
CANES Community Care began exploring the Radical Efficiency 
Model in 2010. The organization was inspired by the models’ focus 
on finding new ways to improve efficiencies, achieve cost savings 
and explore expansion opportunities that would lead to a seamless 
integration of its programs and services. The agency also teamed up 
with Etobicoke Services for Seniors and Storefront Humber to find 
creative solutions to the challenges that are facing community care.

Background

The organization negotiates the master licence for Procura CRM 
software (Client Relationship Management) in 2010. The report-
ing capability of the software is continuously tested and devel-
oped to meet our growing client base as well as reducing the 
number of scheduling/administrative staff by 2 FTEs.

CANES - REM in Action
   Phase 1 (2010-12)

During this time period, CANES is recognized as the lead agency 
in the CW LHIN for the Home at Last discharge transportation 
program for medical rides and the Seniors Ride Connect 
Program for ADP rides. CANES partners with 12 other agencies 
to expand the program. Ongoing partnerships include; William 
Osler, CW CCAC, Comfort Keepers, Headwaters Health Centre, 
ESS, Dixon Community Services, Punjabi CHS, Malton Neighbor-
hood Services  and others.

CANES introduces an Annual Community Engagement Forum 
and Annual Stakeholder Forum. The feedback received from 
both forums represents opportunities to grow and improve on 
service quality to better meet the needs of the senior population.

CANES develops its own key performance indicators and 
dashboards to ensure that the agency has met all of its perfor-
mance targets from all funders and achieved ‘exemplary’ stand-
ing with Accreditation Canada in 2013.

CANES Community Care takes advantage of its talent within by 
promoting seven employees to higher levels of seniority. These 
promotions were based on their high performance through 
training and mentorship. The practice reduces time and expens-
es related to searching for external candidates to fill vacancies.

Phase 2 (2012-14)
CANES extends its office hours by creating a rotating shift sched-
ule for its Schedulers and Intake Coordinators (M-F 8:00 AM to 
8:00 PM and Saturday & Sunday 9:00 AM to 5:00 PM). 

In a bid to meet the needs of our more complex care clients and 
to enhance the on-site practice for medication management, we 
now have RPNs as Assisted Living Supervisors.

CANES introduces the night shift mobile care unit which consists 
of two PSWs working together during the night shift to provide 
care at Assisted Living sites. This mitigates staff safety concerns 
and the mobile unit has also assisted palliative clients where 
two-person assistance is required.

Introduction of the Embargoed Funds Approach to track agency 
expenses and ensure that a balanced budget is achieved on 
Type 2 funding.

New strategic partnerships are formed with Homewatch 
CareGivers and Everest Home Health Care to increase capacity 
and extend our service area.

Phase 3 (2014 - to date)
Procura Call Me!  is implemented. It’s an automated visit verifica-
tion and alert system. PSW visits are continuously confirmed 
through this system. This software module has reduced the amount 
of time it takes to track PSW home visits and is saving an estimated 
728 hours in administrative time.

The agency is currently working on installing the Procura Care 
Connext portal which was strongly supported at this year’s annual 
engagement forum with the theme focused on Client and Family 
Centred Care. This module will increase client and caregiver 
involvement in service delivery and the agency will have a stronger 
engagement with its clients and the clients’ families and improved 
communication.

The agency is prototyping a new process under the Home at Last 
program. A CANES driver and PSW are now stationed at William 
Osler every morning and so far, this new process is reducing client 
wait times for transportation to be discharged from the hospital. 

CANES is currently participating in a pilot project under the Trans-
portation Seniors Ride Connect program; ACE systems installed a 
hydrogen generator on one of our vehicles and the unit is being 
tracked to determine whether it achieves fuel cost savings and 
reduces emissions.

CANES has held REM working sessions with partner agencies; 
Etobicoke Services for Seniors, Storefront Humber and Punjabi 
Community Health Services for further exploration into ways we 
can improve our efficiencies through partnerships.

The agency held a Prototyping work session and identified further 
prototyping opportunities in three areas; sustainable growth, 
healthy organization culture and mobile expansion (through 
demand creation). The Management team is currently meeting 
with partner agencies and networks regarding expansion and 
growth opportunities in these three identified areas.

CANES Management team has met with the Kipling Acres Admin-
istrator to explore the possibility of expanding the current Adult 
Day Program and establishing a Community Stroke Rehab Centre 
in the upcoming community space at Kipling Acres that will be 
available in 2016.

Furthermore, CANES is currently working on a Palliative Care 
model initiative together with Heart House Hospice and the 
Central West Palliative Care Network; the need for Palliative Care 
programs in the community is growing at a fast rate particularly in 
CANES Assisted Living sites.

To enhance a healthy organizational culture, CANES HR depart-
ment is currently developing an onboarding program for new 
hires, a pilot project will follow. This new program will orient all new 
employees into CANES culture and emphasize our team approach 
to service delivery

The Radical Efficiency Model (REM) has been proven to improve service delivery and it’s a systemic innovation for an ageing population 
(Nesta, 2013) that is outcome based and performance driven while enhancing front line service to clients, family and informal caregivers. 
This practical model has been applied in over 100 organizations around the world but it has never been applied in Canada nor has it ever 
been applied in the Home and Community Care sector. With an ever increasing senior population, several service providers are seeking 
innovative ways to reduce their financial burden while providing quality services without reducing service levels. With all the positive 
feedback received from the new initiatives CANES has embraced to date, the agency is confident that REM is indeed a step forward in the 
right direction.

Wrap up


