
 

 



 

 

 



Seniors’ Services 

Helping seniors live full lives, always 

“We put our heart into our programs and services for seniors”. So says Karen Milligan, Board 

Chair for Mills Community Support. It is this attitude – of striving to help seniors live 

independent, safe and healthy lives, in their own homes, for as long as possible – that drives us 

to continuously improve our services and programs for seniors.  

 

Staying nourished – our Food Services 

2016/2017 has seen some dramatic changes in our food services. The trend is away from social 

dining experiences and towards the convenience of at-home, self-serve dining.  

Continuing a trend we saw in 2015-2016, attendance at 

our social dining gatherings has declined by 18%, and 

we’ve also had fewer seniors participating in our hot Meals 

on Wheels program.  

We’ve naturally given some thought to why these declines 

are occurring. From our close connection to the seniors we 

support, we know that many of our previous participants 

have moved into long-term care or full-service retirement 

residences, or have passed away. Interestingly, although 

the number of subscribers has declined, the impact of our 

Meals on Wheels program has never been stronger. Home 

delivery of a hot meal, as well as the daily visit of the 

volunteer driver, remains absolutely essential for those 

who continue in the program. For those who cannot cook 

their own meals due to mobility or medical conditions, 

and who tend to be the frailest, most vulnerable, and 

elderly of all the seniors we support, the service is a 

necessity. And anyone can experience an unanticipated 

life change that results in the need for the support of a 

daily, delivered-to-the-door hot meal. 

 

Read Alex’s Story: Another World 

to find out more about the importance of maintaining good nutrition when you most need it   

  



At the opposite end of the scale, our frozen, pre-made 

meals are incredibly popular: both individual meals sold 

and the number of people buying frozen meals have 

increased by an incredible 300% over 2015-2016. We’ve 

even bought a new freezer to ensure we can store 

enough on-site inventory! The great value of the low per-

meal cost, plus quality, choice (“What do I feel like eating 

today?”) and flexibility of mealtime are all factors our 

clients really appreciate with our frozen meal service.  

None of our food services would be possible without our dedicated volunteers. Our Meals on 

Wheels drivers (6 regular and 4 backup drivers) not only bring hot food daily, but are sometimes 

the only people the seniors we support will see or speak to during the day. Our social dining 

programs – 2 suppers and 4 lunches a month - are run entirely by volunteers, who do everything 

from table décor, to serving, to cleanup. 

 

  



Alex’s Story: Another World 

The change can come suddenly, and when it happens you find yourself living in a different world. 

When his wife Mary passed away in July 2016, that’s what happened to Alex Lawson. 

Mary was the cook, social convener, and 

administrator of their household, so 

when she passed away Alex found 

himself taking on the unfamiliar tasks of 

daily living, including cooking. A life-

long athlete – he quarterbacked the 

Ottawa Rough Riders for a season - Alex 

was very aware of the need to eat well, 

but without the support and cooking 

skills of his wife, he needed help to 

ensure good nutrition. 

Mills Community Support, with our Meals on Wheels and frozen meals services, was the answer. 

Alex uses both services every week, and has also started to learn basic cooking skills. “All of 

sudden, I’m trying to do cooking. I could build a bridge, I could do anything, but that ….. I made 

my first grilled-cheese sandwich the other day …. “ 

Many other changes have 

occurred in Alex’s life since Mary 

died – “I’m a different person”, he 

says. He has reached out to friends 

to stay connected, but as he says, 

although “good friends are calling 

you or making it a point to keep in 

touch”, some seem 

uncomfortable. “It’s like you’ve 

got a plague or something.”  

Alex recently participated in a documentary project with Mills Community Support and Carleton 

University School of Journalism students, opening up to the camera about his changed life and 

the new and completely different world he lives in. The video is available on our website at 

www.themills.on.ca. 

  

http://www.themills.on.ca/


Staying connected – our Transportation programs 

MCS transportation programs offer escorted transportation services to seniors for medical and 

social transportation, all with volunteer drivers using their own vehicles. Last year, volunteer 

drivers helped 215 seniors from our communities take 1,925 round trips to the bank, to buy 

groceries, to a local appointment, or to a medical treatment. Over two years, the number of trips 

has increased by 36%, and we have seen a significant 16% increase over the past year alone. 

Our volunteers provided an average of 22 trips a day 

every weekday, originating in and around the 

communities of Almonte, Carleton Place, Clayton, 

Pakenham and Blakeney. Medical transportation 

destinations include anywhere the client needs to get to, 

including Ottawa, Arnprior, Pembroke, Smiths Falls, 

Perth, Renfrew and other Ottawa Valley communities. 

We even provide transportation to the Ottawa airport to 

help seniors get on their way for vacations and visits to 

family! 

 Elderly clients Ben and Bessie can no longer drive into Almonte for groceries. At MCS we 

arrange for one of our dedicated volunteers to pick up Bessie’s grocery list, do the 

shopping and deliver the groceries back home to them.  

 One of our grateful clients recently told us that:  

“Mills Community Support volunteer drivers continually make a BIG difference in the lives of 

seniors. In my situation, the volunteer drivers take me for life-saving treatment at an 

Ottawa hospital several times a week.” Brian 

And to put another perspective on our transportation 

programs, our volunteers drove a total of 151,461 

kilometres. That’s like driving almost 4 times around the 

Earth at the equator! * 

What links these statistics are the 33 volunteer drivers who 

give so generously of their time. We have an ongoing 

focus on recruitment of new drivers to help us continue to 

expand this vital service.  

MCS also operates a fully-accessible “Handy Bus” and van, both of which are used for trips, 

social outings, and transportation to activities. Last year, 191 seniors were supported by these 

vehicles, and there was a total of 3,181 passenger trips.  

* The circumference of Earth at the equator is 40,030 km. 

  



Staying Fit and Well – our Fitness, Recreation and Wellness programs 

Falls Prevention and Fitness Programs 

Each year, more than one-third of people age 65 or older fall. Falls and fall-related injuries, such 
as a hip fracture, can have a serious impact on an older person’s life: falling could result in 
permanent injuries that make it impossible to live independently, and can even result in death. 
For this reason, Mills Community Support offers Falls Prevention programs in both Almonte and 
Carleton Place, with the cost of participation fully funded by the Champlain LHIN.  We offered 4 
sessions for the 12-week Falls Prevention program in Carleton Place – an increase of 2 full 
sessions over our previous year - and 3 sessions in Almonte, to support a total of 105 seniors.   

In addition to the Falls Prevention program, Mills Community Support also offered LHIN-funded 

exercise and fitness programs such as Fit as Fiddle, and our Nature Walks. 

Recreation and Wellness Programs  

We’re always looking for the next great activity to 

add to our existing lineup of Health and Wellness 

programs. You may recall we introduced Pickleball 

to the seniors’ community in May 2015, for 

example, and it is still a thriving program. The big 

story this year was the incredible popularity of our 

new Get Fit with Drumming class. Our initial class 

was offered in Almonte in January, where 19 

people of all ages and from different communities 

(Pakenham, Clayton, Almonte, Arnprior) met to 

get fit, be fit, meet new friends, and have a good 

time drumming on exercise balls while moving to 

music. Get Fit with Drums was so popular we ran 

the program in Carleton Place, too. 

Strength and Balance exercise classes continue to 

be offered in both Almonte and Carleton Place, 

and one of the Almonte classes was moved to the 

Almonte United Church to accommodate a larger 

group of participants. Exercises for strength and 

balance complement our Falls Prevention program 

by improving a senior’s ability to control and 

maintain body position when either moving or standing, and are particularly important as 

follow-up to Falls Prevention.  

We also offer Pickleball, Tai Chi in Almonte, and Zumba in both Almonte and Pakenham. 

  



Foot care 

Our popular and valued foot care service is offered in our office in Almonte and also by pre-

arrangement in a senior’s own home. We continue to see increases in demand for this service, 

with a 22% overall increase in appointments over the past 2 years, and an 8% increase year over 

year from 2015/2016 to 2016/2017. 194 seniors received foot care through our service in 2016-

2017, and due to increasing demand we contracted with a second foot care nurse to service the 

970 appointments.  

Staying at home – our Personal Care at Home Programs 

Mills Community Support offers both Assisted Living and Respite Care programs - which we 

prefer to call “Personal Care at Home” programs - to clients in North Lanark. 

We have several challenges that we share with all providers of assisted living services: 

- there is a wait list even for basic in-home support 

- clients come to us with increasingly complex medical issues. Providers of assisted living 

services are coping with the demographic trend towards older clients who have multiple 

serious health challenges 

- The gap between discharge from hospital and the availability of long-term care is often 

weeks or months long, requiring extended periods of in-home support  

- there is also an increase in the number of people with dementia, with families and 

couples wishing to keep their loved ones at home longer 

These are not unique challenges. What is unique to Mills Community Support is our geography – 

our lovely, hilly, spread-out geography of North Lanark. With our teams based in Almonte and 

Carleton Place, and with clients living as far away as Watson’s Corners, it takes us longer to 

travel and therefore leaves us less hours to provide service.  

Assisted Living  

The Assisted Living program for high-risk seniors is a publicly-funded (by the Champlain LHIN), 

community based health care service providing eligible seniors with the personal support 

services needed to allow them to continue living on their own (or with an informal caregiver at 

home) for as long as possible. Eligible seniors are those who are currently hospitalized, seniors 

who are struggling on their own to live safely and well at home, or high-risk seniors who require 

more care to avoid hospitalization or long-term care admission. Services focus on necessary 

aspects of daily living such as personal care, meal preparation, medication reminders, and 

homemaking services, as well as safety and reassurance checks, and urgent response on a 24-

hour basis.  

Our approach puts the “personal” in personal care at home, where we strive to provide a good life 

and a safe life for each person by listening deeply, respecting choice, and advocating for support 

when needed.  



MCS delivers personal care at home to the limit of our resourced capacity. At any given time in 

2016-2017, our Personal Support Workers supported 38 seniors, 10 of whom were new clients to 

us this year, and provided 11,705 Resident Days of service to the end of 2016-17. This represents 

a 2% increase over the same period the previous year (11,434). This small increase was due to 

constant tuning for greater efficiency – for example, better coordination of scheduling, with 

consideration for that expansive North Lanark County geography. Our funding from the 

Champlain LHIN for the Assisted Living program has remained constant for the past seven 

years, at $870,071.  

Unfortunately, we had 18 seniors on a wait list for Assisted Living at our year-end in March 2017.  

Read Dororthy’s Story: A Good Life and a Safe Life  
at the end of this section to find out more  

about the impact of our personal care at home.  
 

Respite  

Our Respite Care program is a fee-for-service program for seniors who require some in-home 

personal care but who don’t quality for provision of fully funded services through the LHIN. 

Costs are based on a co-payment model, and seniors receiving respite care through us pay $9 

per hour for the service.  

As with our Assisted Living program, we also deliver an enriched level of service, always 

approaching each scheduled visit with the question, “What would most help you today?” 

Our Respite Care program has grown by a significant 14% in hours of care delivered over the 

previous year: 1,622 hours in 2016-2017 vs. 1,426 hours in 2015-2016. At any point in time we 

support 25 seniors with this program, with funding from the Champlain LHIN contributing 

$78,885 to the program cost. Fee payment from seniors receiving respite care through us 

totalled $14,596 in fees in 2016-2017.  

There were 60 seniors on a wait list for Respite Care as of March 31, 2017. This long wait list – 

given our capacity to support 25 seniors at any one time – is reflective of a rising level of need for 

affordable respite services. The $9 per hour a senior pays under our co-payment model is much 

cheaper than private personal care which would likely run $20 to $25 per hour.  

  



Measures that matter 

“Outcomes and impacts” – that’s what our 2016 Seniors’ Survey allowed us, for the first time, to 

assess based on direct feedback from the seniors we support. In the summer of 2016, we 

conducted a Client Satisfaction survey with those seniors who were using various Mills 

Community Support services.  Our objective was to hear from seniors about the effectiveness of 

the services we offer and whether any new services should be available. Using the survey results, 

we came to a better understanding of what our clients like, dislike and want us to improve. 

Planning and oversight of the survey was the responsibility of community volunteer and 

Carleton University Professor Emeritus Warren Thorngate, and facilitated by nine passionate 

and committed volunteer interviewers from our community. The survey was conducted by 

voluntary participation in one on one interviews, allowing us to personally connect with and 

receive feedback from the seniors we support. 

The survey results indicate a very high level of satisfaction with MCS services. According to 

Professor Thorngate, “the number of likes far outnumbered the number of dislikes and most 

dislikes were idiocyncratic”. 

Champlain LHIN Survey 

results 

Each year, the Champlain 

LHIN surveys people who 

receive Assisted Living 

supports, calculating 

scores from all providers 

as well as comparison 

scores. We are so pleased 

to share our results 

because they are, frankly, 

great. Most of our scores 

on the 10 survey 

questions were 

significantly higher than our overall peer group, but we’d like to highlight three. We believe our 

results directly arise from several factors: 

 the continuing emphasis we place on operational efficiencies 

 our person-centred approach 

 our adherence to our mission – to help our clients live a good and a safe life at home for 

as long as that is where they want to be 

 

 



Dorothy’s Story – A good life and a safe life 

 

Dorothy is one of our Personal Care at Home clients, and her story demonstrates the rising 

complexity of medical and social conditions for the people we support. It also demonstrates that 

it really does take a village – of family, neighbours, health care and support organizations – to 

keep people like Dorothy living safely in their own home.  

 

Dorothy, 68, lives in Carleton Place, in the cozy and familiar 

surroundings of the family home she inherited from her mother, 

and where she wishes to remain for as long as possible. Dorothy 

has a challenging mix of medical conditions: she is legally blind, 

diabetic, and requires dialysis 3 times a week in Ottawa. She is 

severely limited financially, although she does receive a 

disability pension.   

 

 

We began supporting Dorothy with our Assisted Living program as part of planning her release 

from an Ottawa hospital, where her complex medical problems had resulted in a hospital stay of 

6 months. One of our first duties of care was to ensure Dorothy’s home environment was safe 

and accessible – but unfortunately, we discovered it wasn’t. Dorothy was a hoarder. Given her 

blindness, clear and easy access was essential, so Dorothy’s return to her home environment 

was delayed until the home was cleared.  

Dorothy receives 3 hours of MCS 

support each day due to her 

complexity of care. Our visits are 

scheduled as much as possible 

around her medication times, 

since she can self-inject but can’t 

read medication bottle labels or 

determine the correct number of 

units of insulin. We do personal shopping for her too. She uses oxygen at home during the day, 

and at night uses a CPAP (continuous positive airway pressure) machine, so we monitor her 

equipment, clean tubing and other parts, and ensure pressure on the tanks is at appropriate 

levels, and remain ready to respond in the event of power failures.  

Dorothy’s support at home also includes 3 trips to Ottawa each week for essential dialysis, with 

medical transportation provided by Mills Community Support volunteer drivers.  



Connections, inspiration, and inter-organizational collaboration 

are so important to supporting people like Dorothy. This was 

especially evident when it came to Dorothy’s nutrition. She is on a 

sodium-restricted diet, and despite the availability of low-sodium 

meals and the minimal cost of Meals on Wheels, it was not an 

affordable option for her.  Fortunately, our Care Coordinator had 

direct personal knowledge of the scope of Lanark County Support 

Services programs and could creatively connect Dorothy’s needs with what was available in the 

community. In an agreement with LCSS and one of their cooking programs, they buy groceries 

for Dorothy and prepare meals for her in two week increments. This comes at no cost to Dorothy 

because it’s a program that is part of the LCSS portfolio anyway. 

In addition to the 3 hours a day of personal care at home provided by our Assisted Living 

program, we also provide urgent response support. Dorothy has begun to experience more 

frequent falls, triggering a call for response from a support worker for help with a lift assist or 

other issue. Falls at home are something we keep a close eye on. If they become a consistent 

issue, we must reassess to see if the person requires care outside the scope of our practice, and 

therefore needs another living arrangement such as long-term care. And frequent urgent 

response calls can result in decreased availability of our staff to assist other people with their 

regular scheduled supports. 

But for now, the mission of our Assisted Living team is to keep Dorothy at home as long as she is 

safe and as long as that is where she wants to be – and as long as she has both …. 

 

 

 

 

 

 

 

 

 

 

 


