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Total Clients Served

325

New Clients Served

103

Long-Term Care 

Diversions

36

ER Visits Diverted

103

Dollars Saved With 

Diverting ER Visits

$40,929*

Total Resident Days 

Per year

117,530

Our Impact

(2017-2018)
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The Issue
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Low consistency of service delivery

The Issue
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I d e n t i f i c a t i o n  o f  I s s u e

C l i e n t  S a t i s f a c t i o n  S u r v e y s
F a m i l y  C a r e g i v e r  &  C l i e n t  

Ad v i s o r y  P a n e l
C o m m u n i t y  E n g a g e m e n t  E v e n t
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Diagnostic Journey



Fishbone Root 

Cause Analysis

Fishbone 

Root 

Cause 

Analysis



Driver Diagram



Driver Diagram

AIM

LINKS ACTIONS

BRAINSTORM





Reduce # of Sick 
Days

Poor Health

Poor Nutrition Create diet plans

Lack of Physical 
Activity

Walking meetings

Stress
Flexible hours, 
remote working 

options

Job 
Dissatisfaction

Rate of Pay

Review of ways to 
improve total 

compensation (i.e. 
benefits, flex time)

Workload
Review work 
plans and job 
expectations



CASE STUDY ACTIVITY



Case Study #1

Peel Senior Link, a not for profit organization providing personal support worker and

home helper services to seniors living independently in the community, had identified

an opportunity to improve consistency of care to their clients.

The problem that was identified was that when PSL or Agency relief staff filled in for

regular staff that were away, clients felt that they didn’t receive the same care, and

that the replacement staff didn’t know their routine or what they required. It was

decided that a working group would be formed to discuss the issue and to go on a

diagnostic journey to determine a change idea that could be implemented across the

organization. When the working group met, they used the a fishbone diagram to

determine the top reasons why services were not consistent. Some of the top issues

that were identified were:

client expectations

shortage of staff/staff availability

lack of training

Using the information above, and the template provided, work in groups to fill in the

driver diagram to identify your own change idea.



B R E A K O U T  &  D I S C U S S I O N

1 0  m i n u t e s
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Driver Diagram

Q I  T o o l s
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consistency of 
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Our 
Change 
Idea

O U R  T H E O R Y

S M A L L  D O T  ( P R O J E C T )  A I M

B I G  D O T  ( S Y S T E M )  A I M
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Checklists
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History of Checklists

Boeing
M o d e l  2 9 9

Douglas  Ai rcra f t
D B - 1

Glenn L .  Mar t in
M a r t i n  1 4 6



22

What the 
Community 
Sector can 
learn from 

Aviation 
Checklists

Aisha Mian
Jing Hong

Swapnil Rege
Marybeth Ward

Peel Senior Link

Boeing 
disqualified 
due to crash



23

First checklist was 

born!

F O C U S  O N  T H E  W H Y ?
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Aviation Gold Standard

Current use

Rail Transport

Medicine

Mining

Nuclear Power
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Checklist Best-Practices

R e a d - D o  o r  D o - C o n f i r m

1



26

Checklist Best-Practices

R e a d - D o  o r  D o - C o n f i r m D e t e r m i n e  S t e p s

2
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Checklist Best-Practices

R e a d - D o  o r  D o - C o n f i r m D e t e r m i n e  S t e p s C l e a r  a n d  C o n c i s e

3
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Checklist Best-Practices

R e a d - D o  o r  D o - C o n f i r m D e t e r m i n e  S t e p s C l e a r  a n d  C o n c i s e Te s t

4
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CHECKLIST ACTIVITY
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CHECKLIST ACTIVITY

You are a caregiver of an elderly parent and are hiring a PSW to provide care for the

very first time (half-day).

You have a full-time job and you are concerned that your parent will not get the 

consistency of care as he/she will be served by different PSW’s on a daily basis. 

Create a checklist that outlines the critical steps involved in your parent’s care. 
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B R E A K O U T  &  D I S C U S S I O N

1 0  m i n u t e s
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Results
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Satisfaction 

Scores

Very Satisfied Satisfied Neither Satisfied/ 
Dissatisfied

Dissatisfied Very Dissatisfied

5 4 3 2 1
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Satisfaction 

Scores

Very Satisfied Satisfied Neither Satisfied/ 
Dissatisfied

Dissatisfied Very Dissatisfied

5 4 3 2 1
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Q2. How satisfied are you with the Personal Support 
Worker that you do not know (the relief PSW).
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Satisfaction 

Scores

Always Sometimes Rarely Never

4 3 2 1
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How do staff 
feel about this 
change? 82% of staff agree or strongly agree that the change 

will help incoming staff provide more consistent care

82% of staff 

agree or strongly agree 
that the change will help 
incoming staff provide 
more consistent care
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How do staff 
feel about this 
change? 82% of staff agree or strongly agree that the change 

will help incoming staff provide more consistent care

80% of staff 

agree or strongly agree 
that the change will help 

themselves provide more 
consistent care
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REAL LIFE EXAMPLE
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CONCLUSION
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C R I T I C AL  C O M P O N E N T  O F  
H U M AN  FAC T O R S

I M PAC T  O F  C H E C K L I S T

S I M P L E  S O L U T I O N S

Three important 
values
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Contact Information

AI S H A M I AN

a i s h a@p ee l s en i o r l i n k . co m

J I N G  H O N G

j i n g @p ee l se n i o r l i nk . com

M ARY B E T H  WAR D

m a r yb e t h @ p e e l s en i o r l i n k . co m

S WAP N I L R E G E

s w apn i l @pe e l sen i or l i nk . c om

www.peelseniorlink.com

www.linkedin.com/company/peelseniorlink/

Peel Senior Link

mailto:aisha@peelseniorlink.com
mailto:jing@peelseniorlink.com
mailto:marybeth@peelseniorlink.com
mailto:swapnil@peelseniorlink.com
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Thank you
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