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About the Accreditation Report
Freedom From Addiction (referred to in this report as “the organization”) is participating in Accreditation
Canada's Qmentum accreditation program. As part of this ongoing process of quality improvement, an on-site
survey was conducted in September 2021. Information from the on-site survey as well as other data obtained
from the organization were used to produce this Accreditation Report.
Accreditation results are based on information provided by the organization. Accreditation Canada relies on the
accuracy of this information to plan and conduct the on-site survey and produce the Accreditation Report.

Confidentiality
This report is confidential and will be treated in confidence by Accreditation Canada in accordance with the
terms and conditions as agreed between your organization and Accreditation Canada for the Assessment
Program.
In the interests of transparency and accountability, Accreditation Canada encourages the organization to
disseminate its Accreditation Report to staff, board members, clients, the community, and other stakeholders.
Any alteration of this Accreditation Report compromises the integrity of the accreditation process and is strictly
prohibited.

Copyright © 2021 Accreditation Canada and its licensors. All rights reserved. All use, reproduction and other exploitation of
this document is subject to the terms and conditions as agreed between your organization and Accreditation Canada for the
Assessment Program. All other use is prohibited.
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A Message from Accreditation Canada
On behalf of Accreditation Canada's board and staff, I extend my sincerest congratulations to your board, your
leadership team, and everyone at your organization on your participation in the Qmentum accreditation
program. Qmentum is designed to integrate with your quality improvement program. By using Qmentum to
support and enable your quality improvement activities, its full value is realized.
This Accreditation Report includes your accreditation decision, the final results from your recent on-site
survey, and the instrument data that your organization has submitted. Please use the information in this
report and in your online Quality Performance Roadmap to guide your quality improvement activities.
Your Program Manager or Client Services Coordinator is available if you have questions or need guidance.
Thank you for your leadership and for demonstrating your ongoing commitment to quality by integrating
accreditation into your improvement program. We welcome your feedback about how we can continue to
strengthen the program to ensure it remains relevant to you and your services.
We look forward to our continued partnership.
Sincerely,

Leslee Thompson
Chief Executive Officer
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Executive Summary
Freedom From Addiction (referred to in this report as “the organization”) is participating in Accreditation
Canada's Qmentum accreditation program. Accreditation Canada is an independent, not-for-profit
organization that sets standards for quality and safety in health care and accredits health organizations in
Canada and around the world.
As part of the Qmentum accreditation program, the organization has undergone a rigorous evaluation
process. Following a comprehensive self-assessment, external peer surveyors conducted an on-site survey
during which they assessed this organization's leadership, governance, clinical programs and services against
Accreditation Canada requirements for quality and safety. These requirements include national standards of
excellence; required safety practices to reduce potential harm; and questionnaires to assess the work
environment, patient safety culture, governance functioning and client experience. Results from all of these
components are included in this report and were considered in the accreditation decision.
This report shows the results to date and is provided to guide the organization as it continues to incorporate
the principles of accreditation and quality improvement into its programs, policies, and practices.
The organization is commended on its commitment to using accreditation to improve the quality and safety of
the services it offers to its clients and its community.

Accreditation Decision
Freedom From Addiction's accreditation decision is:

Accredited with Exemplary Standing
The organization has attained the highest level of performance, achieving excellence in meeting the
requirements of the accreditation program.
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About the On-site Survey
• On-site survey dates: September 26, 2021 to September 29, 2021
• Location
The following location was assessed during the on-site survey.
1.

Freedom From Addiction

• Standards
The following sets of standards were used to assess the organization's programs and services during the
on-site survey.
System-Wide Standards
1.
Infection Prevention and Control Standards for Community-Based Organizations
2.
Leadership Standards for Small, Community-Based Organizations
3.
Medication Management Standards for Community-Based Organizations
Service Excellence Standards
4.

Substance Abuse and Problem Gambling - Service Excellence Standards

• Instruments
The organization administered:
1.

Worklife Pulse

2.

Canadian Patient Safety Culture Survey Tool: Community Based Version
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Overview by Quality Dimensions
Accreditation Canada defines quality in health care using eight dimensions that represent key service
elements. Each criterion in the standards is associated with a quality dimension. This table shows the number
of criteria related to each dimension that were rated as met, unmet, or not applicable.
Quality Dimension

Met

Unmet

N/A

Total

Population Focus (Work with my community to
anticipate and meet our needs)

15

0

1

16

Accessibility (Give me timely and equitable
services)

10

0

1

11

102

0

16

118

40

0

0

40

Client-centred Services (Partner with me and my
family in our care)

54

0

6

60

Continuity (Coordinate my care across the
continuum)

8

0

0

8

152

0

17

169

6

0

0

6

387

0

41

428

Safety (Keep me safe)
Worklife (Take care of those who take care of me)

Appropriateness (Do the right thing to achieve
the best results)
Efficiency (Make the best use of resources)
Total
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Overview by Standards
The Qmentum standards identify policies and practices that contribute to high quality, safe, and effectively
managed care. Each standard has associated criteria that are used to measure the organization's compliance
with the standard.
System-wide standards address quality and safety at the organizational level in areas such as governance and
leadership. Population-specific and service excellence standards address specific populations, sectors, and
services. The standards used to assess an organization's programs are based on the type of services it
provides.
This table shows the sets of standards used to evaluate the organization's programs and services, and the
number and percentage of criteria that were rated met, unmet, or not applicable during the on-site survey.
Accreditation decisions are based on compliance with standards. Percent compliance is calculated to the
decimal and not rounded.
High Priority Criteria *

Total Criteria
(High Priority + Other)

Other Criteria

Met

Unmet

N/A

Met

Unmet

N/A

Met

Unmet

N/A

# (%)

# (%)

#

# (%)

# (%)

#

# (%)

# (%)

#

Leadership Standards
for Small, CommunityBased Organizations

38
(100.0%)

0
(0.0%)

2

65
(100.0%)

0
(0.0%)

5

103
(100.0%)

0
(0.0%)

7

Infection Prevention
and Control Standards
for Community-Based
Organizations

25
(100.0%)

0
(0.0%)

9

45
(100.0%)

0
(0.0%)

2

70
(100.0%)

0
(0.0%)

11

Medication
Management
Standards for
Community-Based
Organizations

35
(100.0%)

0
(0.0%)

6

33
(100.0%)

0
(0.0%)

14

68
(100.0%)

0
(0.0%)

20

Substance Abuse and
Problem Gambling

46
(100.0%)

0
(0.0%)

0

82
(100.0%)

0
(0.0%)

0

128
(100.0%)

0
(0.0%)

0

Total

144
(100.0%)

0
(0.0%)

17

225
(100.0%)

0
(0.0%)

21

369
(100.0%)

Standards Set

0
(0.0%)

38

* Does not includes ROP (Required Organizational Practices)
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Overview by Required Organizational Practices
A Required Organizational Practice (ROP) is an essential practice that an organization must have in place to
enhance client safety and minimize risk. Each ROP has associated tests for compliance, categorized as major
and minor. All tests for compliance must be met for the ROP as a whole to be rated as met.
This table shows the ratings of the applicable ROPs.
Test for Compliance Rating
Required Organizational Practice

Overall rating

Major Met

Minor Met

Patient Safety Goal Area: Safety Culture
Patient safety incident disclosure
(Leadership Standards for Small,
Community-Based Organizations)

Met

4 of 4

2 of 2

Patient safety incident management
(Leadership Standards for Small,
Community-Based Organizations)

Met

6 of 6

1 of 1

Patient safety quarterly reports
(Leadership Standards for Small,
Community-Based Organizations)

Met

1 of 1

2 of 2

Client Identification
(Substance Abuse and Problem Gambling)

Met

1 of 1

0 of 0

Information transfer at care transitions
(Substance Abuse and Problem Gambling)

Met

4 of 4

1 of 1

Medication reconciliation as a strategic
priority
(Leadership Standards for Small,
Community-Based Organizations)

Met

3 of 3

2 of 2

Medication reconciliation at care
transitions
(Substance Abuse and Problem Gambling)

Met

3 of 3

1 of 1

Patient Safety Goal Area: Communication
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Test for Compliance Rating
Required Organizational Practice

Overall rating

Major Met

Minor Met

Met

4 of 4

3 of 3

High-Alert Medications
(Medication Management Standards for
Community-Based Organizations)

Met

5 of 5

3 of 3

Narcotics Safety
(Medication Management Standards for
Community-Based Organizations)

Met

3 of 3

0 of 0

Patient safety plan
(Leadership Standards for Small,
Community-Based Organizations)

Met

2 of 2

2 of 2

Patient safety: education and training
(Leadership Standards for Small,
Community-Based Organizations)

Met

1 of 1

0 of 0

Workplace Violence Prevention
(Leadership Standards for Small,
Community-Based Organizations)

Met

6 of 6

2 of 2

Hand-Hygiene Compliance
(Infection Prevention and Control
Standards for Community-Based
Organizations)

Met

1 of 1

2 of 2

Hand-Hygiene Education and Training
(Infection Prevention and Control
Standards for Community-Based
Organizations)

Met

1 of 1

0 of 0

Patient Safety Goal Area: Communication
The “Do Not Use” list of abbreviations
(Medication Management Standards for
Community-Based Organizations)
Patient Safety Goal Area: Medication Use

Patient Safety Goal Area: Worklife/Workforce

Patient Safety Goal Area: Infection Control
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Test for Compliance Rating
Required Organizational Practice

Overall rating

Major Met

Minor Met

Patient Safety Goal Area: Infection Control
Infection Rates
(Infection Prevention and Control
Standards for Community-Based
Organizations)

Met

1 of 1

2 of 2

Reprocessing
(Infection Prevention and Control
Standards for Community-Based
Organizations)

Met

1 of 1

1 of 1

Met

5 of 5

0 of 0

Patient Safety Goal Area: Risk Assessment
Suicide Prevention
(Substance Abuse and Problem Gambling)
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Summary of Surveyor Team Observations
The surveyor team made the following observations about the organization's overall strengths,
opportunities for improvement, and challenges.
Established in 2012, Freedom from Addiction offers medically supervised medical detoxification, residential
treatment and aftercare for clients living with an addiction to alcohol and/or drugs. It is privately owned and
receives funding from public sources to support the provide treatment to victims of human trafficking who
are referred from several different police services in Ontario. While located in Aurora, Freedom from
Addiction also admits clients from other provinces and countries.
The programs and services at Freedom are holistic, trauma informed and strength-based and client centered.
Both abstinence and harm reduction approaches are available. Treatment plans are informed by
comprehensive bio-psychosocial assessments. Client goals are tailored and treatment consists of evidence
informed medical, psychological and emotional therapies. Individualized relapse support and prevention plans
are developed in partnership with clients and families. Clients have access to a gym, outdoor activities, life
skills support, and mental health and nutritional counselling. Families also have access to counselling and
psychoeducation. The clinical team at Freedom is multidisciplinary and includes two physicians specializing in
trauma and addictions medicine.
As a result of its advocacy efforts, the leadership from Freedom secured funds from the Solicitor General’s
Victim Quick Response Program (VQRP) to support the transportation and treatment of victims of human
trafficking who require addictions and trauma care. The organization has also partnered with the Ontario
Native Women’s Association and (ONWA), Nokiwiin Tribal Council Inc., to support the residential treatment
needs of victims who are Indigenous women. Since its inception in 2018, Freedom’s total admission rate of
clients who are victims of human trafficking has more than doubled.
A senior committee which includes the organization’s owner and Chief Executive Officer provides the
organization with oversight and direction. Meetings of this committee are frequent where strategic directions
and operational issues are fully discussed and decided. The leadership team at Freedom is described as highly
responsive, supportive and compassionate.
Words frequently used by clients when describing the organization include leadership, accountability and
empowerment. The medically supervised detox program is highly regarded by clients and families. The
physical environment at Freedom is described as therapeutic, safe and comfortable. The aftercare component
is supported by a very active alumni.
The organization’s community committee is a source of rich feedback. Other sources of feedback include
surveys from the detox program; clients and families; and alumni. One of the many strengths of Freedom is
the leadership’s ability to make and foster connections with referral sources and, agencies and facilities who
admit Freedom clients for longer-term treatment and housing. Community partners shared that Freedom is a
good collaborator, and is open to feedback about referral processes and outcomes.
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The clinical team at Freedom is compassionate. Staff lead and participate in planning and quality
improvement projects. They feel comfortable sharing share their ideas and solutions. Work life balance survey
results and staff comments confirm safe and healthy working conditions.
As an essential service, the organization complied with the COVID-19 pandemic’s public health measures. Lile
other essential services, Freedom experienced a reduction in their service capacity and pivoted quite quickly
to adapt and adjust certain components of their service delivery model. Technology has been optimized to
ensure supportive connections with aftercare clients, families and alumni.
This is the organization’s second Qmentum survey. It has followed through with the recommendations from
its previous survey, and completed a significant amount of work while facing the additional challenges of the
COVID-19 pandemic.
A small but mighty team, Freedom from Addiction is commended for its commitment to people centered
care, safety and quality – well done!
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Detailed On-site Survey Results
This section provides the detailed results of the on-site survey. When reviewing these results, it is important
to review the service excellence and the system-wide results together, as they are complementary. Results are
presented in two ways: first by priority process and then by standards sets.
Accreditation Canada defines priority processes as critical areas and systems that have a significant impact on
the quality and safety of care and services. Priority processes provide a different perspective from that offered
by the standards, organizing the results into themes that cut across departments, services, and teams.
For instance, the patient flow priority process includes criteria from a number of sets of standards that
address various aspects of patient flow, from preventing infections to providing timely diagnostic or surgical
services. This provides a comprehensive picture of how patients move through the organization and how
services are delivered to them, regardless of the department they are in or the specific services they receive.
During the on-site survey, surveyors rate compliance with the criteria, provide a rationale for their rating, and
comment on each priority process.
Priority process comments are shown in this report. The rationale for unmet criteria can be found in the
organization's online Quality Performance Roadmap.
See Appendix B for a list of priority processes.

INTERPRETING THE TABLES IN THIS SECTION: The tables show all unmet criteria from each set of
standards, identify high priority criteria (which include ROPs), and list surveyor comments related to
each priority process.
High priority criteria and ROP tests for compliance are identified by the following symbols:

High priority criterion
ROP

Required Organizational Practice

MAJOR

Major ROP Test for Compliance

MINOR

Minor ROP Test for Compliance
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Priority Process Results for System-wide Standards
The results in this section are presented first by priority process and then by standards set.
Some priority processes in this section also apply to the service excellence standards. Results of unmet
criteria that also relate to services should be shared with the relevant team.

Priority Process: Planning and Service Design
Developing and implementing infrastructure, programs, and services to meet the needs of the populations
and communities served.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Since the last survey, the organization has strengthened its family program and has designed a service
stream to care for the unique needs of victims of human trafficking who are referred to Freedom From
Addiction (Freedom) from various police services across Ontario. Community partnerships are integral to
the success of this new service stream and the organization is commended for making important
connections to promote it across the province, establishing clear referral pathways to and from Freedom,
and collecting ongoing feedback from partners.
There is good alignment between the strategic, operational, quality, and safety plans. Indicators reflect
the priorities of the organization and include both quantitative and qualitative measures. Operating plans
are monitored, and progress is reported. The organization may want to consider the use of scorecards and
graphics as an efficient and effective means of capturing and reporting its progress with staff, clients,
families, alumni, and community partners. Posting hard and electronic versions of such a scorecard are
known to strengthen input, buy-in, transparency, and a sense of collective ownership.
The organization is planning to renew its current strategic plan in January 2022. There are mechanisms in
place to collect data and generate reports about the effectiveness of its programs and services. The detox
and treatment clients, family members, alumni, and community partners provide ongoing real-time
feedback in regularly scheduled surveys and meetings.
While the organization has completed a thorough community needs analysis, it may be beneficial to use
the results of a SWOT analysis that can be continuously updated as health and service need change and
new challenges arise. Furthermore, Freedom is encouraged to use multiple channels to ensure the
participation of partners and clients including those of the new human trafficking service when
developing its next strategic plan.
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Priority Process: Resource Management
Monitoring, administering, and integrating activities related to the allocation and use of resources.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Freedom has two revenue streams. One is generated from client fees and the other, from the Solicitor’s
General Office and the Ontario Native Women’s Association (ONWA), both supporting the transportation
and treatment costs for both men and women who are victims of human trafficking and referred to
Freedom for detox and treatment.
The organization’s controller is responsible for invoicing, inputting, and paying all payables, employee
payroll, and prepares the financial statements that are given to the chartered accountant for the
preparation of year-end, annual and audit reports.
A process is in place to manage the purchase of supplies and capital expenses. Needs are documented
and submitted to the Leadership Committee. These decisions are overseen by the Executive Vice
President. In addition, financial responsibilities are included in the Executive Vice President’s succession
plan.
It is recommended that the organization consolidate these procedures into a fiscal management section in
its overall policies and procedures manual.
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Priority Process: Human Capital
Developing the human resource capacity to deliver safe, high quality services.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
The organization creates a safe and healthy work environment that is aligned with its strategic goals and
values. A number of concrete examples that demonstrate the leadership’s commitment to workplace
health and safety include the provision of explicit safety protocols tailored to the victims of human
trafficking service stream; the use of communication devices among staff; leaders promoting the
importance of family and self-care; flexible work schedules; access to paid continuing professional
development; and opportunities to assume work assignments that foster leadership skill development.
Staff attributes these working conditions to a very good employee retention rate.
There are weekly check-ins and an open door policy for staff to debrief about any workplace or personal
challenges that are in place. These became even more important to provide reassurance and support to
the team during the various lockdowns of the COVID-19 pandemic. Staff with young children felt the
challenges of the demands of home-based learning that became a reality for many.
The staffing pattern is aligned with the 24/7 needs of the residential program and was designed to meet
both their addiction and trauma. Staffing resources are allocated to ensure robust family and aftercare
programs. The organization incorporates Indigenous healing and wellness practices and will soon be
recruiting an Indigenous counsellor in response to the growing number of Indigenous clients.
Succession planning is well underway for key leadership positions. Staff members are engaged in various
aspects of planning. Leaders are encouraged to keep delegating which will continue to develop a
distributed leadership approach. This will help sustain the planning and improvement work and further
develop in-house leaders.
Performance appraisals are collaborative and completed in three months for newly hired staff and then
yearly. The organization is encouraged to add the organization’s values, quality, and ethical decisionmaking to its hiring and appraisal processes. This can support the organization's current efforts to recruit
candidates who fit with the organization's values. It can also further serve as a staff engagement strategy
that promotes living the values and contributing to a culture of quality improvement and ethical decisionmaking.
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Priority Process: Integrated Quality Management
Using a proactive, systematic, and ongoing process to manage and integrate quality and achieve
organizational goals and objectives.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Quality is a value that is embedded in the organization’s strategic and operational plans. The quality
improvement plan is integrated with known safety and risk factors unique to the organization and its
services.
Routine audits and input collected from clients, families, and community partners in real-time inform
improvements. Examples of these include recent changes to the urine drug screen criteria for
participating in aftercare services and adjusting the physical activities of clients undergoing medical detox
in order to mitigate the risk for falls. Committees are in place to facilitate the ongoing collection of
feedback and input from the medical detox services, community partners, and families.
The organization is commended for staying current about service trends and needs. This is exemplified by
the team following the most current practice guidelines for the treatment of opioid addiction, developing
a comprehensive online psychoeducation program for families; establishing aftercare and alumni zoom
recovery meetings, and creating a human trafficking service stream. This particular service was developed
in response to an increasing number of human trafficking survivors and a lack of intensive and specialized
trauma-informed addiction treatment.
Since the last Qmentum survey, it is evident that the organization developed a more structured client and
family engagement strategy. The process for collecting input is structured and documented.
As part of its ongoing quality improvement journey and to further strengthen buy-in and ownership of
quality improvements, it is recommended that the organization introduces new staff to the principles of
quality improvement at orientation, reference the quality strategy in the employee and client handbooks,
increase the engagement of clients and families in quality projects, and increase staff training on the
principles and practice of quality improvement to support quality champions at the front-line. In addition,
the organization is encouraged to communicate and promote its quality indicators and achievements on
its website and with its partners more broadly.
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Priority Process: Principle-based Care and Decision Making
Identifying and making decisions about ethical dilemmas and problems.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Since the last survey, the organization has created a more user-friendly ethics framework. In addition to
the framework, the organization has a comprehensive code of conduct. In addition to the code of
conduct, staff accesses their respective regulatory colleges and other professional practice groups.
Team meetings include discussions and collaborative decision-making about ethical issues. To further
deepen the use of the framework, the organization may want to invite staff to lead a case study/review at
a staff or clinical supervision meeting.
While Freedom From Addiction is not engaged in research, its leaders expressed an interest in formally
evaluating its blind methadone tapering approach and the new human trafficking service stream, both of
which will need a strong research ethics framework.
Ethical issues may not all be related to the care of clients. The organization is encouraged to further use
the framework in its business, professional, and human resource decisions/practices.
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Priority Process: Communication
Communicating effectively at all levels of the organization and with external stakeholders.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
The organization has further developed its information management system since the last survey in 2017.
It is impressive! It is comprehensive, user friendly, and designed to generate administrative and clinical
data and reports. Clinicians and leaders use these to inform service design, client treatment plans, quality
improvements, and both operational and administrative decisions. Adjustments to the information
management system are ongoing and informed by continuous feedback.
Communication with clients and families is clear and consistent, which was validated during the client
focus group. The community committee provides an effective means for the leadership to hear first hand
and in real time from partners. Partners describe the organization as very open to feedback and
responsive to queries.

Accreditation Report

Detailed On-site Survey Results
16

Qmentum Program

Priority Process: Physical Environment
Providing appropriate and safe structures and facilities to achieve the organization's mission, vision, and goals.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Organization gets regular fire and health and safety inspections annually to make sure that it is still
meeting all the applicable laws and codes in an ever-changing world.
Ecolab has been chosen to be their preferred provider for detergents, cleaning and sanitization supplies
and they have a very modern Sink and Surface Gun for disinfection which is effective against COVID -19
virus.
Sharps and knives are always locked in the kitchen area to keep them away because clients participate in
cleaning duties every day.
Back-up systems are well thought out e.g., fire alarm monitoring is connected to the local Fire station, for
water shut down, 500 litres of bottled water are stored, for hydro shut down only emergency lights are
available at strategic points, candles, batteries, flashlights, mattresses in sealed containers and 14 days of
food supplies are stored for disasters like earthquake emergencies. The physical space is managed and
organized to support smooth flow in the supply chain
Equipment and supplies are sorted into key areas for ease of retrieval.
Client personal effects are stored safely and securely.
There is minimal evidence of programs to support the environment such as composting and recycling.
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Priority Process: Emergency Preparedness
Planning for and managing emergencies, disasters, or other aspects of public safety.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
The COVID-19 pandemic response led to the development of a number of quality improvement initiatives
in the agency. A review of sanitization products was conducted to ensure that they are effective against
the coronavirus while meeting food safety standards within food prep areas. A cross-agency staff
response resulted in the chef taking on responsibility for procurement ensuring food safety and buildingwide sanitization supported by a vendor. Additional responsibilities included ensuring accessible storage
of supplies in the event of a 14-day lockdown due to an outbreak. PPE supply was secured through
government sources, with initial barriers to access overcome as addiction agencies were not initially
identified as health facilities. Both staff and clients have ready access to PPE with an established supply
chain in storage. Innovative mist sanitizer guns are strategically placed to ensure staff have access. Foam
hand sanitizer dispensers are placed throughout the facility with no gel-type sanitizer available due to
client safety reasons.
Existing policies and procedures for outbreak mitigation have been updated and revised to address
potential COVID-19 outbreaks. Sanitation procedures were escalated to an hourly cycle. The agency
developed and implemented screening, testing, masking, and additional evidence-based strategies
recommended by public health officials to manage potential COVID-19 outbreaks. The success of the
coordinated response to the pandemic by staff at every level of the agency has meant that there has been
no outbreak to date. The involvement of clients, families, alumni, and staff in supporting the
implementation of a coordinated COVID-19 response is a strength of the agency and the people who are
connected to it.
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Priority Process: People-Centred Care
Working with clients and their families to plan and provide care that is respectful, compassionate, culturally
safe, and competent, and to see that this care is continuously improved upon.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
A major strength of this organization is its commitment to seek and incorporate, through a variety of
formal and informal channels, input from clients and families.
The clinical approach is tailored to each individual client and family. its people-centered care philosophy is
communicated during the recruitment of candidates. Trauma-informed care is a pillar of the
organization's clinical model. This was validated by clients, families, staff, and community partners.
Barriers restricting access to the organization are responded to in a timely manner. For example, early
during the COVID-19 pandemic, clients who were eligible for admission to the facility, were not given
priority to COVID-19 testing in their home communities. The advocacy efforts of the leadership team
resulted in having this clientele recognized as being high risk for COVID-19 and could therefore proceed to
treatment with a negative test result. Where barriers are beyond the control of the organization, the team
at Freedom is quite tenacious about removing or minimizing them.
The organization is commended for integrating Indigenous practices into its programming. Access to
interpreters is also available to support clients whose first language is not English.
Pre-admission, admission, and exit plans are completed in full partnership with clients and families.
Psychoeducation and counselling are available to families. The organization allocates resources to support
aftercare and follow-ups. Clients and families can reach back out to the organization for ongoing relapse
prevention support.
The client handbook was amended as changes arose and this was exemplified by the appended COVID-19
safety requirements for residential care. To further engage clients and families in quality improvement,
the organization should make reference quality in the handbook, reinforcing the value of having their
input and participation.
This is the first time the organization has been surveyed for the people-centered care standard. It is
commended for having established a structured and disciplined process to collect and integrate the voices
of clients and families.
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Priority Process: Patient Flow
Assessing the smooth and timely movement of clients and families through service settings.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Services at Freedom is accessed using a fee-for-service model. Service queries lacking funds for treatment
are redirected to a centralized access point in Ontario and provided with information on how to access
publicly funded resources. Callers are made aware of the fee through their initial inquiry by phone to the
agency. Initial referral inquiries are kept on file and tracked in order to ensure accurate numbers of clients
in the queue. The agency does not have a waitlist. Clients typically enter the program within two weeks of
the first inquiry.
The organization’s Executive Vice President has secured funding to remove barriers for victims of sexual
trafficking. A funding agreement with the Ministry of the Attorney General provides access to 42 days of
treatment as well as access to virtual follow-up care upon program completion. Clients who are victims of
sex trafficking will receive access to service within 48 hours through a coordinated community response
ensuring that they receive a PCR test result within 48 hours. Access to Freedom treatment is coordinated
through police, Indigenous community partners, and staff at the agency. This innovative funding
agreement supports timely access to services for vulnerable clients who would not have a direct path to
trauma-informed addiction treatment. Agency staff work to secure housing and support for clients in the
community following treatment using an interprovincial lens to access services.
All potential clients are screened using the pre-admission form which includes medical records, referral
source, substance use history, emergency contacts, client image, risk of seizure, medical conditions,
mental health, and other physical health conditions. The pre-admission information is reviewed by the
agency physician and any potential risks are highlighted in collaboration with nursing and the intake
coordinator. Inquiries regarding suicide are made throughout the process.
Upon admission, clients meet with the nurse and intake coordinator. Clients complete a 72 hour medically
supervised isolation protocol. Following this period clients complete a biopsychosocial assessment, as well
as informed consent and consent to release information forms. A client-centered approach puts client
safety and engagement at the forefront of the intake flow. For safety reasons clients consent to having
emergency contacts notified should they discontinue treatment. Treatment is based on an emotional
recovery model with links to community resources such as Alcoholics Anonymous through a sobriety
coach.
Clients who complete a course of treatment have access to follow-up alumni treatment. Families of clients
are able to access alumni family groups regardless of treatment outcome. Alumni group access has shifted
to virtual during COVID-19. Staff report improved access for some families and clients switching to virtual
and this model may be sustained. Freedom develops partnerships with multiple community resources to
support recovery
support
recovery post-treatment.
post-treatment.
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Prior to the pandemic, Freedom had developed a network of agencies to support client access and
community supported recovery for clients and families. The COVID-19 pandemic led Freedom to develop
relationships with York Regional Health in order to access PPE and other COVID-19 safety tools despite
resistance from the local health authority. Leadership worked to overcome barriers to PPE in order to
continue in-person treatment. COVID-19 safety protocols such as screening, continuous masking, PCR and
rapid tests, and most recently vaccination passports, have allowed Freedom to continue to serve clients
and avoid any outbreaks.
Despite multiple challenges presented by the pandemic, this agency has strengthened its partnerships
with the community, continued service for clients, and continued to improve access and care for
vulnerable populations. The removal of barriers to access trauma-informed addiction treatment for
vulnerable populations is a remarkable achievement for this small but mighty agency. They have met the
criteria for identifying and addressing barriers that prevent access to care.
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Priority Process: Medical Devices and Equipment
Obtaining and maintaining machinery and technologies used to diagnose and treat health problems.
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
There are only several basic vitals measurement instruments, and they are classified as non-critical. At the
class, they are good for reuse with a hydrogen peroxide wipes after each use. Only blood sugar monitors
and glucometers are one use needles and strips which are discarded after each use and are individually
owned by clients. The sanitization checklist is completed by all nurses at the sanitization station. The
checklist is reviewed by the nursing supervisor with nursing staff involved in improvements. There have
been no outbreaks resulting from the use of medical devices. A record of sanitization is maintained.
Nurses have input into the sanitization checklist. Training for medical equipment is given at the start of
their employment and for new brand or new equipment is completed by email which nursing staff print
and sign. Information is stored in the employee file.
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Service Excellence Standards Results
The results in this section are grouped first by standards set and then by priority process.
Priority processes specific to service excellence standards are:
Infection Prevention and Control for Community-Based Organizations
Implementing measures to prevent and reduce the acquisition and transmission of infection among staff,
service providers, clients, and families
Medication Management for Community-Based Organizations
Using interdisciplinary teams to manage the provision of medication to clients
Clinical Leadership
Providing leadership and direction to teams providing services.
Competency
Developing a skilled, knowledgeable, interdisciplinary team that can manage and deliver effective
programs and services.
Episode of Care
Partnering with clients and families to provide client-centred services throughout the health care
encounter.
Decision Support
Maintaining efficient, secure information systems to support effective service delivery.
Impact on Outcomes
Using evidence and quality improvement measures to evaluate and improve safety and quality of
services.
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Standards Set: Infection Prevention and Control Standards for
Community-Based Organizations - Direct Service Provision
Unmet Criteria

High Priority
Criteria

Priority Process: Infection Prevention and Control for Community-Based Organizations
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Priority Process: Infection Prevention and Control for Community-Based Organizations
Sterile products are not required for the addiction treatment and rehabilitation.
Leased medical critical devices are not used in the organization.
COVID-19 pandemic has required IPAC to make fresh policies and procedures to make changes to the
required practices in the organization. Potential clients are asked to have all their health needs to be
sorted out before entering addiction treatment, especially regarding infectious diseases.
Flu: Flu vaccination education and information is provided to clients and staff every year but there is no
compulsory vaccination policy.
COVID-19: Organization has instituted a compulsory vaccination policy against COVID for staff only but
clients are not forced for vaccination, however, they have to get a negative PCR test at admission. The
leaders got Public Health to hold several vaccination clinics in the facility since March 2021.
The sanitization method has been improved with the "Sink and Sanitize" gun.
Results of the evaluation are shared through social media.
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Standards Set: Medication Management Standards for CommunityBased Organizations - Direct Service Provision
Unmet Criteria

High Priority
Criteria

Priority Process: Medication Management for Community-Based Organizations
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Priority Process: Medication Management for Community-Based Organizations
Medication management standards within the community agency are overseen by the Nurse Supervisor
with input from the Agency Physician. The Agency Physician has an established working relationship with
the pharmacy with orders for methadone completed weekly. Any errors or problems with shipments of
medications are addressed directly with the pharmacy and staff indicate that this is a rare occurrence.
Once medication arrives for the pharmacy, nurses enter the information into the MAR. High alert
medications such as insulin are dispensed in pre-filled pens. A very limited supply of narcotics is kept on
site within the locked medication cart. Daily audits and counts are recorded by two nurses at shift change.
A list of abbreviations for do not use has been posted in the medication storage and dispensary areas.
Information is updated as required.
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Standards Set: Substance Abuse and Problem Gambling - Direct Service
Provision
Unmet Criteria

High Priority
Criteria

Priority Process: Clinical Leadership
The organization has met all criteria for this priority process.

Priority Process: Competency
The organization has met all criteria for this priority process.

Priority Process: Episode of Care
The organization has met all criteria for this priority process.

Priority Process: Decision Support
The organization has met all criteria for this priority process.

Priority Process: Impact on Outcomes
The organization has met all criteria for this priority process.

Surveyor comments on the priority process(es)
Priority Process: Clinical Leadership
Dr. Markus assesses the client immediately upon admission for medical, mental and addiction issues and
liaises with outside family physicians, psychiatrists, and addiction services for medication lists. Nurses
connect with the pharmacy to get an up to date medication list for the physician to complete the best
possible medical history (BPMH).
The marketing team is very active. The organization is very active on social media and alumni members
are its ambassadors. This remains on the ongoing quality improvement list.
This is after 72 hours of completion of bio-psycho-social history is completed by clients and family. Two
universally accessible bedrooms are available on the main floor. From initial orientation to ongoing
education and cross-job training is provided for staff to fill in the case of staff shortage as was the case
during COVID-19 times. Team members continue to provide care during their recovery period.
Priority Process: Competency
These are entered into human resource files regularly. This is provided at orientation and renewed every
year. All staff uses FYIdb for documenting all notes. It is done every three months and every twelve
months. There is a budget set aside for staff education. It is defined in the operational plans. This is
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months. There is a budget set aside for staff education. It is defined in the operational plans. This is
evaluated through client surveys and team surveys. An employee of the month is published in all media.
Staff and clients learn it using Handbooks given to them when they start.
The Health and Safety Committee is active in promoting occupational health regulations. This is achieved
through in-house training.
FYIdb has a form to be filled out to report any of these incidents.
The staff gets regular education re: healthy living, smoking cessation, and harm reduction. The
organization has named the spiritual space as Inspirational Corner.
Priority Process: Episode of Care
All potential clients are screened using the pre-admission form which includes medical records, referral
sources, substance use history, emergency contacts, client image, risk of seizure, medical conditions,
mental health, and other physical health conditions. The pre-admission information is reviewed by the
agency physician and any potential risks are highlighted in collaboration with nursing and the intake
coordinator. Inquiries regarding suicide are made throughout the process.
Upon admission, clients meet with the nurse and intake coordinator. Clients complete a 72 hour medically
supervised isolation protocol.
A nurse takes the complete medication history upon admission and the physician cross-checks that the
next day and resolves any discrepancies.
Name, date of birth, and client photo are used for identification. Following this period, clients complete a
biopsychosocial assessment, as well as informed consent and consent to release information forms. A
client-centered approach puts client safety and engagement at the forefront of the intake flow. For safety
reasons clients consent to having emergency contacts notified should they discontinue treatment.
Treatment is based on an emotional recovery model with links to community resources such as Alcoholics
Anonymous through a sobriety coach.
Clients who complete a course of treatment have access to follow-up alumni treatment. Families of clients
are able to access alumni family group regardless of treatment outcome. Alumni group access has shifted
to virtual during COVID-19. Staff report improved access for some families and clients switching to virtual
and this model may be sustained. Freedom develops partnerships with multiple community resources to
support recovery post-treatment.
Prior to the pandemic, Freedom had developed a network of agencies to support client access and
community-supported recovery for clients and families. The COVID-19 pandemic led Freedom to develop
relationships with York Regional Health in order to access PPE and other COVID-19 safety tools despite
resistance from the local health authority. Leadership worked to overcome barriers to PPE in order to
continue in-person treatment. COVID-19 safety protocols such as screening, continuous masking, PCR and
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continue in-person treatment. COVID-19 safety protocols such as screening, continuous masking, PCR and
rapid tests, and most recently vaccination passports have allowed Freedom to continue to serve clients
and avoid any outbreaks.
Despite multiple challenges presented by the pandemic, this agency has strengthened its partnerships
with the community, continued service for clients, and continued to improve access and care for
vulnerable populations. The removal of barriers to access trauma-informed addiction treatment for
vulnerable populations is a remarkable achievement for this small but mighty agency. They have met the
criteria for identifying and addressing barriers that prevent access to care.
Priority Process: Decision Support
The organization has been using EMR named FYIdb and it has served the organization well for the last five
years.
It has an updated MAR and other updates to allow staff, counsellors, nurses. and sobriety coaches to
enter notes. The level of access is graded upon the level of hierarchy of the organization.
Notes are entered using SOAP format.
Old paper files are stored off-site after five years and will be destroyed when Leadership decides.
Currently very few paper files exist, and electronic data storage will have to be stored for 40 years.
The flow of information is ensured by directing all staff to enter notes within 24 hours of the interaction.
Record-keeping practices are audited and results are shared.
Priority Process: Impact on Outcomes
The organization is very progressive and decided to use Suboxone instead of Methadone for detoxification
and withdrawal symptoms for opiate addiction after looking at all the evidence-based guidelines. Risks to
clients from all potential sources are important from the first contact with the organization and requesting
a complete bio-psycho-social profile is one clear evidence for it. The family is asked for their input via a
questionnaire for risk and safety concerns.
Clients in detox or on withdrawal management are not allowed to use any gym equipment as evidence of
avoiding high-risk activities.
Information and feedback are collected from staff, clients, families, and alumni through surveys.
Aftercare program brought out the issue of smoking weed after discharge. It was discussed in the
Outcome Committee and a new THC policy was included in the after-care program for the first six weeks.
Quality improvement activity had started family care as a pilot program and was implemented across the
board after evaluation and positive outcome.
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board after evaluation and positive outcome.
Quality improvement activities are shared with Staff, Teams, clients, families, community, and board
members thru newsletters, annual reports, and social media.
Another initiative has been under discussion about bringing all future training online but a decision has
not been reached.
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Instrument Results
As part of Qmentum, organizations administer instruments. Qmentum includes three instruments (or
questionnaires) that measure governance functioning, patient safety culture, and quality of worklife. They are
completed by a representative sample of clients, staff, senior leaders, board members, and other stakeholders.

Canadian Patient Safety Culture Survey Tool: Community Based
Version
Organizational culture is widely recognized as a significant driver in changing behavior and expectations in
order to increase safety within organizations. A key step in this process is the ability to measure the presence
and degree of safety culture. This is why Accreditation Canada provides organizations with the Patient Safety
Culture Tool, an evidence-informed questionnaire that provides insight into staff perceptions of patient safety.
This tool gives organizations an overall patient safety grade and measures a number of dimensions of patient
safety culture.
Results from the Patient Safety Culture Tool allow the organization to identify strengths and areas for
improvement in a number of areas related to patient safety and worklife.
Accreditation Canada provided the organization with detailed results from its Patient Safety Culture Tool prior
to the on-site survey through the client organization portal. The organization then had the opportunity to
address areas for improvement. During the on-site survey, surveyors reviewed progress made in those areas.
• Data collection period: May 17, 2021 to May 21, 2021
• Minimum responses rate (based on the number of eligible employees): 15
• Number of responses: 15
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Canadian Patient Safety Culture Survey Tool: Community Based Version: Results by Patient Safety
Culture Dimension
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*Canadian average: Percentage of Accreditation Canada client organizations that completed the instrument
from January to June, 2021 and agreed with the instrument items.
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Worklife Pulse
Accreditation Canada helps organizations create high quality workplaces that support workforce wellbeing
and performance. This is why Accreditation Canada provides organizations with the Worklife Pulse Tool, an
evidence-informed questionnaire that takes a snapshot of the quality of worklife.
Organizations can use results from the Worklife Pulse Tool to identify strengths and gaps in the quality of
worklife, engage stakeholders in discussions of opportunities for improvement, plan interventions to improve
the quality of worklife and develop a clearer understanding of how quality of worklife influences the
organization's capacity to meet its strategic goals. By taking action to improve the determinants of worklife
measured in the Worklife Pulse tool, organizations can improve outcomes.
Accreditation Canada provided the organization with detailed results from its Worklife Pulse Tool prior to the
on-site survey through the client organization portal. The organization then had the opportunity to address
areas for improvement. During the on-site survey, surveyors reviewed progress made in those areas.
• Data collection period: May 17, 2021 to May 21, 2021
• Minimum responses rate (based on the number of eligible employees): 18
• Number of responses: 18
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Worklife Pulse: Results of Work Environment
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Organization's Commentary
After the on-site survey, the organization was invited provide comments to be included in this
report about its experience with Qmentum and the accreditation process.
The report prepared by Accreditation Canada does an excellent job of detailing the nature and extent
of services that we provide at Freedom from Addiction Inc. The report accurately describes the
many successes we have had with the services we provide to Victim Services and Human Trafficking
clients. It also validates us in our efforts to provide client-and-family- centered care. On the other
hand, it accurately describes the many challenges we faced and overcame throughout the Covid-19
Pandemic.
Based on the recommendations made by Accreditation Canada our immediate goals are to continue
strengthening and diligently following our Covid-19 protocols to continue maintaining the level of
safety that we have sustained thus far. We will also be focusing on effectively and consistently
communicating our Quality Improvement Initiatives to the valued clients, families and communities
we work with. Our long-term priorities include building our succession plan to ensure that Freedom
from Addiction Inc. can endure any changes that may occur in leadership, without sacrificing our
exceptional standards.
Overall, we feel this report captures the pride and efforts we take in providing exceptional care to our
clients, their families and the community.
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Appendix A - Qmentum
Health care accreditation contributes to quality improvement and patient safety by enabling a health
organization to regularly and consistently assess and improve its services. Accreditation Canada's Qmentum
accreditation program offers a customized process aligned with each client organization's needs and priorities.
As part of the Qmentum accreditation process, client organizations complete self-assessment questionnaires,
submit performance measure data, and undergo an on-site survey during which trained peer surveyors assess
their services against national standards. The surveyor team provides preliminary results to the organization
at the end of the on-site survey. Accreditation Canada reviews these results and issues the Accreditation
Report within 15 business days.
An important adjunct to the Accreditation Report is the online Quality Performance Roadmap, available to
client organizations through their portal. The organization uses the information in the Roadmap in
conjunction with the Accreditation Report to ensure that it develops comprehensive action plans.
Throughout the four-year cycle, Accreditation Canada provides ongoing liaison and support to help the
organization address issues, develop action plans, and monitor progress.

Action Planning
Following the on-site survey, the organization uses the information in its Accreditation Report and Quality
Performance Roadmap to develop action plans to address areas identified as needing improvement.
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Appendix B - Priority Processes
Priority processes associated with system-wide standards
Priority Process

Description

Communication

Communicating effectively at all levels of the organization and with
external stakeholders.

Emergency Preparedness

Planning for and managing emergencies, disasters, or other aspects of
public safety.

Governance

Meeting the demands for excellence in governance practice.

Human Capital

Developing the human resource capacity to deliver safe, high quality
services.

Integrated Quality
Management

Using a proactive, systematic, and ongoing process to manage and
integrate quality and achieve organizational goals and objectives.

Medical Devices and
Equipment

Obtaining and maintaining machinery and technologies used to diagnose
and treat health problems.

Patient Flow

Assessing the smooth and timely movement of clients and families through
service settings.

Physical Environment

Providing appropriate and safe structures and facilities to achieve the
organization's mission, vision, and goals.

Planning and Service Design

Developing and implementing infrastructure, programs, and services to
meet the needs of the populations and communities served.

Principle-based Care and
Decision Making

Identifying and making decisions about ethical dilemmas and problems.

Resource Management

Monitoring, administering, and integrating activities related to the
allocation and use of resources.

Priority processes associated with population-specific standards
Priority Process

Description

Chronic Disease
Management

Integrating and coordinating services across the continuum of care for
populations with chronic conditions
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Priority Process

Description

Population Health and
Wellness

Promoting and protecting the health of the populations and communities
served through leadership, partnership, and innovation.

Priority processes associated with service excellence standards
Priority Process

Description

Blood Services

Handling blood and blood components safely, including donor selection,
blood collection, and transfusions

Clinical Leadership

Providing leadership and direction to teams providing services.

Competency

Developing a skilled, knowledgeable, interdisciplinary team that can
manage and deliver effective programs and services.

Decision Support

Maintaining efficient, secure information systems to support effective
service delivery.

Diagnostic Services:
Imaging

Ensuring the availability of diagnostic imaging services to assist medical
professionals in diagnosing and monitoring health conditions

Diagnostic Services:
Laboratory

Ensuring the availability of laboratory services to assist medical
professionals in diagnosing and monitoring health conditions

Episode of Care

Partnering with clients and families to provide client-centred services
throughout the health care encounter.

Impact on Outcomes

Using evidence and quality improvement measures to evaluate and
improve safety and quality of services.

Infection Prevention and
Control

Implementing measures to prevent and reduce the acquisition and
transmission of infection among staff, service providers, clients, and
families

Living Organ Donation

Living organ donation services provided by supporting potential living
donors in making informed decisions, to donor suitability testing, and
carrying out living organ donation procedures.

Medication Management

Using interdisciplinary teams to manage the provision of medication to
clients
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Priority Process

Description

Organ and Tissue Donation

Providing organ and/or tissue donation services, from identifying and
managing potential donors to recovery.

Organ and Tissue Transplant

Providing organ and/or tissue transplant service from initial assessment to
follow-up.

Point-of-care Testing
Services

Using non-laboratory tests delivered at the point of care to determine the
presence of health problems

Primary Care Clinical
Encounter

Providing primary care in the clinical setting, including making primary care
services accessible, completing the encounter, and coordinating services

Public Health

Maintaining and improving the health of the population by supporting and
implementing policies and practices to prevent disease, and to assess,
protect, and promote health.

Surgical Procedures

Delivering safe surgical care, including preoperative preparation, operating
room procedures, postoperative recovery, and discharge
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