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Introduction to 
Our Family Care





Welcome to 
our family! 

We have a long history of  providing 

the highest quality  homecare. This 

handbook describes what we believe 

in, our differences in how we provide 

superior care, how you can best benefit 

from our award-winning care, what 

our clients say about us, and our history.



CORE VALUES 
We provide the highest quality care because 
we are caring, respectful, team-oriented, 
innovative, and competent.

WE ARE:



WE CARE FOR 
OUR CLIENTS 
AND CAREGIVERS 
Our caregivers are our eyes and ears, and 
hands and feet in caring for our clients. 
When we treat our caregivers with care 
and respect, they will provide the best care 
for the clients.  That’s why... 

We care for our caregivers
and they care for our clients.



WHY OUR CARE
IS DIFFERENT
A common question from 
prospective clients, whether 
it’s asked directly or not, is: 

“Why would we select 
Qualicare and not 
another company?”

We love this question, because our differences are 
important to our clients:

We match our caregivers to our clients using a 
four-way criteria: Culture, Temperament, Skills, 
and Experience.

We strive to assign consistent caregivers so that 
everyone is familiar with each other.

Our care is “Nurse Managed” on a 24/7 basis and 
our caregivers are never left on their own.

We are Family Homecare: In addition to the 
patient, we address the wellbeing of the whole 
family, especially the primary family caregiver.

We go beyond basic care. With the family’s 
permission, we interact with physicians, other 
healthcare professionals, and public health case 
managers to coordinate the best possible care.
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DIFFERENCE #1: 
HOW WE MATCH 
CAREGIVERS 
TO CLIENTS
Quality of care goes 
beyond physical care. 
Compatibility between 
the caregiver and the client 
makes a definitive difference. 
We are matchmakers using four 
dimensions: 

Culture  We respect everyone’s cultural back-
ground, comfort zone, and preferences. 

Temperament  Some clients like activities 
and some like quietness, some like socialization and 
some like solitude, and so on. We note and address 
different temperaments.

Skills  We assess skill requirements for each 
client’s care and ensure that the caregivers have the 
right training for every client.

Experience  We assign caregivers who have 
experience for similar care, e.g., seniors, children, 
dementia, palliative, etc.



DIFFERENCE #2: 
HOW WE ENSURE
CAREGIVER 
CONSISTENCY
We don’t just fill gaps in a schedule. We ensure consistent 
care and family-like relationships between caregivers and 
clients.  

This is especially important with the elderly and those 
with dementia, who do not deal well with changes.  

Our client care system matches our caregivers to our 
clients based on a set of criteria, including those listed in 
Qualicare Difference #1.   After care has started, the 
system shows the scheduler caregivers who have previously 
served a client and whether the client has indicated his or 
her favourites.   Finally, the system tells us who is available 
for time required. 

Even with a high volume of care, we ensure consistency 
in assigning to the right client the right caregiver at the 
right time.



DIFFERENCE #3: 
HOW WE PROVIDE 
NURSE MANAGED 
CARE 24/7
Our caregivers are never on their own. They have access 
to our nurses 24/7 while caring for our clients.

While Qualicare is not 911 emergency response service, 
we are accessible around the clock to ensure..

..our caregivers have someone to turn to for advice 
and direction while on duty around the clock.

We have live response to all calls. Our professional 
call center, staff, and nurses are on-call 24/7 to support 
caregivers who require immediate advice and direction 
regarding care. 

This brings great comfort and security to the 
patient, the family, and the attending caregiver.



DIFFERENCE #4: 
WE CARE FOR THE
WHOLE FAMILY
We keep the whole family in mind. Family members, espe-
cially the primary family caregiver, benefit from our commit-
ment to address family stresses associated with caring for 
the patient.

The primary family caregiver often bears the main load 
caring for the loved one.

Family caregiver burnout is a common problem that 
we solve when we start care.  

Further, when a crisis happens and other family members 
are increasingly involved, tension, stress, and even guilt often 
affect not just the family members, but also the wellbeing of 
the patient. We at Qualicare Family Homecare address the 
whole picture, so that.. 

..the family can focus on their relationships and 
enjoy their time together.



DIFFERENCE #5: 
HOW WE GO 
ABOVE & BEYOND
BASIC CARE
Through reports from our caregivers and regular consul-
tations with the client and the family, we monitor our care 
and the overall situation and trends to ensure the best out-
comes for the client.

With the client’s approval, our Personal Care Manager (PCM) 
coordinates care with the family physician, other healthcare 
professionals, and public healthcare case managers.  This way...

..we maximize funded care impact and minimize cost to the 
client.  

As part of the available Care Management service, our PCM 
discusses medication impact and care with the family physi-
cians. 

Our reports to and interactions with the doctor extend the 
physician’s care into the home without house calls.



PERSONAL CARE
MANAGEMENT
(PCM) SERVICE
Qualicare’s signature PCM service goes beyond Nurse 
Managed care to a higher level of all-around management 
to coordinate all care for the client. We call it 360° Care 
Management.

PCM service is an important addition when family mem-
bers do not live nearby, or in complex situations such as 
those involving Alzheimer’s and dementia, ALS, Parkinson’s, 
etc.

Our PCM acts as the patient’s private nurse and removes 
the stresses of care coordination and monitoring from the 
family. 

The PCM, like a “professional daughter”, advocates on the 
patient’s behalf and navigates through our complex health-
care system to ensure best possible public-funded care, ar-
ranges for private-pay care where necessary, and monitors 
care effectiveness and quality of life, whether the patient 
stays home or moves to a facility.

The result is optimal care for 
the patient, peace of mind for 
geographically distant loved 
ones, and space for the family 
to focus on loving each other 
without the stress of managing 
complexity in an already diffi-
cult situation. 



THE QUALICARE 
FAMILY ROOM
As an optional service at no extra cost, authorized clients can 
access the care details of the patient. The authorized family mem-
ber or friend is given unique, secure, and confidential access1 to 
our very special Qualicare Family Room Web Portal, where the 
visitor can view the entire care schedule—completed, on-going, 
and scheduled—to ensure that their loved ones are taken care of:

1 You must safeguard your access credentials to ensure security and confidentiality.



THE QUALICARE 
FAMILY ROOM
In addition to the schedule, the website visitors can view who 
have cared for their loved ones and the details of their care:

You can ensure transparency from Qualicare and stay in-
formed of your loved one’s care through our confidential 
and secure Family Room Web Portal.

Our caregivers are better looking than the pictures, which have been 
obscured to protect privacy.



Our Nurses monitor client conditions through regular reports 
from our caregivers and periodic calls and consultations with 
the clients.

Our clients’ authorized family members and attending phy-
sicians can monitor the progress of the patient’s condition 
using our user-friendly Qualicare Family Room Web Portal.

Family members gain peace of mind and physicians 
can extend their presence into the patients’ homes 
without making house calls. 



WHAT OUR 
CLIENTS TELL US
Since its founding in 2011, Qualicare Ottawa maintains a 100% 
client satisfaction record. 2  

The following comments from our clients explain why 3 :

“We were so pleased with the attentive services given to 
our mother when she got out of hospital. Qualicare has 
helped us out many times, and sometimes with little notice 
from us.  Many thanks to Kelly, who first walked us through 
everything and helped us figure out what we needed, and 
Undine who patiently cared for our mother, and took the 
time to really get to know her. Undine is an absoltue gem 
among caregivers!”   - H. Walsh, Ottawa 

“We are so pleased to have Mom and Dad back home! I 
cannot begin to tell you how impressed and blessed we are 
to have Eddie, Kelly, and Kathy’s support as we try to stabilize 
and regularize my parents’ situation. Already, I have seen im-
provements in their demeanor and general happiness. They 
are in their own home environment and are surrounded 
by family and devoted caregivers. What a difference a week 
makes!  I truly believe we made a decision in my father’s best 
interests. Keeping him out of the hospital may have, in fact, 
saved his life.” -L. Cameron, Ottawa

2  No client has terminated service from Qualicare Ottawa because of service dissatisfaction.
3 All client testimonies are published with prior client approvals.



“Thank you very much for all you did in providing assistance 
to my parents while my Dad is going through this difficult 
time.  Kelly Prevost was amazing in giving me information 
and for helping me get focused on the more immediate 
concerns for my Dad.” - Gail Sharland

“Thanks again to Kelly,  Andrea and Eddie for all the help 
you all provided my mother and our family during the last 
few weeks of her life. We are all very grateful for the com-
passionate quality care received.” - Ken Dworschuk

Past and current clients are available for reference calls. They have 
told us how we have cared for their loved ones and the family 
members who are involved, and are willing to share their expe-
riences.

Our thorough, transparent, and compassionate approach 
in providing care gives you assurance that you and your 
loved ones receive the best possible care, relieve stress, 
and gain peace of mind.

See more testimonials at 
QualicareOttawa.com/Testimonials



THE QUALICARE 
STORY
Pain, suffering, and hopelessness are three concepts that far 
too many families experience when dealing with the failing 
health of a loved one. When that loved one is an aging par-
ent or a loved one, the resulting turmoil in the life of 
close family members is overwhelming. The inevitable are the 
daunting questions—How do we best care for our loved one? 
Who to turn to for guidance and advice? How do we enjoy 
the time that remains?

The Qualicare founders, Andrea and Wayne Nathanson, faced 
these challenges when Wayne’s father, Nardy, fought a lengthy 
battle with ALS (Lou Gehrig’s disease). Daily there was a new 
obstacle that required an education to handle, sometimes 
suddenly. Their eyes were opened to the complexities in pro-
viding care to an ailing family member.

By the end of his life, 40 people were involved in Nardy’s care. 
They included doctors, specialists, public health professionals, 
nurses, personal caregivers, physio, occupational, and massage 
therapists, social workers, foot care specialists, an ALS 
support team, nutritionists, hospice volunteers, pharmacists, 
and a religious leader. Even with Andrea’s training as a Regis-
tered Nurse to manage and co-ordinate all these resources, it 
was still difficult for Nardy and his family.

The Qualicare vision emerged in 2001 from this grief and con-
fusion to create a homecare service that focused on provid-
ing individualized and co-ordinated healthcare to families who 
wanted to know their best options for their ailing loved ones. 

Qualicare’s main goals were to provide the best quality of 
life not only for the infirmed but also peace of mind for their 
overburdened families.

At Right: The Qualicare Ottawa owners participated at the 2015 Ottawa 
Alzheimer’s Walk for Memory fundraising event



In 2010, Qualicare Inc. expanded beyond Toronto to become 
Qualicare Franchise Corporation with a vision of becoming a 
world leader in medical and non-medical homecare with 360° 
Care Management for families in need.

Qualicare Ottawa was established in 2011. Its founders, Eddie 
Chu and Kathy Chu, were later joined by Ana Rodriguez and 
Adolfo Fonseca. They all have experiences caring for ailing 
loved ones. Eddie’s father passed away in 2005 from combat-
ing lung and brain cancer for several years; his 91-year old 
mother is suffering from pulmonary fibrosis, which is incur-
able and progressive. Kathy’s mother passed away in 2014 after 
multiple botched knee replacements and Alzheimer’s disease 
that had resulted in much confusion and suffering for years. 
Ana has a history of involvement with the community, volun-
teering for different organizations; she also experienced the 
hardships and heartbreak Alzheimer’s disease brought upon 
her family. In 2013, Adolfo’s father passed away after an ardu-
ous battle with prostate cancer.

In caring for their loved ones, Qualicare’s owners learned the 
importance of high-quality home healthcare. This motivates 
them to providing high-quality care for the client and support 
for the family through Qualicare’s work to help others in similar 
situations. Our care extends to not just the patients, but also 
the loved ones who are typically concerned and stressed family 
and friends of the patients.

We—Eddie, Kathy, Ana, and Adolfo—want to extend a warm 
welcome to you. We value your trust and hope to take good 
care of you and your loved ones.



OUR CLIENT 
BILL OF RIGHTS
Qualicare respects you and your family’s right to:

Dignity and privacy for the patient and the family.

Recognition of your individuality and preferences 
based on privacy, ethnic, spiritual, familial, and cul-
tural factors.

Receive information that Qualicare is aware of 
about community and publicly funded services 
that are available to you.

Participate in Qualicare’s assessment and make 
your choices for your care choices that are in 
your best interest.

Request any information that you may need to 
help you make decisions about your care. If you 
don’t understand something, we will make every 
effort to get you help so you can make informed 
care choices.

Be told what kind of care you will receive and 
who will be providing care.

Receive care that promotes your autonomy.
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Give or refuse consent to the provision of any 
service from Qualicare.

Receive courteous and respectful treatment and 
to be free from mental, physical, or financial abuse 
by Qualicare’s service provider.

Know how to make a complaint about the service 
provided and receive a quick answer. 

Raise concerns or recommend changes in con-
nection with care that affects your interests without 
fear of interference, coercion, discrimination, or 
reprisal.

Have his or her records kept confidential in ac-
cordance with the law.
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IMPORTANT AND
USEFUL CONTACT
NUMBERS
 
Emergency: Fire, crime in progress, 
personal injury car crash, and medical 
emergency, e.g., someone is uncon-
scious, gasping for air or not breathing, 
severe allergic reaction, chest pain, or 
any symptoms that require immediate 
attention. If you’re unsure, call 911 and 
let the call-taker determine whether 
it’s a true emergency. 

Non-emergency: Crime or 
suspicious activity in progress

Health advice or information: Free and 
confidential from a Registered Nurse

City of Ottawa Services: Information 
and issues about city property, 
equipment, or bylaws. 

OC Transpo

Para Transpo: Reservations 
and Cancellations

Champlain Community Care Access 
Centre: Government-funded services 
for the elderly and all who are chal-
lenged by disability or health issues

Family and Personal Homecare 
Services:  Medical and non-medical, 
for yourself or a loved one

Emergency Services
911

Ottawa Police Service
613.230.6211

Telehealth Ontario
1.866.797.0000

City of Ottawa
311
613.580.2400
(outside city limits)

City of Ottawa
613.741.4390

City of Ottawa
613.244.7272

Champlain CCAC
Qualicare
613.745.5525

Ottawa@Qualicare.com
613.366.2899





Founded in 2001, Qualicare 
makes it possible for people to 
stay at home and reduce their 
hospital visits. A professional and 
dedicated team of Personal Care 
Managers and caregivers provide 
exceptional and expert personal 
care and healthcare management.

613-366-3899     |     QualicareOttawa.com


