services 
in house without the hassle of travelling to an off-site location.    

Hair Salon 

The hair salon is located on the ground floor across from the central kitchen.  Every other Monday, 
a team of volunteer professional hairdressers come to provide haircuts at no cost for the Villa 
Cathay residents   

Auditorium 

The Auditorium is located right by the lobby, across from the reception desk. Entertainment 
programs of larger scale, such as singing and dancing performance groups, bingo, and other 
various special programs will take place in the Auditorium.  Residents can come to the Auditorium 
to enjoy the programs and mingle with residents from other floors. The Auditorium is also 
equipped with a wheelchair accessible oven and stove to enhance the variety of recreation 
activities for our residents.  

Garden   

Connected to the lobby through the cultural corridor on the first floor, the garden offers a 
landscaped outdoor area where residents can take a walk and enjoy the breeze on a sunny day.  
The paved walkways and benches will support residents to adjust their pace and rest as they come 
and walk in the garden. There are raised, wheelchair accessible planting beds to provide access to 
horticultural activities.     

3.  
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Prepare to Move In 
3.1. Pre-Admission  

Our residents come to Villa Cathay either by applying through the health authority in their region 
for provincially funded beds or by applying directly to Villa Cathay for private pay beds. We highly 
encourage all prospective residents and their families visit Villa Cathay prior to making the decision 
to move into Villa Cathay or any care home.   

The pre-admission tour covers the overview of our physical environment and our programs. In this 
tour, you and your family will see the future room. It also gives our team the opportunity to 
exchange information with you and to confirm that we can work together and fulfill your care needs. 
We will also discuss with you what we each can do to make this transition a smooth and pleasant 
experience.     

Before moving in, please provide our team with the following information:  
• The family doctor who will continue to provide care during the resident’s stay in Villa Cathay  
• A copy of the Health Care card and other insurance coverage  
• The substitute decision maker and relevant legal arrangements affecting health care 

decisions    
• Financial arrangement and representative for the stay    
• Medical conditions of concern and medications the resident currently takes   
• Any other previously established Medical Order for Scope of Treatment (MOST), care 

planning, and other arrangements  
  

3.2.  
3.3.  
3.4.  
3.5.  
3.6.  
3.7.  
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3.8. Financial, Fees, and Charges   
Provincially Funded Services  

Residents who receive provincially subsidized services would have completed the user fee 
assessment with the health authority before admission.  The monthly fee is determined according 
to the BC Ministry of Health policy and based on the annual income of the resident. The monthly 
fee is updated every year. At the end of each calendar year, the health authority will mail a fee 
notice to each resident or the resident’s  financial representative to notify the new monthly fee of 
the subsequent year. This adjustment is based on the tax return of the previous year. Therefore, it 
is crucial for the resident’s representative to file a tax return on time for the resident.  If a tax return 
was not filed, the maximal monthly fee will apply.    

The user fee is due on the 1st day of each month. Upon admission, a monthly fee of the current 
month is due, and a void cheque is required to set up the pre-authorized payment for the monthly 
fee for the subsequent months. If you do not stay for a full month, the fee will be charged on a 
prorated basis.  The formula to calculate the prorated monthly rate is as indicated below.  

 

If a resident moves out of Villa Cathay before the end of the month, the unused portion after the 
day of discharge until the end of the month will be refunded. The refund cheque will be mailed to 
the resident’s financial representative in approximately two months.  

When a resident goes to the hospital or take a social leave, he or she continues to have the privilege 
to the bed in Villa Cathay. The daily fee will continue to be applicable.  

Private Pay Services  

Villa Cathay Care Home also provides private pay care, and it can be for long-term care or short-
term stay.  The private pay rate is reviewed every year and is adjusted according to the cost of care. 
Villa Cathay is committed to notifying the residents and families of any fee adjustment at least 2 
months prior to the effective date.  

The monthly fee for a private pay resident is due on the date of admission and on the 1st day of 
subsequent months.  The process of payment and refund is the same as the provincially funded 
beds described in the section above.    
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What does the monthly fee cover?  

The monthly fee covers 24-hour nursing care, interdisciplinary care by professional staff employed 
by Villa Cathay, regular recreation programs, fitness programs, accommodation, meals and snacks, 
hospitality service, and commercial laundry.  The medical care provided by a resident’s family doctor 
is covered by the Medical Service Plan (MSP); care provided by podiatrists, dentists, pharmacists, 
and any other professionals not employed by Villa Cathay may require an additional fee. The charge 
may vary depending on your eligibility under the provincial health plan or the coverage of your 
personal or private extended health insurance.  

The following fees may be applicable and will be residents’ responsibility:  
• Medications not covered by PharmaCare or your extended health insurance  
• Care, services, and equipment not covered by MSP or extended health insurance, such as 

specialized wheelchair, specialty mattress, etc.   
• Ambulance and personal transportation, such as HandyDART or Taxi  
• Purchase or rental of equipment exclusive to the resident, including canes or walkers.   
• Supplements or supplies of a designated brand not provided in Villa Cathay  
• Companion services  
• Standardized labelling of your clothing  
• Personal cable TV, telephone, internet, installation and monthly fees 
• Personal newspaper, magazines, and periodicals  
• Special outings  
• Purchase made at Villa Cathay gift shop  
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Residents’ Trust Account 
All residents need to set up a trust account as a personal comfort fund for the payment of expenses 
that are not included in your monthly fee, such as the items on the list above. The trust account is 
a non-interest-bearing account. Villa Cathay will process the expenses according to the resident’s 
authorization and provide a monthly statement for each resident or his or her appointed financial 
representative.  

The trust account does not allow any overdraft. The balance of the resident’s trust account shall be 
kept between $50 to $500, and not exceeding $500, according to the BC Ministry of Health guideline.  
If there is insufficient balance, the expense cannot be processed until the resident makes a deposit 
to his or her trust fund. For your convenience, we suggest that you maintain a balance of $250. 

The deposit can be made by cheque in person, by mail, or be placed in the mailbox by the 
receptionist desk. Please clearly write on the cheque the resident’s name and room number (as 
resident of the same name may occur) so that we can post the deposit to the correct account. Cash 
deposits can only be accepted during the office hours of the Administration Office: Monday to Friday, 
9am-5pm.   

Upon discharge, the balance of the trust account will be refunded to the designated representative  
after all relevant expenses are reconciled.  This refund cheque will be mailed to the representative 
together with the repayment of the monthly fee.   

Financial Representative  

We highly encourage all residents appoint a financial representative to assist with their financial 
affairs if it is possible. This person can be a family member or a trusted friend. This appointment is 
best to be established through a legal document called Enduring Power of Attorney.  Please inform 
our team who the resident’s financial representative is so that we can keep the person involved 
and informed. 
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Things You May Need 
In preparing to move to Villa Cathay, we recommend that you bring the following items with you.   

Mobility Aid 

Please bring any mobility aids that you already own with you, such as a cane, walker, or wheelchair.  
Please label your mobility aide with your name and mark it as “private” before admission.  If you do 
not have a wheelchair but need one, a wheelchair assessment will be conducted after admission.    

Clothing  

Each individual’s preference and health status determine the clothes he or she needs to bring in. 
Generally, we recommend that residents bring clothes that are familiar and comfortable to them.  
Clothes that require minimal assistance to wear can help maximize residents’ sense of 
independence.  

Some residents may feel cold even on a hot day. Clothing that residents can wear in layers will be 
helpful and provide flexibility. Cotton clothing is often the most comfortable. If you plan to use the 
complementary commercial laundry service that Villa Cathay provides, please keep in mind that the 
clothing you plan to bring in must be suitable for repeated encounters with an industrial hot water 
washer, dryer, and bleach (per health regulatory requirement). We cannot accommodate dry-
cleaning, cold machine washing an item, or clothing items that cannot be bleached or tumble dried.  
Please make arrangements with your family to care for those items. Family members are also 
welcomed to take laundry home. Please inform the floor nurse if you wish to do so.  

To ensure that there is sufficient maneuvering space for resident’s mobility and safety, the clothing 
items and personal belongings a resident brings in need to fit into a 42” wardrobe and a 3 level 
dresser.  Family may need to bring a seasonal change of clothes and replacement clothing items 
when wear-and-tear occurs, such as loose threads, elongated pants, or missing buttons.   

For the health and safety of all residents, please wash all the clothes that you or your family plan to 
bring in. This also allows Villa Cathay to apply labels to residents’ clean clothes upon arrival to 
prevent missing clothes in the future.  

Footwear 

Footwear is important for safety, comfort, and mobility. We recommend that each resident bring a 
couple of comfortable walking shoes, a pair of slippers, and some stockings. Non-skid footwear and 
stocking are recommended to prevent falls and accidents.  Non-skid stockings are available for 
purchase at Villa Cathay.  

 



  

Villa Cathay Care Home Resident Handbook                         P a g e  17 

 

 

Toiletries & Grooming Supplies  

Villa Cathay provides shampoo, body wash, and hand soap.  Residents may bring their own preferred 
toiletries if a specific brand is required. Please bring  your personal grooming supplies, such as combs 
and brushes, a toothbrush and toothpaste, nail clippers, and an electric razor (for male residents).  

Furniture and Appliance  

Every room at Villa Cathay Care Home is furnished with a bed, dresser, bedside drawer, and high 
back chair.  We want to ensure that there is sufficient maneuvering space in the resident’s room. 
We recommend that if you plan to bring additional furniture pieces, please consider options that 
are easily portable, foldable and sturdy. Bulky furniture items are not recommended so that 
residents have sufficient space to move around in their rooms. For the safety of the resident, all 
additional furniture items must be approved by the Facility Services team before it can be moved 
into the room.    

For the safety of our building and for all of our residents and staff, any electronics you plan to bring 
in that require a power outlet must be pre-approved by our Facility Services team. Some examples 
of the electronics that Villa Cathay may approve include but are not limited to:  

• Radio and/or a television 
• Electric shaver  
• Electric fan  
• Electric clock and/or Lamps  
• Electric thermos with an automatic shut-off function 

To apply for approval, please provide the specifications of the item to our Facility Services team.  
We appreciate your cooperation to bring in the items only after approval is obtained.  

The following items are not permitted at Villa Cathay for safety reasons: 
• Extension cords (these can be a tripping hazard)  
• Octopus plugs (these pose a potential electrical danger)  
• Electric blankets or heating pads (these pose a potential fire danger) 
• Electrical equipment such as toasters, kettles, hot plates, coffee makers, heaters, rice 

cookers, microwaves (these pose a potential burning or scalding hazard) 
• Air conditioners (these may affect the proper air flow of the mechanical design of our high-

rise building)  

A public microwave and under-counter fridge are available in the resident dining room in each house 
for the use of residents and families.  They are cleaned weekly.  We encourage residents and families 
to use these appliances in the common area and keep the resident suite a spacious living space.    
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Decorative  

We highly encourage residents to bring in photos, art works, or other significant personal items to 
decorate their suites. The memory box by the door of each resident suite is specifically designed for 
each resident to personalize his or her space.  

Valuables and Money 

In the bedside stand, each resident will have a lockable drawer for personal valuables.  Each resident 
will have a key upon admission. However, we recommend that all residents and families keep cash, 
jewelry, or items of high personal value in a safe place outside of Villa Cathay Care Home. Residents 
are responsible for the care and security of their own personal belongings.  Personal property 
insurance is an option that we encourage you to consider. 

Phone, TV, and Internet 

In each house, Villa Cathay provides a courtesy phone, TV access, and public WiFi in the common 
area. Residents who prefer their own service are also welcomed to arrange for their own private 
service. The arrangement and subscription of these private services will be the resident’s and their 
families’ responsibility. Villa Cathay is unable to arrange or cover the cost of a resident’s private 
service.  

Any television that you wish to bring in must be wall-mount compatible with a bracket that meets 
Villa Cathay’s requirement and will be installed by our Facility Service team for safety reason. This 
bracket is available for purchase at Villa Cathay. A one-time service fee will be applicable for the 
installation of the wall-mounted television.   

Labelling  

All residents’ personal items should be properly labelled before they are brought to Villa Cathay.  
Please use the labels that can stand repeated wiping and damp mopping. As for clothing, for your 
convenience, Villa Cathay can provide standardized clothing labelling for you at a one-time flat fee. 
When you bring in unlabeled clothing after admission, please give it to the floor nurse so that our 
laundry staff can iron the label onto your clothing.  

3.9.  
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Admission Day 
Residents and families may experience a mixture of anxiety and excitement on the date of admission. 
For a new resident to feel supported, we encourage that you arrange at least one family member 
to stay with the resident until he or she feels more settled. The day might be hectic as we go through 
the interdisciplinary admission assessment. The resident and family may also need some time to 
unpack and settle into the new suite.  Thus, our recommended move-in time is around 10am. 
Complimentary lunch will be provided to the accompanying family member(s) on the admission day. 

3.10. Care Planning 
Getting to Know You  

Care is about meeting the health care needs of our residents and supporting them to live life as 
they wish at the same time. In providing person-centered care, our team not only needs to assist 
our residents in managing the diseases that challenge them but also must understand the 
residents’ past history, life stories, habits and preferences that shape their personality.   

We invite all residents and families to help our team to learn about each resident and what good 
care means to him or her. In Appendix A of this handbook, we include a “Getting to Know Me” 
form for our resident or family members to complete.  Please return it to the nurse in the 
dedicated floor after you complete the form.   

We also encourage families to bring in some photos or videos clips of the resident to help our team 
learn about the life stories. This valuable information will provide insight on how to best relate to 
the resident and to effectively enhance the person-centered care approach.    

Care Conference  

Approximately 6-8 weeks after a resident has moved into Villa Cathay, our interdisciplinary care 
team will invite you to the first care conference. A care conference is the place where you, your 
family, and the care team meet and discuss your care needs, develop care plans together, and have 
the Goals of Care conversation. Afterwards, the care conference formally takes place annually or 
when there are changes that require an interdisciplinary revision of the care plan.  

Aside from the care conference, residents and families can always approach the nurse assigned to 
your house to discuss changes or concerns about care.   
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Goals of Care 

The best person to decide on the Goals of Care is the person receiving the care. At Villa Cathay, we 
involve our residents in the Goals of Care discussion. When a resident is unable to make his or her 
own health care decisions, our team will have this discussion with the family or the resident’s 
health care representative (often called substitute decision maker or TSDM). The Goals of Care 
conversation(s) will help residents and families think through what the residents might experience 
as a result of medical conditions, the possible treatments available, what can be expected of the 
treatments, and ultimately, what is important to the residents during their stay at Villa Cathay.  In 
the discussion with TSDM, the focus of the discussion would be on “if the resident could speak for 
him/herself right now, what would they decide?” 

Medical Orders for Scope of Treatment (MOST) is the document that records a resident’s Goals of 
Care after he or she makes the decision. The MOST form is completed and reviewed most often at 
the care conference.  A copy of the MOST document can be found in Appendix B. 

MOST options at a Glance:  
Attempt Cardiopulmonary Resuscitation (CPR)  
In the event of an acute medical event, maximum therapeutic effort. 

Do Not Attempt Cardiopulmonary Resuscitation (DNACPR: No chest compressions or other 
direct means of restarting the heart) 

Option 1 
(M1) 

 No CPR. Supportive care, symptom management, and comfort measures. 
Allow natural death. 

Option 2 
(M2) 

No CPR. Option 1 (M1) plus therapeutic measures and medications to 
manage acute conditions within the current setting. If in residential care or 
hospice, transfer to acute care will not occur except in special circumstances 
(e.g. fracture). 

Option 3 
(M3) 

No CPR. Option 2 (M2) plus admission to an acute care hospital (if not already 
admitted) for medical/surgical treatment as indicated. No referral to Critical 
Care. 

Option 4 
(C1) 

No CPR. Maximum therapeutic effort as in Option 3 (M3) including referral to 
Critical Care but not including intubation and ventilation. 

Option 5 
(C2) 

No CPR. Maximum therapeutic effort as in Option 4 (C1) including referral to 
Critical Care and including intubation and ventilation. 

There is also space available on the MOST form for the resident to add special comments and 
instructions in addition to the options above or to elaborate on the section or treatment.  
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Additional Information  

Our Social Worker can support our residents in thinking through some of the difficult questions that 
they or their families may have regarding the Goals of Care decisions.  In addition, there are valuable 
resources that may be helpful for you to further understand how to appoint a substitute decision 
maker for your finance and health care decisions. The resources are listed below:  

Online documents  
“My Voice: Expressing My Wishes for Future Health Care Treatment” is a guide to advanced care 
planning. The following link has information in English & Chinese:  

• www.seniorsbc.ca or 
• www.vch.ca/public-health/health-topics-a-z/topics/advance-care-planning 
• You can obtain more information on personal planning via these sites also:  
• Nidus Personal Planning Resources Center and Registry: www.nidus.ca  
• Public Guardian and Trustee of BC: www.trustee.bc.ca 

 
Lawyer Referral Service 
The Representation Agreement and the Enduring Power of Attorney are legal documents. You may 
wish to speak to a lawyer when you are ready to make formal arrangements. If you need a lawyer, 
please call the Lawyer Referral Service at 604-687-3221 or 1-800-663-1919 Monday to Friday, 8:30 
a.m. to 4:30 p.m.   

http://www.seniorsbc.ca/
http://www.nidus.ca/
http://www.trustee.bc.ca/
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4. Programs and Partnership  
Villa Cathay provides professional care and supportive services for the long-term care needs of our 
residents. We build care partners to provide individualized care.        

Residents and families are the most important care partners in achieving quality resident-centered 
care. You possess first-hand information to help the care team understand what good care means 
to you.  Although Villa Cathay is very experienced in culturally focused senior care, every resident is 
unique.  The more we know about you, the better we can care for you.  

4.1. Our Interdisciplinary Care Team 
Nurse 

Villa Cathay provides professional nursing services 24 hours a day.  At all times, there is a registered 
nurse (RN) or nurses with equivalent credential, leading a team of license practical nurses (LPN) and 
resident care assistants (RCA). Both RNs and LPNs provide ongoing assessments, administer 
medications and treatments, develop and update care plans, and complete required documentation.  
Each nurse is assigned to two houses in the East Tower.   

Whenever a resident has a request or a concern, the nurse assigned to the house (house nurse) is 
the best person to speak with.  The nurse will conduct an assessment or investigation and will lead 
the floor team to act accordingly.     

In addition to the nurse on duty during each shift, every resident at Villa Cathay has a primary nurse. 
Each primary nurse is responsible for his or her primary resident’s annual and quarterly 
comprehensive assessment and care plan. Your primary nurse will be the person inviting you to the 
care conference.    

Resident Care Assistant (RCA) 

Resident care assistants play an important role in supporting residents in their activities of daily 
living (ADLs), such as grooming, dressing, toileting, personal hygiene, bathing, positioning and 
transferring. In addition to ADL assistance, RCAs can provide emotional and social support.  

During the morning and evening shifts, two RCAs are assigned to each house. For the night shift, 
one nursing team member (including RN, LPN, and RCA) is assigned to each house and will support 
each other.  
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Registered Dietitians (RD) 

The registered dietitians (RD) work closely with nurses and look after residents’ nutritional needs. 
Our RDs will find out each resident’s food preferences and incorporate them into the nutritional 
plan.  The plan is then carried out through nutritious meals to supports each resident’s health and 
enjoyment of food. Our RD also works with community Occupational Therapist or Speech and 
Language Pathologist to assess a resident’s swallowing status, to make modification to food texture, 
and to promote each resident’s safe eating.    

Social Worker  

Villa Cathay values the psychosocial wellbeing of residents and has a social worker on staff to 
support residents and families through the transition from home to Villa Cathay and in their care 
journey. Our social worker also works actively with the Resident and Family Council. Other key areas 
that our social worker supports include: providing discussion and resources on advanced care 
planning, liaising for benefits application and eligibility review, such as HandyDART services, Red 
Cross equipment loan program and Public Guardian and Trustee services. At Villa Cathay, the social 
worker is also dedicated to being residents’ advocate and the dedicated person to investigate any 
elder abuse allegations.   

Recreation Team  

Our Recreation Team consists of a recreation therapist and activity assistants.  The team organizes 
group and individual programs to fulfill residents’ leisure and recreation needs. The recreation 
programs aim to engage residents in meaningful ways to regain a sense of worthiness and self-
esteem to further enhance residents’ general wellbeing.   

Rehabilitation Team  

Villa Cathay’s rehabilitation team consists of a physiotherapist (PT) and a rehabilitation assistant 
(RA).  The rehabilitation team also works closely with residents, families, and other members of 
the team in promoting residents’ mobility, physical functioning, and fall prevention.   

Support Services Team 

The support services team includes staff who have the credential and expertise in facility services, 
hospitality services, laundry, and dietary services.  All team members are committed to keeping Villa 
Cathay a safe and enjoyable place for residents.  
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4.2. Other Health Care Professionals 
Physician  

Every resident must be under the care of a family physician who is responsible for his or her medical 
care, medication prescription, and physician orders for treatments and lab tests.  Some family 
doctors visit their patients after the patient moves into a care home, and some do not.  Please 
discuss with your family doctor prior to admission to confirm if your physician will continue to care 
for you during your stay in Villa Cathay.  There are four physicians who regularly come to Villa Cathay 
and take new residents. If a resident needs to transfer his or her care to one of the four physicians, 
please inform our admission team or your house nurse.       

Pharmacist 

MediSystem is Villa Cathay’s pharmacy partner to provide all medications to our residents. 
MediSystem will provide medication consultation to residents and families of Villa Cathay and 
provide you with a complete list of the costs of the residents’ medications. 

The role of the pharmacist includes medication reviews, participates in residents’ care conferences, 
works closely with the physicians and the care team for medication consultation, and may provide 
flu shots to family members.  

Podiatrist  

The podiatrist is a doctor who specializes in preventing, diagnosing, and treating feet and ankle 
related pain and disorder. At Villa Cathay, an experienced podiatrist, Dr. Gary Eng, visits our 
residents monthly to provide foot care. Our nurses will make the referral and inform the resident 
and families after the assessment.   

4.3.  
4.4.  
4.5.  
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4.6. Partners  
Occupational Therapy  

An occupational therapist (OT) from Vancouver Costal Health Residential Rehabilitation Team visits 
Villa Cathay to provide seating and wheelchair assessments. This assessment will determine 
whether a resident needs a basic or a specialty wheelchair, or any other equipment or assistive 
device.  Our nurses will make the referral for this OT assessment upon admission and when a 
reevaluation is required. (Note: in British Columbia, the Health Authority will provide a basic 
wheelchair for its long-term care clients)   

Dental Care  

For 15 years, UBC’s Faculty of Dentistry “Adopt a Long-term Care Facility” program has been offering 
free dental services to residents living in Villa Cathay. The students from the Geriatric Dentistry 
program, supervised by instructors who are dentists and hygienists, provide dental examinations 
and treatment to our residents.  If you would like to participate in this free oral exam program, 
please complete the “Consent for Care” with our Admission & Discharge Team (in Appendix G) and 
return the form to the nurse in your house.   

Various Educational Institutes  

Villa Cathay collaborates with several education programs as a training facility for health care 
providers.  Collaborating with education programs also provides staff at Villa Cathay valuable 
opportunities to absorb new knowledge and techniques. This type of partnership also provides our 
residents the opportunity to be the “teachers” of the students and help prepare them to deliver 
good senior care in the future.   
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5.     Culturally Focused Programs 
Dietary Program 

At Villa Cathay, we celebrate the vibrant Chinese culture of our residents. Our daily menu features 
Chinese cuisine for the residents’ 3 main meals of the day, supplemented with afternoon and 
evening snacks to meet Canada’s Food Guide recommendations. The menu and food productions 
are directed by registered dietitians.  Not only do we meet the residents’ therapeutic needs, but our 
menu also provides a variety of selection on what our residents like to eat! Our cultural cuisine is 
prepared daily with fresh ingredients at our on-site commercial kitchen. 

Sample Menu 
 
 Breakfast Lunch Dinner 

Oatmeal OR 
Congee of the day 

Egg of the day 

Bread OR Toast with 
spread of choice 

Lotus Root Soup 

Tofu and Minced 
Pork Stew 

Shanghai Bok Choy 

Rice or Congee 

Fresh Fruit 

Winter Melon Soup 

Steamed salmon 

Yu Choy (Siu Choy) 

Rice or Congee 

Jello 

 

Recreational Program 

Our residents get to enjoy a variety of activities daily, each promoting a sense of wellness and 
meaningful interaction. We design our programs to encompass a full cultural experience to 
encourage residents to interact with each other and when possible, to remain engaged with the 
community at large. Some of the programs and activities we offer include:   

• Mah-Jong 
• Bingo 
• Daily Cantonese TV  
• Classic movies 
• Arts and Crafts  
• Karaoke 

• Morning Exercise  
• Religious Services 
• Birthday Party  
• Cultural festival and 

Holiday 
Celebrations 

• Summer Outings 
• Special activities 

organized by 
volunteer groups  

• Intergenerational 
programs 
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Quality of Life Programs  

Our quality of life programs aim to foster a sense of independence and promote seniors’ ability 
and dignity in place of illness and limitations.  
 

The Concession Store  
Once a week, the concession store opens for our residents to purchase snacks that they 
enjoy. The shopping experience not only provides social interaction, it also supports our 
residents’ sense 
of autonomy through the exchange of money and through exercising their decision making 
skills.   
 
Salon Program 
Supported by volunteers, the salon program provides haircuts, styling, and applications of 
nail polish.  These activities encourage residents to spend time dressing up in style and 
pampering themselves. The salon program supports residents’ sense of self-worth and self-
esteem.    

 
Specialized Dementia Care  
Villa Cathay will have a dedicated house designed for Dementia Care on the 4th floor of the East 
Tower. This house will feature dementia-friendly doorway design and enhanced safe access to a 
secured outdoor garden. There are safe wandering paths throughout the unit and external 
stimulation is managed to be constructive and care promoting.   
 

Fitness Program   
Developed by an experienced Physiotherapist (PT), fitness programs are available to support 
residents to maintain their physical functioning.  After the admission assessment, residents who 
will benefit from the exercise program will be enrolled in the program. Ongoing re-assessment is 
conducted to evaluate each resident’s progress and to modify the resident’s fitness care plan 
accordingly.    
 
Volunteer Programs  
Volunteers play a key role in enhancing the quality of life for our seniors.  They bring important 
emotional and physical health benefits to the residents.  All volunteers who have direct contact 
with residents must complete a character reference check and criminal background check for 
vulnerable adults.  Our residents may have volunteers as their visitors or buddies.  Some of our 
residents also volunteer to assist with activities that match their capacity.   

Our volunteers enrich our residents’ social lives and help residents connect with the community at 
large. If residents and families are interested in volunteer opportunities or if you have concerns 
about being visited by any volunteers, please contact the nurse in your house or our Social 
Worker.  
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6. Villa Cathay Residential Policies 
6.1. Abuse and Neglect  

Resident abuse and neglect include physical, emotional, and sexual harm inflicted upon any resident, 
exploitation of their finances, or neglect of residents’ welfare by people directly responsible for their 
care.  Villa Cathay has a zero-tolerance policy and takes resident abuse and neglect seriously.  If you 
suspect that a vulnerable adult has been physically, sexually, psychologically or financially abused, 
or is the victim of neglect, please report the issue to our Social Worker or the house nurse. Once a 
concern is identified, Villa Cathay’s designated personnel will conduct a thorough and fair 
investigation and take necessary action to ensure the resident’s safety. The confidentiality and 
privacy of the resident and the person who reports the incident will be safeguarded.    

6.2. Access to the Care Home   
For security and safety, the entrance of Villa Cathay Care Home requires a passcode to enter and 
exit at all times. Visitors are required to request access through the intercom at the front entrance, 
identify themselves, and wait for the door to be unlocked. For any families who visit frequently, we 
suggest that you apply for the passcode to enter and exit Villa Cathay during the visiting hours (7am 
to 11pm). Please contact our receptionist to complete the application.  Families can visit at any time 
although access request through the intercom is required at nighttime.   

6.3. Alcohol, Tobacco, and Other Substance Use  
The use of tobacco, alcohol, and any use of recreational drug is not allowed at Villa Cathay primarily 
for the safety and health of all residents, staff, and visitors.  Smoking is only permitted 7.5 meters 
from the premises of Villa Cathay.  The storage of cigarettes, lighters, and matches is also not 
permitted in Villa Cathay unless the resident and his or her family have obtained a written consent 
from the Director of Care. For the health and safety of the residents, Villa Cathay does not support 
the consumption of alcohol on premises.  Villa Cathay will rely on each family’s support to safely 
fulfill their loved ones’ wish to use such substances safely.     

6.4. Booking a Common Area for Family Celebration  
Residents or families may book a common area for occasional family events, such as birthday 
celebration parties.  An application form is available at the reception area to book the room.     
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6.5. Concern, Complaint, and Compliment Feedback 
Villa Cathay Care Home values your feedback. Constructive feedback helps us improve and provide 
better senior care. Villa Cathay takes all residents’ and families’ feedback seriously.  When you have 
a concern, the nurse assigned to your house is the best first person to speak to. Very likely, the nurse 
will be able to respond to your request, address the concern, or provide clarification if there was a 
misunderstanding.  If the nurse is unable to address your care related concern, your concern will be 
escalated to the nurse in Charge. If your concern is related to other services, the direct supervisor 
of the respective department will be discussing your concern with you.     

Unaddressed concerns might become a complaint. Any residents or families can take the three steps 
outlined below to file a complaint:   

Step 1:  For urgent care related matter, please ask to speak to the nurse-in-charge after you speak 
with the house nurse and the issue is unresolved. 
Step 2:  If your concern is still not resolved by speaking with the charge nurse of the shift, you may 
request to speak to the Director of Care in person.  If it happens outside of regular business hours 
or if you prefer to provide your feedback in writing, please complete a Feedback Form. You can find 
a copy of the Feedback Form in appendix C and at the receptionist desk. Our Director of Care will 
investigate and contact you within 5 business days. 
Step 3:  If your concern is still not resolved, please contact the Executive Director via 
administrator@villacthay.ca.   

If care related matters still remain unresolved, you have the right to contact the Patient Care 
Quality Office at pcqo@vhca.ca or by telephone 1-877-993-9199 (toll-free) at the Vancouver 
Coastal Health Authority.   

Our management team values your input and will make every effort to address your concerns.  All 
key staffs’ contact information are included in this handbook for your convenience and 
information.   

6.6.  
7.  

7.1.  
7.2.  

 
 

mailto:administrator@villacthay.ca
mailto:pcqo@vhca.ca
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7.3. Confidentiality and Privacy 
Villa Cathay ensures that information pertaining to a resident is only released to the members of 
the staff team and partners on a need-to-know basis unless otherwise governed by law. Thus, we 
ask for your understanding that we will only communicate your updates with your families or an 
appointed representative, and not your visitors or anyone who claims to know you. Visitors need to 
tell us the full name of a resident for us to release the location of the room.   

Flu Season  
The province of British Columbia recommends that all staff, volunteers, and visitors of residential 
care facilities take an annual flu shot during the flu season – often from December 1 to the spring 
or early summer of the subsequent year.  Individuals without a flu shot are suggested to wear a 
mask when visiting a resident during the flu season to safeguard the health of the seniors.    
Before the flu season, our care team will conduct a resident assessment, obtain consent, and 
arrange for a free flu shot for all of our residents.  Families may get a flu shot at your local pharmacy. 
If you are physically unsuitable for the flu shot, we require that you wear a mask when you visit. 
Complimentary surgical masks are available at the front lobby for your use.  

7.4. Outside Food  
Families or visitors may sometimes bring food items when they visit our residents. As some 
residents may have food restrictions because of their health condition, it is crucial that families 
and visitors inform the house team and consult with the house nurse on the suitability of the food 
items.    

Some items may be perishable, such as fruits or takeout foods. Villa Cathay relies on the families 
to take away perishable items after their visit and to inform other visitors to do the same. This 
helps to ensure food safety for your loved ones.  As for non-perishable items, Villa Cathay 
recommends that residents or families put the food in a sealable container and label the food with 
the date when it was opened and the expiry date.  

An under-counter fridge is available in the dining room of each house for the convenience of 
residents and families. For the health and safety of all residents, all food items in the fridge must 
be labelled with the resident’s name, room number, and the date that the food is placed in the 
fridge.  Food that is unlabeled or older than 3 days will be disposed of during the regular weekly 
cleaning.  
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Minimal Restraint  
Restraints are any chemical, electronic, mechanical, physical, or other means of controlling or 
restricting a resident’s freedom of movement in a community care facility.  This includes special care 
units or other environmental modifications that do not allow a resident to move freely in the 
building. Other examples of restraint include splint, bedside rails, or medication prescribed to make 
a resident less active. Sometimes, families may request seat belts to be applied hoping to prevent 
the resident from getting up from a wheelchair and fall.  However, studies have shown that 
applications of seat belts might bring more harm to seniors than keeping them safe. The use of 
restraint could also cause a decrease in the resident’s physical function by limiting their mobility, let 
alone the psychological distress and low self-esteem a resident may experience.  Residents could 
develop responsive behavioral symptoms after the application of a restraint.  

Therefore, Villa Cathay will try alternative options and will discourage the use of restraining devices 
until it is the last resort. When any restraint is proposed, our care team will discuss the risks and 
benefits with the resident, family, and physician.  Consent from the resident or the substitute 
decision maker and the physician must also be obtained unless it is an emergency.   Even when a 
restraining device is in use, it is our goal to continue to minimize its use and to maximize each 
resident’s freedom and wellbeing, and to preserve their dignity.   

7.5. Lost and Found  
Everyone likely has experienced misplacing a commonly used item at home or losing a sock after 
laundry.  That is no exception here at Villa Cathay.  We strive to protect resident’s personal 
belonging by providing a lockable drawer in everyone’s room.  We will make every effort possible 
to help any resident recover a lost item. However, the best method is to prevent items from getting 
lost in the first place.  Please refrain from bringing valuables to Villa Cathay. Please label all of your 
personal items before admission and give any unlabeled clothes to our team to apply labels before 
putting them into residents’ wardrobes.   

When you find anything missing, please inform the care team in your house.  Our team will then 
initiate the necessary search. If you notice any additional items in your room that may belong to 
another person, please also inform the floor team.   
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7.6. Medications 
All medications, including prescription, non-prescription, vitamins, and supplements are required 
to be supplied and correctly labelled by Villa Cathay’s partnering pharmacy to ensure medication 
safety, minimize adverse effects of various medications, effectively utilize PharmaCare benefits, and 
minimize out-of-pocket expenses.   

Our nurse will be responsible for administering medication unless it is in a resident’s care plan that 
it is safe for the resident to self-administer the medications. The nurse has to confirm that each 
resident has taken his or her medication and is not allowed to leave any medication unattended to 
ensure medication safety.   

All herbs or alternative medicines must be reported to the floor nurse as well.  

7.7. Care Rounds at Night 
Our care team will check each resident every hour as a care round at night.  Some residents may 
be sensitive to sounds and wish not to be bothered by this night shift routine.  When a resident’s 
condition is stable, the resident can request to be exempted from the night round by making the 
request to the house nurse.  

7.8. Pets  
Some residents may consider pets as their family when they are used to living with pets.  If the 
resident previously had a pet and the pet is quiet and well-behaved, the pet may visit the resident 
at Villa Cathay under the conditions that: 

• The pet will be on leash or in a carrier at all times during the visit in Villa Cathay.  
• The pet must be regularly dewormed and receive treatment for fleas or ticks for the health 

and safety of all residents.  Copies of a veterinarian certificate within 15 months which  
confirms the pet is free of diseases that will affect human beings must be made available 
to Villa Cathay. 

• Visitors who bring the pet into Villa Cathay are solely responsible for the pet’s behavior at 
all times during the visit and while on Villa Cathay’s premises 

• Any pets that cause nuisance or injuries of any kind to residents or staff will not be allowed 
to visit again 
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7.9. Prevention of Infectious Disease   
Infections can seriously affect the health of seniors. Good prevention of infectious diseases is always 
better than intervention, and it requires everyone’s participation. One simple and effective strategy 
is to practice good hand hygiene. On each floor, there are various handwashing stations and hand 
sanitizers for all residents, visitors, and staff to use for the health and safety of the Villa Cathy 
community.   

During the flu season, our support service team practices enhanced cleaning and wipes high contact 
areas more frequently. When a resident develops symptoms of any infectious disease, such as flu-
like symptoms, our team will work with the resident to provide room service for the resident’s daily 
meal and advise the resident to stay in his or her room and minimize contact with other residents.  
Likewise, we ask families and other visitors to stay home if they experience any symptoms of cold 
or flu. Seniors could be very vulnerable to the flu, so please visit only when you are well. 

As general prevention tips, we advise everyone to cough into your elbow, to not share food or 
utensils with your tablemates, and to practice good hand hygiene at all times.   

7.10. Private Appliance and Furniture 
When residents bring in private equipment, appliances, and furniture, we ask residents and families 
to take on the responsibility to keep the item in proper working condition and to remove it when it 
is no longer in use.  Our team will inform you if we notice a malfunction, and we look upon families 
to make arrangements for the repair and maintenance of the equipment, device, appliance, and 
furniture.  This also ensures that the warranty of the private item is unaffected.    
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7.11. Private Companions 
Residents and families may seek to hire a private companion to provide services for the resident. 
The services are restricted to companionship, social support and/or assistance with some activities 
of daily living.  Private companions are required to follow the policies and procedures established 
by Villa Cathay and sign an agreement for such prior to the commencement of their assignments 
with a resident.    

The resident or family who hires a private companion must provide to Villa Cathay the result of a 
clear criminal record check of vulnerable adult for the private companion.  Also, when a private 
companion is no longer employed, the resident or family must take responsibility to notify Villa 
Cathay.   

Due to conflict of interest, Villa Cathay is unable to make arrangements or allow a staff member to 
be hired as a private companion.   

7.12. Room Change  
Due to the change of a resident’s health status, he or she at times may need to move to another 
room. A resident or family may also make a room change request.  For the health and safety of all 
residents, the management of Villa Cathay will make the room change decision after careful 
evaluation.  

When a room change is offered, our team will provide the resident and his or her family member 
the information about the room and reason for the room change.  Meanwhile, when a vacancy 
becomes available, the internal move has to happen quickly.  In this case, Villa Cathay will appreciate 
that the family members assist us in moving resident’s belongings and support their loved ones.  

7.13. Signing In and Out  
A guestbook for all visitors to sign in and out is placed at the entrance of the building for all visitors 
to Villa Cathay.  This helps us track who has entered our building and ensure that we will not leave 
someone behind in case of emergency.  

There is also a house book at each care centre. When a resident leaves his or her house and when 
family takes the resident out for a social leave, please inform the house team AND sign the house 
book. 
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7.14. No Tipping or Gifting  
All staff and volunteers are strictly prohibited from receiving any tips, gratuity, and gifts, or 
becoming involved in a financial relationship with any residents or families. Becoming a recipient or 
beneficiary of any resident’s will or soliciting any gifts from a resident is also strictly prohibited. 
Accepting tips or gifts is considered as a violation of employment contract and work ethics. The staff 
or volunteer will be subject to disciplinary action.  

We understand that some residents and families see gifts as a way to say thank you. Instead of 
gifting or tipping, Villa Cathay will invite you to send us your feedback via our website 
(www.villacathay.ca) by filling out a feedback form at the receptionist desk and letting us know 
what we did well. This will help us know what you like about our care and have more residents 
and families experience the same.  

7.15. Zero Tolerance to Violence and Bullying  
Villa Cathay has a zero tolerance policy towards violence and takes no excuse for any physical, verbal, 
emotional, or sexual violence towards any of our residents, staff, and volunteers. We understand 
that moving into a care home or having a loved one in care might be a very stressful and an 
emotional experience.  Our team will work professionally with all residents and families and take 
responsibility to deescalate the situation when tension is rising. Families and visitors must also share 
responsibility to conduct themselves calmly and respectfully.  Examples of behaviours that will be 
defined as violence include and are not limited to punching the wall, damaging a piece of furniture, 
intimidating others, yelling, expressing or verbalizing in a way that any reasonable person would 
consider as humiliating and intimidating.  When such circumstances arise, Villa Cathay reserves the 
right to limit the visitation of families or visitors or to file a police incident to safeguard the safety of 
the residents and the staff team.    

Emergency Response Protocols 
Villa Cathay has an emergency response plan and conducts regular drills and refreshers for the team 
to practice the emergency response protocols.  Residents and families are also encouraged to 
become familiar with the emergency response plan.    

 
 

 

http://www.villacathay.ca/
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7.16. Fire Safety  
Villa Cathay is equipped with two-stage fire alarms, a full sprinkler system, the pull stations to 
activate the fire alarm, and fire extinguishers. Each house has two fire zones and can be separated 
for horizontal evacuation in rare case of fire. The fire safety system is annually inspected.  

If you hear the fire alarm, please stay calm and follow the directions of staff. If you see or suspect a 
fire, please notify the first staff you see. Any staff member will initiate fire response protocols.   

Please do not use the elevators when you hear the fire alarm. While it rarely happens, if an 
evacuation is warranted, please leave through the stairs and go to the designated assembly area 
located in the basketball court across the street.   

7.17. Earthquake  
If an earthquake occurs, please follow the three steps of “drop”, “cover”, and “hold”. If you are 
unable to do so, please cover your head with your arm.  It is also important that you stay calm.    

To minimize the injuries caused by loose or dropped items, the Facility Services team of Villa 
Cathay anchors movable items to the wall, such as resident furniture.    
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8. Resident and Family Council 
Resident and Family Councils are established to ensure that residents and families have a formal 
channel to provide input and suggestions to Villa Cathay Care Home for the collective interests of 
all residents.   

8.1. Resident Council  
The Resident Council consists of up to 12 residents. Council members are residents who volunteered 
and agreed to join the council.  The Resident Council meets every last Tuesday of the month at 1 
p.m. in the care conference room on the 1st floor. They discuss and make recommendations on 
matters that affect residents’ living and well-being. These meetings are facilitated by our Social 
Worker and the Recreation Team. By the Council’s invitation or agreement, the Executive Director 
or department managers may participate in the meeting to respond to concerns or suggestions of 
the council. Any individual resident can also participate in the council meeting as a guest and bring 
concerns to the council’s attention.  

8.2. Family Council  
The Family Council is made up of volunteer family members and alternate decision-makers of 
current and former residents. The mandate of the Council is to advocate for family members and 
their loved ones at Villa Cathay. The Council is led by a democratically elected Executive 
Committee by participating families at its Annual General Meeting. The Council works 
collaboratively with staff to bring positive changes and offer suggestions for care improvement.  

Putting our loved ones into a care home can be a difficult experience. The transitional period can 
be very stressful for not only the residents but also their family members. Often times, being able 
to share their experiences with and getting advice from fellow family members who have gone 
through a similar process could help alleviate some of the stresses and uncertainties experienced 
by newer family members. 

The Family Council meets on a bi-monthly basis. All family members are welcome to join and will 
have an opportunity to meet other family members. The meetings are also a forum where 
members can offer constructive input and raise concerns confidentially among family members. 

In addition to these regular meetings, the Family Council also organizes events for the seniors and 
social events for family members. As such, the Family Council serves as a venue for the bonding of 
family members through their common interests and desire to improve the living conditions of 
their loved ones. 

Please contact Family Council directly at families@villacathay.ca for all future meeting dates, or if 
you wish to receive copies of meeting minutes, event news or other important announcements. 

mailto:families@villacathay.ca
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Getting to Know Me 

Welcome to Villa Cathay! This information will help staff to support you, to get to know you, understand 
who and what is important to you, and how you like things to be. 

We invite you, your family, friends and care staff to complete this information with as much detail as you 
want to share with us. Please ask a member of staff if you need any help to complete this information. 

What is my name? Your full name but also the name you would prefer staff to use if this is different. 

_______________________________________________________________________________________
___________________________________________________________________________________ 

  Which person knows me best? Who is most likely to know how you like things to be? 

_______________________________________________________________________________________
___________________________________________________________________________________ 

What are the most important things to me (home, family, friends or)? This could be details of your family 
members, good friends, pets or other aspects about life at home that mean a lot to you. 

_______________________________________________________________________________________
_______________________________________________________________________________________
_________________________________________________________________________________ 

I would like you to know: Tell us about anything you think will help us get things right for you – likes and 
dislikes, routines important to you, things that help you to relax, or things that might upset you, e.g. I don’t 
like a lot of noise. 

_______________________________________________________________________________________
_______________________________________________________________________________________
_________________________________________________________________________________ 

My life so far: This may include your past or present employment, experience and skills you have, special 
places, interests, hobbies, important dates and events in your life. 

_______________________________________________________________________________________
_______________________________________________________________________________________ 

Things You Should Know About My Spiritual & Cultural Needs: This may be about beliefs and practices 
important to you – religious or otherwise. Tell us about the sorts of things that make you feel happy and 
content, or perhaps places and events that have special meaning to you. 

_______________________________________________________________________________________
_______________________________________________________________________________________ 
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