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What is the purpose of this 
Facilitator Guide and Workbook? 

This Facilitator Guide and Workbook has been developed to help you facilitate roundtable 
discussions with participants to capture their perspectives and will contribute to the 
development of HSO’s new National Long-Term Care Services Standard.  
 
Roundtable participants could include one or more long-term care residents, family 
members, long-term care staff, or anyone else interested in providing input on improving 
the delivery of long-term care in Canada. 

This Facilitator Guide and Workbook begins with a section called Tell Us About  
Yourselves (demographics of particpants) followed by a section with six open ended 
discussion questions.

Facilitating these discussions and encouraging reflection upon these questions  
will help us get more specific input that will support the development of HSO’s  
National LTC Services Standard.

In response to the federal government’s commitment to improving long-term care services 
across Canada, the Standards Council of Canada (SCC), Health Standards Organization 
(HSO) and the Canadian Standards Association (CSA Group) are working collaboratively 
on developing two new complementary standards for long- term care homes that are 
shaped by the needs of residents, families, and the long term care workforce.

Introduction
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About HSO’s Standards 
& How They are Used

Standards exist in every aspect of Canadian life, they are the “invisible infrastructure” that allows us to  
live and work safely and thrive—and can become the basis of government legislation, policy, regulations,  
and accreditation standards. 

HSO is an independent, non-governmental, not-for-profit organization recognized by the Standards Council 
of Canada (SCC) as a Standards Development Organizations (SDO) and develops National Standards of 
Canada (NSC). HSO is the only SDO in Canada that is solely dedicated to health and social services that  
has developed standards that are currently being used in over 15,000 locations across 38 countries.

In light of the COVID-19 pandemic, HSO is developing a new National LTC Services Standard to bring the 
voice of residents, families, and Canada’s long-term care workforce to the forefront.  
 
HSO’s National LTC Services Standard will focus on: 

•   Resident-and-family-centred care practices that value the importance of respect,  
dignity, trust, and quality of life,

•   Safe, reliable, and high-quality care based on evidence-informed practices,
•   A healthy and competent workforce to ensure sustainable, team-based,  

compassionate care, and
•   An organizational culture that is outcome-focused and strives towards  

the safety and well-being of all Canadians. 

Long-term care (LTC) homes, also referred to as residential, continuing, personal care or nursing homes,  
are residential settings where the majority of residents live with complex health care needs. LTC Homes  
are formally recognized by jurisdictions (i.e., are licensed and/or permitted and funded or subsidized 
to formally operate as such) to provide a range of professional health services and personal care (e.g., 
assistance with everyday activities) for their residents 24 hours, 7 days a week. 

Engaging with Canadians on what matters most to them when it comes to the delivery of long-term  
care has been and will continue to be a priority to the HSO LTC Services Standard Technical Committee—
leading the development of this national standard. Learn more about the National LTC Services Technical 
Committee here: www.longtermcarestandards.ca/technical-committee  

Feedback from HSO’s inaugural national Long-Term Care Standards Survey helped us understand the  
broad themes that are important to Canadians when it comes to the future delivery of long-term care.  
We are now looking to engage further and welcome your additional input through the completion of  
this Facilitator Guide and Workbook.

https://longtermcarestandards.ca/technical-committee
http://www.longtermcarestandards.ca/technical-committee
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This Facilitator Guide and Workbook has been designed based on foundational 
people-centred design approaches and practices to encourage a deeper level of 
engagement. This Facilitator Guide and Workbook is for you as a facilitator to fill out 
with the responses and reflections of participants in your roundtable discussion. If 
possible, we encourage you to have someone join your roundtable discussion as a 
scribe to capture reflections as you guide the discussion. If you do delegate someone 
as a scribe, be sure to introduce them as such to your group.  

As a facilitator, you will be gathering group reflections using this Facilitator Guide and 
Workbook and submitting one copy. If you have individuals in your group that would 
prefer to complete a Workbook on their own, please share with them a copy of our 
“Consultation Workbook for Individuals”: www.longtermcarestandards.ca/engage 

Building an  
Equity-Centered Practice

As you facilitate your roundtable, it is important to incorporate an equity-centered approach 
with a lens toward equity, diversity, and inclusion. To practice values-driven, equity-centred 
design, you must be willing to be self-aware meaning you need to identify:
•   Your identity, values, and biases (both unconscious and conscious)
•   The privilege you hold,
•   Emotions that may come up for you as you conduct this work, and
•   Power dynamics that may be at play. 

In doing so will allow you to be more empathetic and center your conversations around 
the people you’re engaging with. As a facilitator, it’s important to consider everything 
from creating a safe space to acknowledging how bias and racism have and continue 
to impact participants and how they experience care. 
 
As you engage with your participants, it is critical to obtain feedback from the diversity 
of participants (i.e. race, age, gender, sexual orientation, origin, income, etc.), as well 
as diversity of thought. Knowing that particular groups have often been excluded from 
decision-making and equitable distribution of resources; inclusion requires attention 
and effort to ensure all voices are heard.
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Tips for Meaningful Engagement

Wherever or however the interaction might be taking place (in-person, in an LTC home, online, 
etc.) it is important that participants have a clear expectation for what is about to happen. 

Be sure to explain the purpose of the roundtable discussion: to support HSO’s Technical 
Committee in developing the National Long-Term Care Services Standard.

Be genuinely curious. It’s important to lean in 
from the perspective of curiosity. Being deeply 
curious about people’s lives and understanding 
their experience will directly impact the ability to 
improve programs and services. Think about in 
ways participants are impacted by problems that 
you are not affected by and be sensitive to this.

Be present. Focus on coming to the present 
moment without distraction when starting each 
interaction. It may be helpful to take a moment 
beforehand to centre yourself and focus on your 
breath. We sometimes find ourselves doing 
engagement in some pretty tough situations, and 
these challenging and emotional conversations 
can take their toll.

Listen deeply. This means going beyond just 
surface level and trying to connect with what 
participants are trying to communicate beyond 
their word. If you listen deeply enough, you can 
better understand people’s unique perspective on 
the world as they talk about things like identity 
and values.

Answers lie within our stakeholders. No one 
individual knows everything, together we know a 
lot. We have to believe in people’s resourcefulness 

and ask them directly what better looks like. 
People are experts in their own life, which is why 
we put such a value on conversations with people 
with lived experience.

Embrace all responses. Try not to filter what 
you write down or take away from an interaction 
using your personal lens. Or, at the very least, 
notice when it is happening and mitigate—
for example, by taking word for word notes. 
Remember that even a one-word response can 
say volumes. If you can’t overcome the need 
to correct an assumption or misunderstanding 
a participant has, wait until the end of the 
interaction to offer them resources.

Open-ended questions. You will notice 
throughout the activities we’ve designed, we’ve 
done our best to formulate open-ended questions 
(questions that can’t be answered with a ‘yes’ or 
‘no’ (or any one-word static response) to help you 
deepen your engagement with the person you’re 
having a conversation with.

 
For more tips on how to facilitate group 
conversations and engage participants in  
this roundtable discussion see Appendix A.

Getting Started
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How to Use  
This Guide

Digital Version 

This document contains fillable PDF sections, so feel free to interact with  
it and save as you would any other document. 
 

Paper Copies 

This version is printer friendly so please feel free to select your printer  
and hit print. 
 
TIP: To save trees print the following pages:
•  Tell Us About Yourselves (Demographic Questions) (pages 8-9)
•  Workbook Questions and Responses (pages 11-13)

National Long-Term Care Services Standard  |  Roundtable Facilitator Guide & Workbook
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Once You’ve  
Completed  
the Activity

We encourage you to submit: 

Digital Version  
Please submit on our website:  
www.longtermcarestandards.ca/engage 

Paper Copies 
Please scan and submit on our website: 
www.longtermcarestandards.ca/engage 
or mail to 1150 Cyrville Road,  
Ottawa, ON, K1J 7S9, care of  
“LTC Standard Engagement”
 
For any questions regarding the Facilitator Guide  
and Workbook, including issues with accessing,  
filling out, or submitting the Workbook, please  
contact engagement@healthstandards.org

Consent and General Disclaimer

Completing this Consultation Workbook is on a voluntary basis. By 
submitting your responses to this Consultation Workbook, you consent 
to the collection, use, and disclosure of any information you provide 
in your responses, including any personal information and personal 
health information. However, you are not required to provide personal 
information or personal health information in your responses. The 
information you provide will be used for the purposes of HSO’s National 
Long-Term Care Services Standard, as explained above. Your responses 
will be treated in confidence, but HSO may disclose your information 
to its personnel (including its affiliates, contractors, agents, and service 
providers) and the applicable Technical Committee and working groups 
for the purposes of HSO’s National Long-Term Care Services Standard.

You have the right to withdraw your consent at any time, but any 
withdrawal of consent will not be retroactive. You also have the rights 
in accordance with the privacy law where you live, such as the right to 
access, correct, or restrict, any personal information or personal health 
information which HSO has custody or control. If you wish to exercise 
any of these rights related to the responses you have provided, please 
write to privacy@healthstandards.org.

You can also find additional information on the HSO Privacy Policy here: 
www.healthstandards.org/privacy-policy/ 

http://www.longtermcarestandards.ca/engage
http://www.longtermcarestandards.ca/engage
mailto:engagement%40healthstandards.org?subject=
https://can01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fhealthstandards.org%2Fprivacy-policy%2F%2520%25C2%25A0&data=04%7C01%7CEmma.Park%40healthstandards.org%7C7a1830d050fe46f35cf808d92d0f60a6%7C3130cb0fa769452ba53963e020380c1a%7C1%7C0%7C637590366326428758%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=t%2FYALu1Ojrm%2FoUJYPDUEFtodY%2F37xKSE6JKedoVv36U%3D&reserved=0
http://www.healthstandards.org/privacy-policy/
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Tell Us About Yourselves 

Here we will ask participants some questions about them and their background. 
 
The goal of this section is to help us understand the breadth of those participating 
in your discussion and ensure that the input we are receiving is representative of 
Canada’s diverse population. Completing this section is optional.
 
There are several ways you could gather the information for this section. 
 
If you have a smaller group, you could ask the participants the questions at the start  
of the session. With a larger group, you might ask participants to fill out a short 
survey that you pass around (see Appendix B). 
 
In a virtual setting, you could ask participants to change their name on the  
platform you are using to include their role, organization, and region.  
For example, “JohnS_Nurse_LTC_ON”.  

  

1.   If you are submitting this Facilitator Guide and Workbook on behalf of an 
organization or organizations, please list them. Otherwise, please describe  
your group and how you relate to long-term care.
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2. How many individuals participated in the discussion? 
 
To complete this section please select all the responses that apply to the  
participants in your group. 
 
3.  Where do the participants live?
 		Newfoundland and Labrador 
 		Nova Scotia 
 		Prince Edward Island 
 		New Brunswick 
 		Quebec 
 		Ontario 
 		Manitoba 
 		Saskatchewan 
 		Alberta 
 		British Columbia  
 		Nunavut 
 		Northwest Territories 
 		Yukon 
 		Prefer not to answer  
 
4. What are the roles of your participants (i.e. how are they related to long-term care)? 
 		Long-term care Home Resident 
 		Family Member, Friend or Unpaid Caregiver to a Long-term care Home Resident  
 		Long-term care Health Care Provider (Nurse, Personal Support Worker/Care Aide etc.)  
 		Long-term care non-Health Care Provider Staff (Maintenance, Kitchen Staff etc.) 
 		Long-term care Home Manager/Administrator 
 		Long-term care Organization Representative 
 		Long-term care Researcher  
 		Government Official  
 		Other [Please specify] 
 		Prefer not to answer 

Getting Started
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Roundtable 
Discussion

In this section, you will guide a 
roundtable discussion on questions 
focused on themes that were 
highlighted in HSO’s inaugural  
National LTC Standards Survey.  

Encourage reflecions and sharing 
from particpants and capture these 
experiences in the space provided 
below each question in this  
Facilitator Guide and Workbook.   

You can also let participants know 
that they can use the chat function in 
the platform you are using (i.e Zoom, 
GoogleMeet, etc.) if they prefer to 
engage in that way. 

National Long-Term Care Services Standard 
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Workbook

In HSO’s inaugural National LTC Standards Survey we heard that some of the most 
important things to achieving safe, reliable and high-quality care are leadership, 
appropriate funding and staffing models and an unwavering commitment to the 
quality of care and life of residents and their families. 
 
 
   1  

What does “safe”, “reliable”, “compassionate” and “high-quality care” in a long-term 
care home look and feel like to you? Are there different considerations for residents? 
For staff? For family?  

    2  

 How do you balance and respect the rights and quality of life of residents with the 
need to keep them safe? For example: Balancing individual resident’s autonomy and 
choice when implementing strong infection prevention and control and practices?  

Health Standards Organization



Workbook

In HSO’s inaugural National LTC Standards Survey we heard that some of the most 
important things to maintaining a healthy and competent workforce are ensuring a 
positive, supportive, and caring work environment and ensuring high quality training 
and opportunities for continuing education are provided.  
 
 
   3  

What does a “positive, supportive, and caring work environment” look like and what 
makes it possible?
   

   4  

What supports are essential to maintain a “healthy and competent” workforce?

12 National Long-Term Care Services Standard 
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In HSO’s inaugural National LTC Standards Survey we heard that one of the most 
important things to achieving high quality resident-and-family-centered care is ensuring 
that residents and family are active members of care teams within long-term care homes 
that exemplify the qualities of a “home”. 
 
 
   5  

What specifically would make a long-term care home feel more like a home? For example: 
What does a resident’s experience or care look like? What does family involvement look 
like? What type of activities are available? What are the mealtimes and food like? What do 
the resident rooms and common spaces look like?  

   6  

You may want to ask your group/organization some additional questions about the  
delivery of high-quality long-term care services and/or the development of national  
long-term care standards. Provide the question(s) you pose and the answer you receive.

Health Standards Organization



We appreciate your 
perspective and support 

Thank you for taking the time to engage in this session and  
for contributing your thoughts to our process for creating  
a new National Standard for Long-Term Care Services!

Closing
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Appendix A:  
Learn More About Facilitation

We designed this Facilitator Guide and Workbook to ensure we all have a common 
language and framework for engaging the long-term care community. Here, you will find 
tools designed to help you collect feedback to inform HSO’s National Long-Term Care 
Services Standard to provide greater harmonization of the quality of care across the 
nation. When we reference ‘engagement’, we envision a people-centred ‘exchange’ of  
both the visible and invisible (words, energy, etc.) to enable an inclusive, safe and 
respectful space and facilitate meaningful connections. 

The following is an overview of the foundational engagement theories and practices, 
utilizing foundational people-centred design theories and practices to encourage  
deeper engagement. We will focus on some critical questions/topics:

•   What is people-centred design?
•   How might you establish a few key engagement foundations?
•   Why are open-ended questions important?

People-Centered Design 

Also known as Human-Centered Design, HCD, Design Thinking, this is a problem 
solving approach that puts people experiencing a problem at the centre of the 
design process, because those experiencing the problem know the issue best.

•   This approach leads to better solutions because folks share their experiences, 
including challenges and ideas for what better looks like, putting value on diverse 
perspectives and novel solutions.

•   Through people-centred design, folks are generally more invested in the process 
and solutions developed because they are able to take part in and see themselves 
in the design process.

•   Overall, this approach is iterative (going through the design cycle of define, research, 
ideate, prototype, and test many times) and builds off of the learning that comes from 
engagement as well as the implementation and testing of new solutions.

Appendix
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Engagement Foundations 

Wherever the interaction might be (in-person, on the street, at the LTC facility, 
online), it is important participants have a clear expectation for what is about  
to happen.

•   Be friendly and clear about what you are doing. Introduce yourself if appropriate, 
and let them know that their participation will in no way impact their service today.

•   Be sure to explain what information you are collecting, how you will use that 
information, and what information (if any) will be disclosed.

•   Write everything down. It’s important we take thorough notes and review them 
afterward (either individually or, even better, with a team). If you only write down 
what stands out in the moment, you risk losing nuances and important insights.

•   Thank them for their contribution and remind them how you will use the 
information you have collected. If you are collecting demographics, remind 
participants that sharing such information is optional.

•   If you have the opportunity to have in-person conversation, it’s a good idea to go 
out in pairs. This provides a bit of security for you and the participant, and means 
one person can focus on taking notes while the other focuses on the conversation. 

Open-Ended Questions 

Well-formed questions help us uncover people’s honest thoughts and best ideas 
related to a specific topic. You will notice throughout the activities we’ve designed, 
we’ve done our best to formulate open-ended questions to help you deepen your 
engagement with the person you’re having a conversation with.

•   For discovery research, we use open-ended questions and for hypothesis-testing 
we use closed-ended questions.

•   An open-ended question is a question that can’t be answered with a ‘yes’ or ‘no’ 
(or any one-word static response), and is good to use when we don’t know the 
answer—they help us find out what the biggest concerns or needs of a group are.

•   These questions can be phrased as a statement which requires a response or 
include keywords such as why and how, leading to open and diverse conversation.

•   Close-ended questions on the other hand are great for testing a hypothesis or 
prototype testing—in other words, when you think you know the answer and  
want to validate it.

National Long-Term Care Services Standard  |  Roundtable Facilitator Guide & Workbook



Appendix B:  
Demographic Survey

Feel free to use this survey to gather information for the “Tell Us About Yourselves” 
section of the Facilitator Guide and Workbook.

Instructions: To complete this section please select the response to each question 
that applies to you.

 
1. What organization/group are you affiliated with?
  
2.  Where do you live?
 		Newfoundland and Labrador 
 		Nova Scotia 
 		Prince Edward Island 
 		New Brunswick 
 		Quebec 
 		Ontario 
 		Manitoba 
 		
 
3. Do you identify as being a: 
 		Long-term care Home Resident 
 		Family Member, Friend or Unpaid Caregiver to a Long-term care Home Resident  
 		Long-term care Health Care Provider (Nurse, Personal Support Worker/Care Aide etc.)  
 		Long-term care non-Health Care Provider Staff (Maintenance, Kitchen Staff etc.) 
 		Long-term care Home Manager/Administrator 
 		Long-term care Organization Representative 
 		Long-term care Researcher  
 		Government Official  
 		Other [Please specify] 
 		Prefer not to answer

Appendix
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Saskatchewan 
Alberta 
British Columbia  
Nunavut 
Northwest Territories 
Yukon 
Prefer not to answer 
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