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Children's Centre Thunder Bay improves the quality of life for children
and youth within their family and community environments.
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INTRODUCTION

Why Do a Client Satisfaction Questionnaire?






To identify opportunities for agency improvements
To ensure that resources are allocated effectively
To develop a proactive response to emerging issues
To provide validation and feedback to clients
To identify what clients want and need as opposed to what we “think” they want and need

CCTB’s Commitment to Client Satisfaction
As always, CCTB is committed to ensuring that programs and services are meeting the needs of its
clients. As a result, the agency engages in a systematic review process and analysis of client feedback
in order to monitor the quality of its programs and services.
Feedback from clients is vitally important to CCTB as it helps to assess service expectations and
satisfaction levels. This information is used to inform decision-making and strategic planning which is
particularly important for many public service organizations like CCTB, that face the never ending
challenge of achieving balance between increasing demands for programs and services with ongoing
funding limitations. CCTB strives to be transparent and accountable to the community and clients it
serves.

Client Satisfaction Questionnaires are delivered in 3 different ways at CCTB

1. Upon service closing
2. Following education sessions or
group services
3. Through a random sampling of clients
currently receiving services
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Random Sampling Method
At CCTB, random sampling occurs during a time-limited “blitz” at a minimum of every two years. This
process was initiated in 2010 and has occurred bi-annually since then as a Quality Assurance priority.
Most recently a blitz occurred from Monday May 2 to Thursday May 12, 2016. During this 9-day period,
clients (adults and youth) were greeted at the front entrance of CCTB’s main office by staff and were
asked if they would be willing to complete a paper survey. These surveys were also offered to clients at
community locations (e.g. Stat Unit, Day Treatment). Upon completion of the survey, participants were
offered a $2.00 gift card for Tim Horton’s.
Most participants completed the surveys while on-site although there were some who took the survey
off-site and returned the completed survey to reception in the weeks that followed. As the surveys were
completed, they were submitted to reception and they were inputted into an electronic version through
Survey Monkey. Approximately 70 CCTB staff participated during the “blitz” representing a wide range
of programs, services and roles within the organization.

Survey Design

There were 22 statements/questions in total using a variety of
response options with opportunities to provide additional
comments in most areas.
The layout of the survey is summarized below:

 One initial question identifying the age of the child or youth involved with services at CCTB
 Ten key statements relating to the experience of participants while receiving services at CCTB with
the options of: Strongly Disagree, Disagree, Agree, Strongly Agree, Not Applicable

 One statement relating to the overall experience with CCTB using a scale of 1 to 10, from a very
negative experience to a very positive experience

 One question asking if there was a crisis at the time of seeking services; participants were asked to
choose yes or no

 One question asking about challenges or barriers in getting services; 11 options were offered with
one being “other”

 Two questions relating to the Walk-In Counselling Clinic with the options of yes or no
 One question relating to the level of improvement in well-being since getting help at CCTB using a
scale of 1 to 10, from a very negative rating to a very positive rating

 One broad question asking if there is anything CCTB can do to make their experience better with
the options of yes or no

 The final four questions provided participants with the option of identifying their name and contact
information if they were interested in participating in a future focus group or follow up from CCTB in
response to the survey
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RESULTS OF THE CLIENT SATISFACTION QUESTIONNAIRE

A total of 312 adults participated in the survey,
identifying themselves as a parent, guardian or
caregiver of a child or youth.
A total of 60 youth participated, identifying their age as
somewhere between 10 and 18 years.

QUESTION #1
Parent/Guardian/Caregiver: In what age group is/are your child(ren) or youth?

60.0%
50.0%

276 adult participants responded

40.0%
30.0%
20.0%
10.0%
0.0%
0-6 yo

7-12 yo 13-18 yo

Youth: How old are you?
14
12
10

60 youth participants responded

8
6
4
2
0
10 yo

11 yo

12 yo

13 yo

14 yo

15 yo

16 yo

17 yo

18 yo
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QUESTIONS #2-11
Participants were asked to rate their level of agreement with the 10 statements below.
The results were very favourable as illustrated (Strongly Agree/Agree combined):
RESPONSES FROM ADULTS ONLY:

There were approximately 303 responses per question

96%

I feel welcome when I come to CCTB

95%

I am treated with respect at CCTB

CCTB embraces my culture, values & diversity

85%

93%

I have a positive relationship with my CCTB worker(s)
The services I receive are focused on my strengths
and needs both

87%

My worker responds to my calls in a timely manner

87%

My worker explains things to me in a way that is easy
to understand

92%

82%

My worker involves other services when necessary
CCTB ensures that I have the same opportunities to
access and receive services as anyone else

89%

80%

I was able to get services at CCTB when I needed to

0%

N/A

Strongly Disagree

10%

Disagree

20%

30%

Agree

40%

50%

60%

70%

80%

90%

Strongly Agree
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QUESTIONS #2-11
Participants were asked to rate their level of agreement with the 10 statements below.
The results were very favourable as illustrated (Strongly Agree/Agree combined):
RESPONSES FROM YOUTH ONLY:

There were 59-60 responses per question

96%

I feel welcome when I come to CCTB

98%

I am treated with respect at CCTB

86%

CCTB embraces my culture, values & diversity

93%

I have a positive relationship with my CCTB worker(s)

The services I receive are focused on my strengths and
needs both

89%

70%

My worker responds to my calls in a timely manner

My worker explains things to me in a way that is easy
to understand

95%

My worker involves other services when necessary

74%

CCTB ensures that I have the same opportunities to
access and receive services as anyone else

91%

78%

I was able to get services at CCTB when I needed to

0%

N/A

Strongly Disagree

10%

Disagree

20%

30%

Agree

40%

50%

60%

70%

80%

Strongly Agree
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QUESTIONS #2-11 cont’d
ADDITIONAL COMMENTS:
Overall, the comments made were largely by adults. There were very few comments made by youth.
The number of responses was varied by question. The most comments were in response to question
#11 which related to accessing services when needed. This particular topic prompted numerous
responses about wait times. These comments are summarized/listed below.

#2. I feel welcome when I come to CCTB.

Responses from Adults Only

14 comments

Strengths:
 “always friendly and greeted with smiles
 “they always say hi and ask how I am”
 “upbeat and positive”
 they've been the best”
 “easy to start conversations”
 “he received services through daycare, very welcoming there”

Responses from Youth Only

Other:
 “they came to me - I do not feel
comfortable going to the building”

8 comments

Strengths:
• “everyone is nice”
• “people are nice and funny”
• “I love this place!!”
• “feels like a second home”
• “I feel safe”
• “I do feel welcome every time I walk in to see friendly faces”

Other:
 “I don’t know”
 “sometimes my therapist
annoyed to be here”

seems

#3. I am treated with respect at CCTB.

Responses from Adults Only

3 comments

Strengths:
 “always”
 “always given time to express concerns, values, opinions
without judgement

Responses from Youth Only

Other:
 “don’t go to the centre itself”

1 comment

Strengths:
• “no one is mean”
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#4. CCTB embraces my culture, values and diversity (e.g. language, gender, traditions, ethnicity,
LGBTQ etc.).

Responses from Adults Only

3 comments

Strengths:
 “no issues”
 “non-judgemental”

Responses from Youth Only

Other:
 n/a to my experiences with CCTB

1 comment

Strengths:
 “I love the support of the LGBT and community”

Other:

#5. I have a positive relationship with my CCTB Worker(s).
Responses from Adults Only

8 comments

Strengths:
The majority of comments were very positive and participants
named specific workers who they have great relationships with,
describing them as: wonderful, great, amazing, approachable and
friendly. Some other
 remarks include:

“goes above and beyond to meet her needs and is inclusive
with me”
 “the homework provided for my son is fun for both of us and
helps him really practice his sounds”
 both social work and speech therapy are great”
 “the SHARP program people are wonderful”

Responses from Youth Only

Other:
 “the first worker we had was not very
helpful and wanted to stop seeing my
child so we requested a different
worker”
 “yes, very sad to see her move into a
different area”

2 comments

Strengths:
The two comments were very positive about specific workers who
were named and described as awesome and a great help in
overcoming many obstacles.

Other:

#6. The services I receive at CCTB are focused on my strengths and needs both.

Responses from Adults Only

10 comments

Strengths:
The majority of comments were positive, some of which are
included as follows:
 “excellent with my 5 year old child who has been receiving
services since she was 2”
 “absolutely, always answers my questions about my son”
 “the appointments made were fairly quick”
 “absolutely, it is a balanced approach”
 “great programs”

Other:
 “parent in SAP - doesn't feel the focus
is on him”
 “not sure where to get that kind of help”
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Responses from Youth Only

1 comment

Strengths:

Other:
The only comment made indicated that the
youth did not understand the question.

#7. My Worker responds to my call in a timely manner.
Responses from Adults Only

10 comments

Strengths:
The majority of comments were generally positive, some of which
are included as follows:
 “very reliable”
 “always promptly responded to”
 “feel very comfortable when called just prior to a meeting to
make sure I felt comfortable”
 “bypassed wait period - a nice surprise”
 “always”
 “usually within a few hours, always same day”

Responses from Youth Only

Other:
 “not sure”
 “I guess”

3 comments

Strengths:

Other:
 “I don't call her”
 “I usually don't call my worker”
 “haven't had to call”

#8. My Worker explains things to me in a way that is easy to understand.

Responses from Adults Only

6 comments

Strengths:
 “yes and if I don't understand she explains it to me so I do”
 “very down to earth”
 “Speech Pathologists have all been welcoming and so
Knowledgeable”
 “very easy to talk to and great at explaining things so my
husband and I understand fully”

Responses from Youth Only

Other:
 “not sure”
 “just starting”

1 comment

Strengths:
 “uses metaphors and easy to understand everyday examples”

Other:
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#9. My Worker involves other services when necessary.

Responses from Adults Only

14 comments

Strengths:
 “recommended parenting services”
 “gives examples of what I can do”
 “referrals made”
 “always asks if I have any concerns with anything”
 “great evaluation to fully get all the support we need”
 “yes, assessments - psychological, outside supports; very
helpful”.
 “___ is great at this”
 “referred to a psychologist”

Responses from Youth Only

Other:
 “have yet to receive services”
 “has not been needed”
 “parent feels they don't need other
services”
 “not sure, still waiting to find out”

1 comment

Strengths:
 “had to get involved with the eating disorder clinic when I
needed it”

Other:

#10. CCTB ensures that I have the same opportunities to access and receive services as
anyone else.

Responses from Adults Only

7 comments

Strengths:
 “yes”
 “I would have no reason to feel any other way”
 “house calls and after hours”

Responses from Youth Only

Other:
 “can't compare”
 “as a single parent using public
transportation, I found the intake
process difficult”
 “as an employee I have encountered
many barriers in receiving services”
 “just a very long wait list-did not get
services until my child started school”
1 comment
Other:
The only comment made indicated that the
youth did not understand the question.

#11. I was able to get into services at CCTB when I needed to.

Responses from Adults Only

43 comments

Strengths:
The large majority of comments were about the long wait for
services, describing the wait anywhere from several months to one
year and beyond. Selected remarks are included below:


“initially some waiting, but reopened quickly when crisis

Other:
 “long waitlists 2+ years”
 “it took a long time to initially get my
child into to services they were
significantly behind and going through
a transition”
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occurred”
“did have to wait several months to receive services in the past;
got in quickly this time”
“I feel so lucky to have CCTB as a lifeline”
“took a while due to long wait list but once we got in, we got
started right away - it has been pleasant otherwise”
“I was told there would be a long wait list but didn't have to wait
long at all”
“interim services help, but wait lists are very long”
“wait list is long, but once you are in, you are good”
“with 2 little kids and 2 working parents it was tricky to
accommodate our weekly appts. but --- made it work”


















Responses from Youth Only

“there are many children who require
services but wait lists are long - would
like more than 2 sessions”
“there was a waiting list to get in, but
worth the wait, now my son is not going
to be allowed to continue because of
the Government changing the program”
“waited one year on waiting list”
“it took a year”
“6 months wait”
“waiting lists are way too long”
“it took quite a long time to initially see
someone”
“I am aware of wait list so it is difficult
when you are seeking services”
“8 months wait”
“intake was fast, waiting list for specific
service was long”
“waited over 2 years for services”
“close to a year wait for my children to
get services”
“extremely long waitlist - it was awful”
“almost a year wait”
“took a while to get into the speech for
preschool”

1 comment

Strengths:

Other:
 “had to wait almost a year when selfharming”

The issue of wait times is a recurring theme
throughout the report within other areas.
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QUESTION #12
Participants were asked to rate their overall experience in getting into services at CCTB:
300 adults and 58 youth rated their experience

Less Satisfied

1

2

More Satisfied

3

4

5

6

7

8

9

Reasonable

Awful

10
Excellent

Adults

.5%

1%

5%

3%

6.5%

3%

8%

20%

15%

38%

Youth

0%

0%

0%

5%

17%

7%

14%

24%

9%

24%

Comparisons:
40%
35%
30%
25%
20%
15%

Adults

10%

Youth

5%
0%
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QUESTION #12 cont’d
ADDITIONAL COMMENTS:
194 adults and 29 youth provided comments about their chosen rating. There were similarities within
both participant groups. Overall, adult responses were overwhelmingly positive and were primarily
centred within the 3 major themes. Of the youth responses that were positive, they were also within the
same 3 themes. To illustrate this, a selection of these comments is listed below.

IDENTIFIED STRENGTHS
1. STAFF and ATMOSPHERE – Caring, Friendly and Professional
Adults said:






















“really care about their clients”
“feel comfortable and secure”
“just a comfortable vibe from everyone”
“team is knowledgeable”
“excellent people, comforting ,easy to talk to”
“caring staff”
“very friendly and positive”
“made everything very easy and pleasant”
“friendly, genuinely seem to care about our progress, and want to help”
I have met the most friendly and professional people that understand what we are all going through”
“very accessible, knowledgeable, resourceful, compassionate, empathetic”
“questions/issues/concerns are always dealt with in a timely and respectful manner”
“was accommodating to scheduling weekly appointments”
“I used to go when I was a child but had a bad experience, but the staff are great with my children
and make it easier on me by coming to my house or daycare”
“knowledgeable and responsive”
“always friendly and supportive”
“excellent and professional”
“amazing and always very helpful”
“nothing but helpful to our family”
“an approachable person”
“comfortable, safe environment”

Youth said:









“very friendly and welcoming; she made it a safe environment to share my feelings”
“nice staff”
“it was a really friendly experience”
“I've been going here since November and I've been treated very well; I give it an 8 because it has
been very good, but not perfect”
“I always have lots of fun”
“I feel accepted and listened to; almost a perfect community”
“It's a pretty great place”
“I can express my feelings”
13
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2. ACCESS to SERVICES – Easy, Quick and Timely
Adults said:


















“we were followed from daycare to CCTB so getting in was easy”
“it was no issue at all getting help, we are very grateful”
“never had any issues; if there was a wait we had extra programs in the meantime”
“crisis response intake excellent in gauging immediate need and scheduling services and
appointments asap”
“there was a lot of paperwork for my son's referral into speech therapy followed by a waiting period,
however my daughter’s referral, assessment and therapy were all very timely”
“intake was done quickly and I was able to get into services at a good time”
“easy and seamless process and a good overall experience”
“staff pulled together to get my daughter the help she needed quickly as behaviour was escalating”
“I was put in a group I felt I needed pretty fast and it handles all or most issues I have”
“experience in obtaining services for our son was fast and efficient; our worker was organized,
empathetic and overall a great person to help us with our son's needs”
“was surprised at how quickly we were assigned a counsellor; we first utilized the walk in clinic; the
only drawback was that we had to repeat the reasons for seeking help, walk in, intake, counsellor”
“my son was having behaviour issues at his public school with multiple suspensions the timeframe
to get him involved here was awesome”
“we've had two reasons for coming to Children's Centre (Circle of Security and Speech); both
haven't had long wait times”
“it was quickly processed and my son has been improving his speech significantly”
“fairly quickly seen; quickly heard and supported by phone”
“we have received timely services when they became available”
“my daughter requires speech therapy and we received a call right way and got our first
appointment much quicker than expected”

Youth said:
•

“it was really quick to get in and I got in at a hard part in my life which helped”
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3. QUALITY of SERVICES – Helpful, Beneficial and Informative
Adults said:




























“very informative”
“had to access services over a long period of time; have confidence that support is always there”
“experience went extremely well, the worker explained our child's strong and weak points very well”
“the focus is my son's development and he has come a long way”
“we are both on the same page for my child”
“we love everything about CCTB and feel that our son's development wouldn't be the same without
it; our entire family benefits from the toy library, which is also a family favourite”
“programs and therapy for my children have provided them with the tools and confidence”
“services are great yet wait lists are long”
“ABA & IBI have been the best experience”
“they help us with any issues and help us work to improve our son’s way of life”
“I learned a lot in just a short time about life with a teen”
“general support and guidance is provided in a timely and appropriately applicable manner”
“have used many services; all very supportive (parent class, drop in, DBT classes)”
“feel supported; had speech here for my son, also development assessment”
“I’ve learned a lot in ways to help my child improve in his speech language”
“significant improvement with my son's speech”
“very happy and grateful that these kinds of programs are available to us”
“love the workshops, more diversity would be great (in schools, on Kijiji, e-mail etc.)”
“clear/thorough communication with all members
“services provided are appropriate for my child; lots of improvements in his speech/language”
“I'm getting the help I need and I truly believe I'm improving in working through my anxiety”
“assessed in a reasonable time frame”
“services to helpful and respect the needs of our child”
“they qualified that my child needed help - that it was more than a suspicion”
“I have gotten support and knowledge/education”
“tremendous improvement in dealing with her emotions and utilizing tools that she’s been taught”
“extremely beneficial in regards to my children and their positive results”

Youth said:
•
•
•
•
•
•
•
•

“the reason I gave a 10 is because it helped me in long term”
“I haven't been here very long but so far I've had a positive experience”
“I've had nothing but a positive experience”
“getting help”
“I have gotten lot of help”
“I've been involved for a few years, and it went well to start with”
“so far, it's been great”
“I'd give a 10 and it’s excellent”
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IDENTIFIED AREAS OF CONCERN
Although most comments were very positive overall, there were a number of comments that expressed
issues of concern with respect to barriers in obtaining or engaging in services. This most significant
issue of concern was shared by adults and youth alike. Other areas are listed below and illustrated with
a selection of comments.

1. Lengthy Wait Times
Adults said:
• “unable to access services directly for my child; waiting a year and my child has received no therapy”
• “waiting for initial appointment took a long time”
• “waited over a year for counselling services”
• “took a really long time (almost a year) after my doctor made the recommendation; I became increasingly
•
•
•
•
•
•

concerned about my child's delays”
“my son in on the waiting list and he goes through crisis after crisis, still waiting”
“once you are approved for services it is good; when you really need services it is hard to wait”
“my son was hospitalized for suicidal observation and he waited one year for service”
“we called CCTB when we were in a family crisis with lots of stress; it was some time before we got an
assessment, then a long time before we started”
“services are great, just need them faster, for people in need asap!! Walk-Ins are hard for some”
“it took a long time to get in, over two years”

Youth said:
• “it took a while”
• “it took almost a year when it could have progressed into something physically threatening”
• “took some time”
• “I had to wait”

2. Intake Process
Adults said:
• “intake process was difficult due to transportation and family”
• “it was a long and complicated process getting started with the supervised access centre”
• “given info at intake - felt services would have happened sooner; teenager suicidal”
• “lots of moving pieces to coordinate for the supervised access program; longer than expected to get started”
• “had to wait as the custodial parent did not want the service”

3. Not Feeling Heard – Communication Issues
Adults said:
• “just sometimes I feel like they are not listening to me”
• “I feel like my son has a speech impediment but no one else seems to agree”
• “our family still finds the communication to be such a challenge”
• “improvements such as information sharing and making things more transparent can be done”

4. Other Barriers
Youth said:
• “I find it boring”
• “I've had more than one worker, some were not very nice, but did help”
• “kinda tired after school when I show up”
• “I don't really like coming because I don't like talking about it”
16
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QUESTION #13
Were you or your child/youth in crisis when you called CCTB for help?
293 adults and 54 youth responded to this question
80%

69%

70%

63%
60%
50%

Adults

37%

40%

31%

Youth

30%
20%
10%
0%

Yes

No

Overall, the percentage of YOUTH who identified as being in crisis when calling CCTB for
help was HIGHER than that of adults (parents, guardians, caregivers)
ADDITIONAL COMMENTS:
89 adults and 15 youth provided comments in response to this question. The adult responses
suggested that the crisis was due to concerns about their child/youth’s functioning such as:
Youth who were in crisis said:
• “6 years modified days at school”
• “bullying”
• “suicidal, self-harm”
• “parents divorced”
• “threatening to hurt people and violent verbal actions”
• “suicidal”
• “in hospital”
• “was suicidal, had gender issues”
• “ was in a bad crisis of depression, anxiety and
suicidal; CCTB has helped me get better”
• “just moved so it was hard for me”
A few adult comments also suggested that parental issues
such as disability and mental health (depression/anxiety)
exacerbated a sense of crisis.

Mental Health Issues
• Anxiety
• Attachment issues
• Self-Harm
• Depression/Suicidal
• Grief
• Poor Self-Image
Behavioural Issues
• ADHD/ODD
• Regulation Difficulties
• Anger, Aggression,
Outbursts

Developmental Issues
• Developmental Delay
• Medically Fragile
• Severe Autism
• Speech Delays
•

October 18, 2016
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QUESTION #14
Please tell us what challenges or barriers can get in the way for you in getting or receiving
services at CCTB.
189 adults and 38 youth responded to this question
Other
Culture
Language
Lack of Support (family, friends etc.)
Personal Schedule/Commitments

Youth

Lack of Money/Finances

Adults
Transportation
Work Schedule
Lack of Child Care
Location
Hours of Operation

0%

5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

In the “other” category, the large majority of adult responses indicated that wait lists are a challenge
or barrier in getting or receiving services. Youth did not specify in the “other” category.

TOP 3 Barriers or Challenges:

Youth
1. Personal Schedule/Commitments
2. Transportation
3. Work Schedule
Adults
1. Work Schedule
2. Personal Schedule/Commitments
3. Hours of Operation
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QUESTION #15
Are you aware that CCTB has a Walk-In Counselling Clinic?

291 adults and 52 youth responded to this question

No

31%

Youth
Adults
Yes

Responses were the same
for all participants, adults
and youth alike

69%

0%

20%

40%

60%

80%

QUESTION #16
If you answered YES, have you ever used the Walk-In Counselling Clinic?
222 adults and 42 youth responded to this question

71%
No
80%

Youth
Adults
29%

Yes

Responses suggest that
many participants are not
likely to use this service
even if they know about it

20%

0%

20%

40%

60%

80%

100%
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QUESTION #15-16
ADDITIONAL COMMENTS:
41 adults and 7 youth provided comments in response to the above questions referring to the Walk-In
Counselling Clinic. A selection of these comments is listed below.

Adult Responses
Barriers to Using Walk-In Services
Several responses suggested that Walk-In services are not used because there are barriers that can get in
the way including mental health issues and other challenges:
• “high anxiety”
• “won't go to the building”
• “I was struggling”
• “because no car”
• “was denied access to walk in when I was 1 - 2 minutes late”
• “would like to, haven't yet had a chance due to my work schedule”
• “my child struggles to tell new people what is wrong”
• “I probably should’ve accessed this, didn't know”
• “no, it only focuses on one issue, once...not ongoing”
• “I would love to but my disability child takes all my time; I have no help”

Walk-In Services are Not Needed
Several responses suggested that Walk-In services are not used because they are not necessary:
• “I know it’s available; have not needed it yet”
• “have not felt the need so far”
Youth Responses
• “if I did know I wouldn't of needed help anyway”
1 of the 7 youth who responded with
• “don't need it for now; will go when needed”
comments said they had never
• “we were able to get counselling services”
needed to use these services
• “I would if needed”

Experience Using Walk-In Services
Several responses indicated that individuals have used these services for various reasons at various
times; some were using these services for the first time; a couple indicated that services were not helpful:
• “prior to being assigned a counsellor”
• “brought myself and my daughter, was ok”
• “we came for family counselling”
Youth Responses
6 of the 7 youth who responded with
• “my wife and I sought help with parenting a blended family”
comments said they had used these
• “over 4 years ago and again today”
services
• “this is my first time”
• “it’s why I am here”
• “I will be in on Wednesday May 11th”
• “I will be as I have just learned about it”
• “not in the last 2 years”
• “but didn't find the walk-in helpful”
• “go to TB Counselling Centre at times”
• “brought my older son when he was younger”
• I was originally referred to CCTB through walk in counselling in 2011/2012”
• “needed someone to talk to as a result of divorce and layoff”
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QUESTION #17
Has your child/youth’s well-being OR your own well-being improved since getting help at
CCTB?
281 adults and 51 youth rated their experience

Less Improved

1

2

More Improved

3

4

5

6

7

8

9

Somewhat

NO not
at all

10
YES
significantly

Adults

2%

1%

1%

1.5%

21.5%

7%

11.5%

19%

10.5%

25%

Youth

0%

2%

4%

0%

23.5%

6%

19.5%

16%

9.5%

19.5%

Comparisons:
30%
25%
20%
15%
10%
5%

Adults
Youth

0%
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QUESTION #17 cont’d
ADDITIONAL COMMENTS:
180 adults and 26 youth provided comments in response to the above questions in rating their level of
improvement in well-being since getting help at CCTB. A selection of these comments is listed below.
RESPONSES FROM ADULTS ONLY:

1. Less Satisfied  No/Minimal Improvement
Numerous responses in this area indicated that services had not yet started or had just gotten started so
it was too early to tell:
• “it has been only 3 classes, but still good info”
• “recently started services and additional time will determine impact”
• “just started a few weeks ago”
• “it's early yet”
• “still needs to work on speech”
• “just getting started”
• “haven't started”
• “still waiting for service”
• “too soon to tell”
Other responses in this area indicated that there was ambivalence, ongoing challenges or no
improvement yet as a result of services:
• “not sure right now
• “I believe that the children would benefit from a more "natural" exchange between the parents
• “my child's behavior has gotten more difficult to manage and I have become increasingly overwhelmed due to
lack of services directly related to therapy for him”
• “older son’s behaviour issues never really resolved, now an adult experiencing legal difficulties; just beginning
services for younger child”
• “she has a long road ahead”
• “still working on it”
• “medication is more important”
• “I think it will take time with my child”
• “my son doesn't try to change he doesn't care to change”
• “long term services required but not offered, meaning our family is currently left unsupported”
Other responses in this area indicated that there was already a sense of hope even though it was early in
the process of receiving services:
• “just starting services but so far really impressed”
• “just began; feel hopeful already”
• “it has helped in the past and hoping for the same experience”
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2.Somewhat Satisfied – Improvement Underway
Numerous responses in this area indicated that services and progress are underway and there
is some noted improvement:


•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

“we feel we are headed in the right direction”
“services ongoing”
“still learning new technique”
“thought it was a school issue but it's a child issue”
“direction given was positive; child's situation at home proving challenging”
“my son has had a good few weeks; I think part of the reason is simply that he knows we are committed to
working with him”
“M is awesome but we also realize there is no magic fix”
“we are working on things for them now”
“already made some changes that influenced some behaviours”
“has become more independent and we have learned skills to help her cope”
“he is looking at people when he is asked or called; he is learning common communication skills listening and
everyday life skills; he is developing as a person”
“long ongoing process”
“it is going to take an extended period of time for my child to improve significantly”
“it is a work in progress; we have overcome many obstacles and have many more to overcome”
“my son struggles with behaviour and has a hard time with trust; he is still working on this”
“child is speaking better; he is improving”

Numerous responses in this area indicated that there has been improvement in child/youth
well-being as a result of services:
• “has improved quite a bit; still has a long way to go”
• “noticed improvement after receiving services”
• “talking and interacting a lot more”
• “has a better understanding of how to calm down”
• “has been in a better mood and more calm since being able to express herself more easily”
• “my daughter still has some difficulties, however each session, definitely shows some improvement which
•
•
•
•
•
•

does help our family overall”
“doing better; he actually likes talking to his counsellor”
“child's wellbeing - finding coping techniques and building self-confidence, good decision-making skills and an
outlet to express self in a safe environment outside of home”
“she is calmer and more confident; still needs time to overcome anxieties”
“speech has improved”
“my daughter has learned how to cope with emotions and bullies”
“helps for him to talk to someone other than me; hopefully he can learn to control his impulsive behaviour and
we can come up with a solution to help him”

Numerous responses in this area indicated that there has been improvement in parent
well-being as a result of services:
• “I know how to relate certain actions that my children do and learn to communicate better”
• “just having strategies and support improves conflict resolution and understanding of the situation”
• “my wellbeing - becoming more informed”
• “knowing that the support is available has been a big stress relief”
• “I felt more accepted and some of the techniques we were taught to use in parenting group means less
•
•

problems with my child”
“giving me tools, reassurance in coping as a parent”
“feeling supported by staff helps me panic less”
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3. More Satisfied  Significant Improvement
Numerous responses in this area indicated that services has resulted in significant noted
improvement:
• “things are a lot better”
• “since starting the day treatment program, my son has drastically improved his behaviour towards teachers
•
•
•
•
•
•
•
•
•
•
•

and peers”
“N has changed for the better; bad days are less often”
“I see weekly improvement”
“his speech is improving at a rapid pace”
“he has reached most of his goals set out”
“he has improved very well in many areas”
“he is acting out less and using his words more”
“son receives services through CCTB through his daycare; has improved lots”
“son's development; dealing with emotions and getting along well with others has improved drastically over
the last 8 months”
“son has been making improvement after every appointment”
“J has learned lots and has changed a lot”
“my child could not speak and now he speaks in full sentences!”

Numerous responses in this area indicated that services has resulted in significant noted
improvement in parent well-being and the parent-child relationship:



•
•
•
•
•
•
•
•
•
•
•
•
•

“we have both benefitted, our communication is better”
“N has become easier to understand with his speech improvement and can do more things on his own with
his motor improvements which makes things easier for me”
“when my daughter ended up refusing further counselling services were offered to me (mom); Parent
Workshops are so good; please keep them going to the public; I appreciated that very much – helpful”
“very positive for our communication”
“my daughter's speech has improved considerably; we felt supported and feel we were given tools to better
help her at home; doing our homework has also really made a difference and listening to our worker”
“the support I'm receiving is helping me support him more effectively through a difficult transition”
“my children have been involved in speech therapy in their early years; we have received the utmost care,
respect to their needs; we could not be happier”
“my son (any myself) wouldn't be where we are if it wasn't for all the assistance we've gotten from CCTB”
“I feel safe knowing I don't have to do the exchanges”
“by receiving counselling and attending parenting classes. Anger and stress are managed much better”
“Parenting Sessions are helpful”
“me and my son have a relationship again, which is an improvement”
“SAP helped him get to know his child”
“we now see each other frequently”
“my child and I are a lot closer and happier overall since we have been attending CCTB”
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RESPONSES FROM YOUTH ONLY:

1. Less Satisfied  No/Minimal Improvement
Numerous responses in this area indicated that services had not yet started or had just gotten started so
it was too early to tell:
• “just starting”
• “only been for one appt. so I couldn't give an answer”
• “still early”
• “I have been here a few weeks”
• “too soon to tell”
• “I just started”
One response indicated that they had not experienced any improvement at all.

2. Somewhat Satisfied – Improvement Underway
Numerous responses in this area indicated that services and progress are underway and there
is some noted improvement:




•
•
•
•
•
•
•
•
•

“learning still how to identify triggers”
“I have more support”
“my well-being has improved since being here”
“yes it has because good behaviour has been common, more than inappropriate behaviour”
“have learned some new things”
“I have a very understanding worker”
“my counsellor has helped me feel less nervous and feel more open about my feelings and thoughts”
“it’s been helpful”
“she was easy to talk to”
“coping with Intrusive or obsessive thoughts has gotten easier, able to grieve better”
“it's kind of helping”
“I've learned things that help me deal with situations and issues”

More Satisfied Significant Improvement
Numerous responses in this area indicated that services has resulted in significant noted
improvement:
• “my well-being has improved a lot”
• “it's helped out a lot”
• “lots of improvement in my life since I started”
• “it's helped a lot with issues that I've had over the last three years”
• “I am doing much better with counselling and I am learning a lot of new skills”
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QUESTION #18
Is there anything we can do to make your experience at CCTB better?
283 adults and 54 youth responded to this question

Adults

45 adult participants (16%) indicated
that there are things that can be done
to improve their experience while 238
participants (84%) indicated that this
is not necessary

Yes
No

Youth

Yes

7 youth participants (13%) indicated
that there are things that can be done
to improve their experience while 47
participants (87%) indicated that this
is not necessary

No

26
October 18, 2016

QUESTION #18 cont’d
ADDITIONAL COMMENTS:
283 adults and 9 youth provided comments about their experience at CCTB. The large majority of adult
participants indicated that improvements are not required. The most common issue of concern
identified for improvement relates to the intake process and wait times for service. The following
themes were identified for improvements and are illustrated with a selection of comments.
RESPONSES FROM ADULTS ONLY:

Suggested Improvements

Some Comments

Improve Intake/Shorten Wait
Times for Service













Expand Services/Increase
Supports













Improve Accessibility





“speed process”
“reducing wait times”
“please speed up the waiting time for services”
“shorter waiting lists”
“less meetings, shorter wait times”
“I know it's not really possible but shorter waiting times; I have
two children that are/were on long waiting lists”
“less wait lists”
“waiting to hear about Triple P Program; I have left message”
“shorter waiting lists”
“faster intake and consistent worker relationships would have
helped a lot when we needed”
“easier intake”
“more programs for parents dealing with an aggressive child”
“we are in need respite and having difficulty securing any help”
“additional handout (e.g. copy of the power point with room to
add notes on the side, then won't have to write so much and
can pay better attention)
“I would like more specific examples how to handle my child”
“support group for parents of kids with ADHD and anxiety”
“my older daughter required longer term residential support;
she has FASIO - developmental disability and significant mental
health issues”
“better understanding of mental health issues”
“help us and the child find out the problem so we can fix it”
“send home the exercises you do at school so we can be
consistent, and carry it on”
“allow high functioning autistic kids to qualify for more
therapies”
“offer longer term services where needed and make more
available to employees of CCTB”
“better transportation”
“maybe after school hours services”
“receive the help I have requested”
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Suggested Improvements

Some Comments

Improve Communication





Improve Building/
Environment






Other




“more feedback on child's progress and what
practice/approaches/methods are being used”
“information sharing and making information more transparent”
“e-mail list of ongoing courses”
“move out of the building LOL”
“finish the toddler toilet installation in the family washroom,
paint lines in parking lot please, offer alternate staff parking to
more clearly designate parking convenient for clients”
“get a pop machine so I can buy drinks when I forget to buy
them before my visit”
“more food”
“I do feel that there are occasions when there is pointed
sympathy for my daughter's father and I wish there was more
neutrality”
“not that parent knows; parent okay with services here other
than wants to see child outside of here”

Suggested Improvements from YOUTH:






“more dodgeball in gym”
“don't need to come back”
“if I was able to go or drive around on a good day like this, instead of sitting in an office for 2 hours”
“try and be more friendly and at least pretend to be happy to see me, be interested in what I say”
“small places, need bigger room”

AREAS OF STRENGTH:
ADULTS

YOUTH





















“we are all working together to achieve N's goals”
“we are very satisfied”
“we feel CCTB is doing the best they can for J”
“you are doing a good job!”
“we were satisfied with our experience; thank you”
“services are excellent”
“we are completely satisfied and feel lucky to be receiving
services from CCTB”
“satisfied with service”
“continue to do what you are doing”
“keep up the good work & positive experience”
“service is excellent; please keep it up this way”
“you all have been exceptional great!
“from start to finish it has been a great experience”

“it's always been welcoming”
“everything is fine”
“I mean these Tim's cards are great!”
“I like everything here”
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QUESTION #19
What is your name?




130 adult participants responded out of total of 312
18 youth participants responded out of total of 60

QUESTION #20
Would you be willing to participate in any upcoming focus groups at CCTB?
Choices
YES
NO
Total
YES
NO
Total

Adult Responses
44%
56%
Youth Responses
29%
71%

86
108
194
7
17
24

QUESTION #21
Would you like to have a follow up conversation to discuss anything in this Survey?
Choices
YES
NO
Total
YES
NO
Total

Adult Responses
14%
86%
Youth Responses
9%
91%

27
162
189
2
20
22

QUESTION #22
If you answered yes to either of the above, please provide contact information.




117 adult participants responded
9 youth participants responded
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OPPORTUNITIES FOR CONTINUOUS IMPROVEMENT
The Client Satisfaction Questionnaire (CSQ) enables
CCTB to analyze client feedback, along with other
quality assurance initiatives which all contribute to the
organization’s commitment to continuous improvement.
Overall, the 2016 CSQ has produced valuable results
about the level of client satisfaction. This feedback is
critical in maintaining CCTB’s strengths as well as
seeking opportunities for growth.

These are the things that CCTB does exceptionally well. Ongoing monitoring is required to
maintain or exceed the level of client satisfaction.

STAFF AND ATMOSPHERE
The results demonstrate that there is a high level of satisfaction in the way that CCTB employees
interact with clients (adults and youth alike).


Of the 10 rating questions (#2-11), there were 5 questions that received a rating of 90% or higher
(strongly agree/agree combined), suggesting that clients:






Feel welcome when they come to CCTB
Are treated with respect
Have a positive relationship with their worker(s)
Are responded to in a timely manner by their worker

Youth also added that:
 CCTB ensures they have the same opportunities to access and receive services as anyone else


Numerous comments were also made by adults and youth about the positive overall experience
they’ve had at CCTB as a result of the caring, friendly and professional staff

ACCESS AND QUALITY OF SERVICES


Numerous comments indicated that adults and youth experienced:
 Easy, quick and timely access to services
 Helpful, beneficial and informative services
 Improved well-being since getting help at CCTB
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These are the things that CCTB can do better. Careful planning and monitoring are required
to address identified areas of concern and improve the level of client satisfaction.

BARRIERS TO SERVICE
While several responses suggested that many clients were able to access services easily within a
timely manner, several indicated that there are a number of barriers as summarized:
Systemic Issues
 Lengthy wait times for service
 Intake process
 Communication issues
 Hours of operation
 Building/Environment
Personal Challenges
 Personal Schedule/Commitments
 Transportation Issues
 Work Schedule
 Crisis Situation
o Youth indicated that they were more often in crisis when they reached out to CCTB
It is virtually impossible to draw conclusions with certainty in this area. It may be assumed that the large
majority of participants do not experience significant barriers because in actuality, they are able to
utilize the programs and services of CCTB for the most part. It remains unknown what the barriers truly
are for those who are prevented from obtaining the help they need from CCTB as a result of the
barriers they encounter. The barriers identified through the CSQ may provide some insight although
further exploration is required in order to fully understand what the most common barriers are for
prospective clients who not currently utilizing services.

AWARENESS AND USAGE OF WALK-IN COUNSELLING CLINIC
Responses suggest that the majority of participants are aware of Walk-In services, however it is also
indicated that a large majority who are aware of this service option, do not used it for various reasons
including:
 Barriers to service
 Unnecessary
 Not helpful

PROGRAMS AND SERVICES
Responses suggested a need to expand some services and increase supports for specific needs.
It is also noted that participants were not asked to identify the current service or program they were
involved in at the time of completing the CSQ. As a result, it is impossible to analyze results within
program areas.
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NEXT STEPS
As part of CCTB’s commitment to quality, the following steps are recommended:






Review the findings within this report
Identify and prioritize ideas for Continuous Improvement
Develop an action plan with specific recommendations for
implementation
Monitor the action plan; ensure that recommendations are
implemented and evaluated
Share the findings and action plan with stakeholders and
communicate progress along the way

The following process may be helpful in prioritizing IMPROVEMENT IDEAS:
Using the Evaluation Chart below, discuss the ease of accomplishment and potential impact of
improvement ideas. Categorize each idea into one of the four boxes below before developing an Action
Plan.

Goals are DIFFICULT
to accomplish

Goals are EASY to
accomplish

IMPROVEMENT IDEAS - EVALUATION CHART
EASY WINS

HIGHEST PRIORTIY

Quick and simple
improvements

Improvements that are
easily achievable



helps to create a culture of
continuous improvement



few resources are required





high potential to improve
organizational processes or
environment

LOW PRIORTIY

STRATEGIC IDEAS

Improvements that require
substantial investment of
resources

Long-term, high impact
improvements

likely to have low impact



culture change, morale, work
environment, leadership
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