
Weston Terrace’s  
Culture Change Journey 

Welcome to the webinar: 

Presented by: Michael Bastian, Phillippa Welch, & Jill Gibson from Sienna Senior Living 
 

 
Moderated by: Kate Ducak from the Schlegel CLRI & RIA 
 
Thursday, January 26, 2017 
1:00 PM – 2:00 PM EST 



Kate Ducak 

Kate Ducak is a gerontologist with over 15 years of 
professional and personal experiences in Ontario long-
term care homes involving applied research, education, 
evaluation, consulting, volunteering, and supporting her 
grandmothers.  

Kate’s goal is to ensure that long-term care communities 
are enjoyable places to live, work and visit, and is 
excited to change the culture of aging! 

Culture Change Project Officer,  
Research Institute for Aging (RIA) 



Questions/Comments? 

Please enter your questions and 
comments in the chat box. 



January 26th, 2017 

Weston Terrace’s  
Culture Change Journey 



Michael Bastian 

Michael has a unique 25-year background in Long Term 
Care Management having worked in Dietary Services, 
Environmental Services and Administration. 

Michael began his career in Ottawa, Ontario as a dietary 
aide in the 1980s, then a cook in long term care. He is a 
strong leader who engages with his team and inspires 
them to be the best they can be. Previous roles include 
the Region of Peel Long Term Care, Leisureworld Seniors 
Care Corp, Diversicare, and Schlegel Villages.  

Executive Director, Weston 
Terrace Care Community 



Philippa Welch 

With over 20 years’ experience in Senior Care, Philippa 
supports the clinical operations of the organization 
including providing support to the Clinical Partners, 
Recreation and Leisure Partners and the 
Dietary/Environmental Partners across the Long Term 
Care Division of Sienna.  

With her certification in LEAN Six Sigma, Philippa 
provides guidance and support in best practice and 
excellence in service delivery. With a strong focus on 
quality, Philippa drives the vision, mission and values of 
the organization by putting the resident experience at 
the forefront of all decision making.  

VP of Clinical Operations, 
Sienna Senior Living 



Jill Gibson 

Jill joined the organization in November 2014 with a 
background in acute care and teaching in the 
Therapeutic Recreation Program at Georgian College. 
With 10 years’ experience in professional practice, 
clinical/acute care and long term care, Jill is honoured to 
be providing Recreation and Leisure support to long 
term care communities across the province of Ontario 
focusing on best practice and therapeutic interventions 
for residents. 

Jill has a passion for excellence in senior care, 
therapeutic recreation and enhancing the resident 
experience.    

Recreation and Leisure Partner, 
Sienna Senior Living 



Question… 

Now that we have taken the time to introduce ourselves, 
we welcome the opportunity to learn who is in the 
audience with us today. 

 

– Please share with us what sector you work with.  

• Long-term care 

• Retirement  

• Community Care 

• Acute care 

• Education 

• Other 



Agenda 
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• Welcome and thank yous! 

• Agenda:  

• About Sienna Senior Living  

• Commitment to Our Culture  

• The Research  

• The Project 

• The Weston Terrace Story 

 



Review of 
Research Our  

Journey 



Every journey begins with a single step!  

 



12 

Sienna Vision, Mission & Values 

Vision 

To awaken our 
communities to the 
positive possibilities of 
life’s next chapters 

Mission 

To help you live fully,  

every day 

Values 

• Respect 

• Passion 

• Teamwork 

• Responsibility 

• Growth 

The warmth of human connection 



The Sienna Brand 



Sienna’s Voice 
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• The warmth of human connection is at the heart of Sienna Senior Living.  

• It is essential that our interactions emphasize this truth. 

• Because the customer experience is at the core of every brand. 

 

We are constantly checking in: 
• Are interactions with residents, prospects, family members, team members reflective 

of our Mission, Vision and Values?  

• Do they communicate our brand promise? 

The Sienna Brand 

The warmth of human connection 



Brand Personality 
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The Sienna Brand 

Sienna Senior Living like 
any other brand, has a 
brand personality 



Words We Use 
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Question… 

 

– What are some examples of words you use in your 
environment? Are there currently any being used 
you’d like to change? Tell us more. 



The Opportunity 
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• Connection with a colleague with expertise  – Rivie Seaberg R.N., BScN., M.P.M 

• Learning opportunity  

• Project Readiness 

• Curiosity 

• Development of People 



Review of 
Research Our  

Journey 



Research Guiding Pilot 
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• Collaboration with an expert in the field of incivility research  

• Explored the definition on incivility and the impact it has on team 
members  

• Identified what contributes to incivility in the workplace 

• Explored opportunities to deal with incivility 



Purpose   
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• An extension of the rebranding project by Sienna Senior Living 

• Make use of the rebranding to implement activities that increases the 
frequency of civil behaviours by team members and leadership 

• Opportunity to reduce the incidents of incivility within the care 
community to ultimately increase resident and team member 
satisfaction 
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Incivility in the Workplace 

Different types of 
behaviours that 
create a negative 
work environment  

Definition:  

• Low intensity deviant behaviour with 
ambiguous intent to harm the target, in 
violation of workplace norms for mutual 
respect. Uncivil behaviours are 
characteristically rude and discourteous, 
displaying a lack or regard for others 
(Andersson &Pearson, 1999, p.457) 



Workplace Incivility 
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Incivility Civility 

Rude or discourteous 
behaviours that 
conveys disrespect 
towards others 
 

Courteous and 
considerate 
behaviour toward 
other people  



Question… 

– What impacts do you think incivility in the 
workplace can have on the individual? 



Incivility  
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• Lower well-being 

• Impaired concentration 

• Productivity decline 

• Increased job withdrawal 

• Turnover intentions 

• Lower job satisfaction 

• Greater psychological distress  

 

Impact on the Individual 

(Cortina et al., 2001; Leiter, 2011)  



Incivility 
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Manager’s time taken to 
address uncivil acts 

 

Cost to the Organization 

13% 

48% 

47% 

12% 

Decreased productivity  
and quality of work 

Absenteeism 

Turnover 



What can be done?  



What can be done?  
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• Empower employees to 
communicate any incident that 
makes him or her uncomfortable 

• Create a safe work environment 
where individuals feel heard 

• Empower team members to make 
notes of any incident of 
aggressive, offensive, behaviour by 
anyone 

• Transparency with leadership 

• Move participants out of 
established patterns of social 
behaviour 

• Enhanced support from leadership 
“do to things differently”- 
empowerment 

• Permission of team members to 
own change themselves and guide 
the change needed to be 
impactful 



Research 
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• Built capacity to understand the impact and prevalence of incivility in 
the workplace  

• Shaped and guided approach to designing questions for focus group 

• Provided insights into opportunities to enhance the culture within the 
care community 

• Walk With Me Conference, Edmonton AB, March 2016.  



Review of 
Research Our  

Journey 



Weston Terrace 

Setting the Stage 



Setting the Stage of Weston Terrace:  
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• Large care community, 224 residents. 
Diverse resident population 

• Large, diverse team 

• Cleaning contract  

• Leadership team with history of the 
care community  

• Pictures are worth 1000 words! 

 



Our Community 
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Our Community 
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Special Events 
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Our Team 
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Influences 
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• Journey as a leader, very proud 

• Culture Change is not only LTC 

• Many professionals seeks opportunities to 
enhance experiences 

• HR Professional Magazine 

• Breaking down barriers 

• Team engagement 

• Finding a way to make it work… 



Focus Groups 



Focus Group  
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VALUING 
Appreciate 
"What is" 

ENVISIONING 
Imagine  

"What could be" 

DIALOGUING 
Determine  

"What should be" 

INNOVATING 
Create  

"What will be" 

Sienna Experience:  
Working Together to 
Live Fully Every Day 



Question… 

– What makes you feel valued in your workplace? 



Focus Group Themes and Key Messages 
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A Sample of the Feedback Shared:  

• Team work can be improved with greater collaboration and a collective 
priority to do what is best for residents regardless of ones role 

• Participants were clear about what an effective team looks like 

• Want more opportunity for resident centered care 

• Opportunity to enhance communication/collaboration between 
management and team members 

• Opportunity for enhanced communication when concerns are brought 
forward 

• Increased interprofessional collaboration to enhance care and increase 
support from leadership 



Resident 
Team Member 
Engagement  

Leadership  

Focused Initiatives  



Focused Initiatives 
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Residents, Team Members and Leadership:  

 A “resident centered care” 
presentation was presented to all 
team members on home area 2A  

 

 ADOC offices relocated to 
resident home areas  

 

 Workshop: Role of the Manager 
for Leadership Team Members 

 Increased leadership walkabouts 
to enhance visibility  

 

 Sharing of best practices for 
Resident Programs (Weston 
Terrace met with Fieldstone 
Commons)  

 Enhanced experience during 
meal times  



Impactful Enhancements:  
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• Strategies To Enhance Team Engagement in Practice:  

–Put Down Your Clip Boards  
• Dining room support, roles of leaders 

• Having a pulse on culture in dining rooms driving care and acknowledging the 
teams 



Impactful Enhancements:  
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• Breaking down the barriers:  
 Moving ADOC offices:  

• This demonstrates and messages 
leadership is part of the team 

• Pulse on the home areas as they 
were embedded into life on the 
home area 

• Pride of ownership (ADOC’s putting 
personal belonging in office, 
inviting people into your space 

  



New ADOC Offices 2nd & 3rd floor 
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New ADOC Office 4th floor 
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Building the Bridge 
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• 10 feet rule:   

• Within 10 feet of a person 
acknowledge in some capacity  

• Smile, wink, high five 



Question… 

Environment within Care Community:  

 

– How can you enhance team interactions within 
your care community? 



Our Journey Continues!  

 



Our Creed 
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https://www.youtube.com/watch?v=OjBDRMB_GHc 
 

https://www.youtube.com/watch?v=OjBDRMB_GHc
https://www.youtube.com/watch?v=OjBDRMB_GHc
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Opportunity to Connect:  

Michael Bastian 

Michael.bastian@siennaliving.ca 
 

Philippa Welch 

Philippa.Welch@siennaliving.ca  
 

Jill Gibson 

Jill.Gibson@siennaliving.ca  

mailto:Michael.bastian@siennaliving.ca
mailto:Philippa.Welch@siennaliving.ca
mailto:Jill.Gibson@siennaliving.ca
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Questions/Comments? 

Please enter any other questions 
or comments in the chat box. 
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For more information: 

Kate Ducak, Culture Change Project Officer 

(519) 904-0660 ext. 4107   kate.ducak@uwaterloo.ca  
 

http://www.the-ria.ca/schlegel-clri/  

mailto:kate.ducak@uwaterloo.ca
http://www.the-ria.ca/schlegel-clri/
http://www.the-ria.ca/schlegel-clri/
http://www.the-ria.ca/schlegel-clri/
http://www.the-ria.ca/schlegel-clri/
http://www.the-ria.ca/schlegel-clri/
https://twitter.com/SchlegelUW_RIA
https://www.facebook.com/SchlegelUWRIA/
https://visitor.r20.constantcontact.com/manage/optin?v=001rdlPKFSb_Jg3UHgZOSy2Eydzop5whgE_g05Jm80F0mOJzSRrMgrPTPZSSRmvsFsIdBY_59s2fClUJSJh0r05KNx2fyLbDqoVVYR2gZ3BOHfkUps_V6DJOkiCZe2FFf-HsaGh_SRCwEw9UvviDAAg0KClc2zuKp1613fpNsNAg4U%3D
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Thank you for participating! 

Your feedback is important to us! 

 

A link to a webinar survey will be emailed to you 
after this webinar. 


