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Nelina’s life’s journey began in 
a small town of Sogod in the 
Philippines. She later completed 
her Bachelor of Science degree 
in Elementary Education at the 
University of Visayas. Upon 
graduation, she worked as a 
substitute teacher on the Island 
of Mactan. Nelina is a proud 
parent of one. Her son is presently 
completing the CNA (Computer 
Network Administration) program 
at NAIT. 

Nelina has been with ICE for over 
five years. Initially she had little 
knowledge of homecare, but after a 
few home visits, she says she fell in 
love with the job and knew she had 
found her calling. She says the most 
satisfying part of her job is being 
able to help her clients remain in 
their own homes. Her satisfaction 
comes from knowing that she is 
doing something good in her life 
and that she has made a positive 
difference in the lives  of others. 
Nelina reports that she loves seeing 
the smiles on her client’s faces when 
they greet her at the door or when 
they tell her that they look forward 

to seeing her again. 

Nelina has provided exemplary 
care to her clients in the homecare 
department. In her second year 
of employment with ICE, Nelina 
was among ten employees who 
were awarded with the “Award of 
Appreciation”. The criteria for this 
award are “Demonstrates working 
knowledge of ICE policy and 
procedures. Flexible and Reliable; 
Strong organizational skills and 
high level of client care; Excellent 
reporting and documentation 
skills; Positive Team approach.” 
Nelina possesses those qualities 
and more.  In the last year, she 
successfully attained the Health 
Care Aide Certificate through the 

Prior Learning Assessment and 
Recognition (PLAR) process at 
Nightingale. 

In her free time, Nelina enjoys 
reading a good romance novel to 
help her unwind and relax. She says 
she would like to be able to do more 
travelling and would love to go to 
China one day and visit the Great 
Wall. She also loves spending time 
with her son. Nelina is a valued 
member of the ICE homecare team. 
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Client Success Story – Mike
Mike spends weekends with his parents on their farm near 
Turner Valley, and he has lived with his supportive roommate 
near Blackie, Alberta for over 3 years. 

At both of his homes, Mike helps with the chores, works and 
plays with the dogs, and drives his “gator” (a cross between 
small green utility vehicle and a quad) around the yard. Mike is a 
very capable driver and he has been known to help dig trenches 
with a backhoe. He loves everything and anything with wheels. 

Mike likes to keep busy. With the assistance ICE, Mike secured 
and now works supported by his staff at two part-time jobs. His 
first job is at the new Tim Hortons in Okotoks where Mike has 
many duties: he looks after garbage, washes the walls, clears off 
tables, washes dishes, cleans the drive through and parking lot, 
helps within the drive through, helps with the sandwich board 
(food preparation) and socializes with the customers. 

Mike also works at the Super 8 Motel in High River. He was 
originally hired to vacuum the common areas and complete 
bottle recycling. As time has passed, Mike has increased his 
responsibilities. He now assists the maintenance man to keep the 
entire hotel in top working order. Mike assists with: cleaning the 
pool, testing the pool chemicals, carpet shampooing, plumbing 
repairs, cleaning the breakfast room, grounds keeping and even 
cleaning and replacing light bulbs on the 25 foot ceiling from 
a hydraulic jack. Mike has even started to help 
the manager with paperwork. He does the 
shredding and hole punches paperwork and 
places it into binders, plus much more. Mike 
has become a very valuable employee. Even on 
his days off, Mike may show up at the motel 
because he loves his job so much.  

Mike also enjoys bowling, swimming, skating, 
fishing, playing baseball, going camping and 
he is an active member of the Meadow Lark 
Theatre Group. Mike loves hockey, is an avid 
fan of the Okotoks Oilers. 

Mike loves to tease and joke. He is very creative 
at finding new ways to make people smile and 
laugh. He has a great smile and an awesome 
sense of humor. He is very kind hearted and has 
a great many friends that he likes to spend time 
with. Congratulations, Mike on your ongoing 
success!

ICE has a TD 
Group RSP plan!

If you are eligible, 
ICE will match your 

contributions! 
Refer to  

Policy 3.4.18. ICE 
 Savings/Pension Plan.

To sign up, please  
contact Linna Roem 

at (780) 453-9664.

INCENTIVE FOR REFERRING EMPLOYEES
Here’s how it works!

If you refer a person to ICE who successfully meets our hiring 
requirements and completes three-month probation with a 
minimum of 120 hours worked, you will receive $50.00. Take 
advantage of this great opportunity. 
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Thank        You!

Ada Henry received a thank you card 
from the Chief Operating Officer and 
her Manager for her quick actions 
in intervening to stop a client from 
crossing the street before it was safe 
to do so. Ada received a Mainstay end 
table. Great job, Ada! 

Nisha Khan was commended for her 
devotion and support efforts in visiting 
her client everyday they were ill and 
in the hospital. Nisha received a Wood 
Etagere lamp. Thank you for your 
dedication, Nisha!

Proactive Behavior Intervention 
 
March 3rd, 2011, 9am-5pm 
March 17th, 2011, 9am-5pm 
March 31st, 2011, 9am-5pm

TRAINING

At the February 2nd, 2011 Edmonton Health and 
Safety meeting, Committee Members; (left to right) 
Ursula Prudhomme, Lorena Mencias and Ruby 
Williams were congratulated on their attendance at 
15 Health and Safety meetings. Each member was 
presented with a Committee Member jacket for their 
commitment to enhancing the health and safety of 
all ICE employees. Congratulations!  

Li Chan Bian received a thank you 
card and a George Foreman grill and 
Pyrex dish for making sure that her 
program’s sidewalk is always clear 
of snow. ICE is grateful to have you 
on our team, Li!
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The Right to a Safe and Healthy Worksite
Workers in Alberta are fortunate as legislation is in 
place to ensure our right to a safe and healthy worksite. 
Both employers and workers have obligations under 
the Occupational Health and Safety Act, Code and 
Regulations. ICE complies with this legislation. By 
following policy and procedures, employees can 
ensure they are following the law as well. 

Who will assist you if you have Health and Safety 
Concerns at ICE?

If you have any issues or concerns about your safety, 
or another staffs’ safety, you are obligated to report 
it as per (ICE policy 3.5.1, and Alberta Occupational 
Health and Safety Legislation Regulations  2(2), July 
2009.  You can report it to your supervisor, a member 
of the Health and Safety Committee or by making a 
submission in the health and safety boxes available in 
regional offices. 

Your Health and Safety committee is composed of 
employees from different areas (field and office) 
working together to improve your work environment 
by:

●	 Reviewing policy;
●	 Reviewing hazards and taking action based 

on findings in order to ensure that controls are 
developed to mitigate risks;

●	 Bringing forth employee concerns to 
management;

●	  Reviewing employee injury/illness/near 
miss investigations across the province and 
making recommendations. Information on these 
incidents and the committee’s recommendations 
is shared each month in the ICE Page newsletter 
so that all employees are informed of hazards 
and identified controls.

What are workers expected to do to assist in Health 
and Safety at ICE?

●	 Know your responsibilities under legislation and 
follow health and safety regulations as well as 
ICE policy and procedures;

●	 Work safely! This includes: operating equipment 
safely, using or wearing any equipment, 
protective devices, or clothing (i.e. safe footwear, 
gloves) that is required by ICE. Do not do 
anything that could cause another person to get 
injured;

●	 Address Hazards. 
Employees should correct 
hazards immediately 
if the task is within 
the employee’s 
capabilities and alert others to the hazards. 

●	 Communicate with supervisors to report hazards 
in the workplace and inform co-workers as 
well using ICE ICE documentation processes 
(incident reports, staff communication logs). 
Report any missing or defective equipment or 
protective devices immediately. 

●	 Report workplace injuries/ health concerns 
as soon as possible and ensure the proper 
documentation is completed.

●	 Respond appropriately to client behaviour. Be 
informed and effective in implementing planned 
procedures on client files. NEVER sacrifice 
your own safety for the safety of a client, but 
still try to protect them as much as possible in a 
dangerous situation.

●	 CALL 911 WHEN: 1) There are weapons 
involved. 2) There is an imminent risk of 
physical assault. 3)There is any other extremely 
dangerous situation.

●	 Use and become familiar with ICE Health and 
Safety resources available including: ICE Policy 
Manual, Health and Safety Binder, Health and 
Safety Meeting Minutes, Orientation Manual, 
Hazard Assessment and Control Document 
Master and Site Specific Hazard Assessments, 
Bulletin Board Postings, ICE newsletters etc…

●	 Refuse to work when a situation will put you or 
others in ‘imminent danger.’ Imminent danger 
refers to any danger that is not normal for the 
job, or any conditions under which an employee 
would not normally work. Employees have the 
right and responsibility to refuse to perform 
such work.

●	 Know the members of your regional Health and 
Safety Committee and contact them as needed to 
advocate for your health and safety.  

Your regional Health and Safety Committee meets 
monthly. Meeting times and locations are published 
in the ICE Page.  We are here to serve you. 



www.icenterprises.com

  

Page 5

March 2011

2.2.2 CLIENT CONFIDENTIALITY
Independent Counselling Enterprises places a high 
priority on the right to confidentiality as it pertains to 
service provision. Service is provided in accordance 
with the Health Information Act (HIA), the Freedom of 
Information and Protection of Privacy Act (FOIP), and 
the Personal Information Protection and Electronic 
Documents Act (PIPEDA).

All confidential information is collected, used, 
disclosed, and disposed of as per information and site 
security policies (see Policy 3.9.1 Site Security and 
3.9.2 Information Security). 

1.	 Any information pertaining to Independent 
Counselling Enterprises’ clients or their families 
will be held in strict confidence. No information 
will be released without written consent from the 
client and/or guardian and the funding source as 
appropriate.  

2.	 Independent Counselling Enterprises employees 
must sign a Standards of Confidentiality when 
hired. Violating this Standard is grounds for 
discipline up to and including dismissal for 
cause. (Copy of the Standards of Confidentiality 
follows). All policies regarding confidentiality are 
reviewed during Pre Employment Training with 
new employees.  Additionally, confidentiality 
policies are reviewed in the company newsletter.

3. Information Technology Security:

· All computers are protected by a server 
access password and a 10-minute screensaver 
password.

•	 Confidential client information will not be 
stored on personal electronic equipment. 
To protect client rights’ no photographs or 
video clips are permitted to be taken on any 
employee’s cell phone or any other personal 
electronic equipment (see Policy 3.8.12 
Telephone/Cell Phone Use and other Personal 
Electronic Equipment). 

· Email can only be accessed by the intended 
recipient, through password protection.  

· Confidential information is only saved to the 
office servers.  Confidential information is not 
saved on individual hard drives.  Servers are 

protected with passwords and firewalls, as per 
current available technology.

· Servers have restricted access.

4. Telephone and Fax Security:

· Confidential information faxed to the agency is 
received in a secure location. Access is limited 
to approved personnel. 

· Confidential information is not left on voice-
mail intended for clients or employees.

· Access to voice-mail within I.C.E. offices is 
password protected and accessible only to 
appropriate personnel. 

· If faxes are sent to employees at home, the 
sender will verify that the recipient is physically 
there to receive the fax.  

· Faxes are all sent with a cover sheet that 
contains no confidential information.

5. Office Security:

· Field employees are classified as visitors for 
safety and security purposes.

· An I.C.E. employee in all offices greets visitors 
(see Policy 3.5.7 Visitors /Contractors)

· An  I.C.E.  employee  accompanies all visitors 
in an office area at all times. 

· Offices are secured after hours by monitored 
alarm systems. 

· All client and employee files are stored in filing 
cabinets, locked when not in use.

6. Transportation:

· Home Care employees never have access to 
a complete client file and so would never 
transport it.  These employees may carry 
confidential information including a client care 
plan.  This is given only for new clients or when 
significant changes to the client’s care plan 
have occurred.  Only the required information 
is given: for example if the worker is familiar 
with the client’s address, the address will not 
be given.

· Community Rehabilitation Support Staff 
2.2.2 CLIENT CONFIDENTIALITY, con't on page 6



www.icenterprises.com

 

Page 6

March 2011

Residential and Non-Residential may carry 
client files or other confidential information 
to and from medical or health appointments. 
This documentation must be signed in and out 
using the site logbook.

· Support employees may be issued a computer-
generated schedule if they have several clients 
in a day.  This schedule is generated to only 
include the client’s first name and last initial or 
house name.  No other identifying information 
appears on this schedule.

· Support employees may also carry their own 
documentation of visits if they work with 
clients that are not at I.C.E operated sites (i.e. 
contact notes, activity sheets, client verification 
forms, time sheets, critical and general incident 
forms).  Support employees are to keep this 
documentation as anonymous as possible by 
only including the client’s first name and last 
initial.  No other identifying information is to 
be included on any of these forms.

· All client information is kept in the trunk of 
the vehicle, or otherwise hidden from view, 
when being transported. Client confidential 
information will not be left in an unattended 
vehicle.

· All employees carry with them only the 
information required to perform safe, effective 
and quality service.  Documents not required 
in a given day are stored in the office, or at 
an I.C.E. operated site, or a secure area of the 
support employee’s home if they do not work 

at an I.C.E. operated site. Access is restricted 
to the I.C.E. employee. When the support 
employee is off duty, all documents are stored 
in this secure area of their home.

7. In the Client’s Home:

· All non-residential clients will have a care plan 
in their home, if the client and/or guardian 
have agreed.  This care plan contains only 
the name of the client and the description of 
support service as approved by CH Home 
Care.  It is kept in a closed folder and placed in 
an area of the client’s choosing, usually on top 
of the fridge.  I.C.E. leaves no other information 
in the home, other than names and telephone 
numbers of contacts for service.

8. Disposal of Confidential Information:

· Support employees with information that is no 
longer needed are to return this information to 
the office to be recorded and stored or disposed 
of, as appropriate.

· All confidential information that is no longer 
needed within the offices is shredded at the 
office by a shredding machine, or by an on-site 
shredding service.

· All confidential information that is to be stored 
is kept within locked filing cabinets within the 
office, or at a secure storage facility with 24 
hour monitoring.

Updated October  2009- forms to follow

Find frequently used forms at

www.icenterprises.com

2.2.2 CLIENT CONFIDENTIALITY, con't
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Health and Safety Minutes
3.1 Review of Regional Health and Safety 
Minutes
Northwest Region 
Meeting minutes date: January 12, 2011
Review of Employee Injuries 
December 20, 2010 – Staff was assisting 
client out of her building. Client stepped 
down, lost balance and fell. Staff hand was 
caught between client and a sharp edge on 
the door frame. Staff had a cut to her ring 
finger on her right hand.
Recommendations:
Client should use a wheelchair for her 
community access to increase safety to staff 
and client as she is known to fall frequently
Additional Recommendation:
OT assessment if it has not been completed.
Calgary Region
Meeting minutes date: December 22, 2010
Review of Employee Injuries
November 15, 2010 – Residential staff was 
cleaning stairs, doing it from top to bottom. 
Missed a step and fell backwards, landing 
at the front door.
Recommendations: Staff should count steps 
as they clean. Explore alternative means of 
cleaning stairs. This particular staff should 
not clean stairs in this manner any longer 
as balance changes may have occurred 
following recent surgery
Additional Recommendations:
Clean the stairs from bottom to top.
Review of Near Miss
November 26, 2010 – Staff drove an 
agitated client home. Client had become 
upset following an instance of being caught 
taking something in the convenience store. 
Recommendations: Policy reviewed 
regarding not transporting a client within 
3 hours of behavior escalation. Staff was 
informed of strategies to use to avoid 
increasing client agitation immediately 
after incidents of this nature.
3.2 Evaluation of current  Injury 
Investigations
Review of Employee Injuries
January 14, 2011
Staff was shoveling and was trying to chip 
ice; staff felt pain on the upper part of their 
right hand. 

Recommendations: Use salt and instead 
of chipping the block ice, use a different 
technique of tool use to avoid injury. I.E. 
scrape across the ice.
January 27, 2011
Staff was repositioning a client; staff twisted 
a muscle and hurt their back. 
Recommendations: A consultation was 
completed with an OT regarding safe 
strategies to provide care to this individual. 
Ongoing training refreshers for staff.
January 6, 2011 
Staff was driving on the street with the 
right of way; another vehicle  ran a red light 
and hit the staff’s vehicle.
Recommendations: When roads and 
intersections are icy, make sure all traffic on 
cross route is stopped successfully before 
entering the intersection with your vehicle.
January 31, 2011
Staff was returning to shift when the staff 
fell on ice and landed on their back. 
Recommendations: The walkway at the 
program needs to be assessed, to ensure 
that it is being shoveled/ salted and sanded 
properly/regularly. Staff to wear ice grips.
January 27, 2011
Staff was on their way out from a Home 
Care visit; staff slipped and hurt their back. 
Recommendations: Staff to wear ice grips 
and proceed with caution.
January 15, 2011
Staff stopped at a stop light, the car behind 
them slid and hit their car from behind.  
Recommendations: Turn on your vehicle 
lights to help your vehicle to be seen in 
poor visibility conditions i.e. fog, snow, and 
smoke.  In slippery weather conditions, 
when stopping, keep a bit of room for your 
car to move forward. Then if you look in 
your mirror and see a car behind you 
having trouble to stop, you have a bit of 
space to pull forward which may avert a 
collision. 
January 26, 2011
Client fell while out in the community, 
client refused to get up on their own. 
Staff attempted to help lift client and this 
resulted in a fall by staff too.
Recommendations:  
Staff and clients who are active out in the 

community during icy conditions should 
wear ice grips. Do not try to lift a person 
who has fallen. Instead monitor/alert 
others to protect the person’s safety from 
hazards in the area (i.e. vehicles etc.) until 
they are able to arise on their own. If they 
are injured and can not arise, call 911. 
3.3 Evaluation of  Near Miss Investigations
January 21, 2011
Staff was side swiped by another vehicle.
Recommendations: Maintain defensive 
driving habits as much as possible (i.e. 
checking mirrors).  When lane width is 
restricted due to heavy snow fall, use the 
inside lane for enhanced safety.
Jan 31, 2011
Staff fell on the way to work.
Recommendations: Be vigilant. Wear ICE 
grips.
Dec 15, 2010 
Staff was moving around the house without 
turning the lights on. Staff bumped into the 
glass coffee table and broke the glass. 
Recommendations: Overnight staff to 
consider use of a night light or having a 
flashlight readily available on overnight 
shifts. H&S also recommends an alternate 
(less hazardous) wooden table or padded 
hassock as a replacement for the glass table.
3.4 Review of COR Audit 
The group reviewed 2010 COR audit (pages 
19-26)
3.5 Review of Hazard Assessment and 
Control Document - Master
The group reviewed pages 37-39. 
Recommendations for revisions to the 
HACD Master were made.  Next meeting 
will start from– Travel on Wet/Slippery 
Surfaces.
4.1 March ICE page articles and reminders
Corinne suggested a feature on the ICE 
Health and Safety Committees in each 
region and the various functions of the 
committee.
Corinne to compose a Safety article.
4.2 Policy Review
The group reviewed Policy 3.5.10 
Emergency Procedures all services) & 
Emergency Preparedness Plans (Residential 
Programs Operated by ICE).


