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INTRODUCTION
CCTB’s Commitment to Client Feedback
Feedback from clients is vitally important to CCTB as it
allows us to monitor quality through service experiences and
expectations. This valuable information is used to inform our
continuous improvement activities and priorities. CCTB
strives to be transparent and accountable to the community
and clients it serves.

Ontario Perception of Care (OPOC)
The OPOC tool is a validated and evidence-based tool that
standardizes how mental health, addictions, and concurrent
disorder services collect clients’ perception of care. The tool
was developed and validated by the Centre for Addiction and
Mental Health (CAMH). It is copyrighted by CAMH and identified
by Accreditation Canada as an instrument approved for use in assessing client satisfaction/perception
of care for accreditation purposes. A central provincial database and report web portal gives
organizations access to OPOC results which can be filtered and analyzed in a customized manner.
Data from the OPOC is intended to be linked to quality improvement efforts. OPOC enables this by
capturing information on quality improvement indicators. Actionable items make it possible to develop
strategies to address specific issues.

OPOC Blitz Process
In February 2019, CCTB was one of thirteen CYMH agencies that participated in a provincial quality
improvement initiative referred to as the “OPOC Demonstration Project.” The goal was to test out the
tool which could ultimately help agencies to obtain client feedback in order to evaluate their services
internally, locally and provincially against expected standards of practice. This project was viewed as
an opportunity to examine the potential for use of the tool within the CYMH system to support
data-driven decision-making and system level quality improvement. The OPOC survey is designed for
clients 12 years of age and older. For the purpose of the project, a Caregiver Version was created.
The OPOC tool may eventually replace CCTB’s bi-annual CEQ blitz as well as the closing CEQ. A
provincial work group is underway to explore this potential further.
At CCTB, the OPOC tool was implemented over a two week period across specific CYMH programs
and services through a blitz format. The two program areas included in the project were:
- Intensive Services: Home-Based Child and Family Intervention, Day Treatment, Residential
- Counselling and Therapy Services: Infant and Child, Youth, Adolescent

Participation
95 clients completed the survey in total. This included 37 youth and 58 caregivers. CCTB had one of
the highest completion rates for this project.
Youth Responses: 37 in total (35 in Counselling and Therapy and 2 in Intensive Services)
Caregiver Responses: 58 in total (38 in Counselling and Therapy and 20 in Intensive Services)
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Rating System
The findings of the OPOC blitz are summarized throughout the report using the following rating scale
and corresponding colour codes:

GREEN
high
LIGHT GREEN
medium high
AMBER
fair
ORANGE
medium low
RED
low

90-100%
85-89%
80-84%
75-79%
74% and below
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RESULTS
PART ONE: YOUTH (12 Years of Age and Older)
The data for youth is combined and could not be separated. As such, the results are based on 37
responses in total.

DEMOGRAPHIC QUESTIONS
GENDER: 35% Male and 65% Female
AGE: 100% between the age of 13 and 18 years old
RACIAL OR ETHNIC GROUP: 24% First Nations, Metis, Inuit and 76% white
LANGUAGE: 100% English (Mother Tongue)
SEXUAL ORIENTATION: 25% Bi-sexual, 59% Heterosexual, 16% Not Sure/Questioning
BACKGROUND QUESTION
How far along are you in the treatment services and support process?

58%

23%

19%

Just Getting
Started

In Progress

Almost or
Completed

Completed
but still
receiving

Left Early

Don't Know

Prefer no
Answer
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1. ACCESS/ENTRY TO SERVICES Average
QUESTIONS

Weighted
Average Score

1. The wait time for services was reasonable for me.

2.95 (74%)

2. When I first started looking for help, services were available at
times that were good for me.
3. The location of services was convenient for me.

3.05 (76%)

4. I was seen on time when I had appointments.

3.59 (90%)

5. I felt welcome from the start.

3.61 (90%)

6. I received enough information about the programs and services
available to me.

3.50 (88%)

Overall Weighted Average Score:

3.32 (83%)

Colour
Code

3.22 (81%)

FURTHER BREAKDOWN:

1. Wait Time
Reasonable

2. Services
Available

3. Location
Convenient

4. Seen On
Time

5. Felt
Welcome

6. Received
Enough
Information

(4) Strongly Agree

32%

27%

38%

65%

64%

56%

(3) Agree

35%

64%

49%

30%

33%

39%

(2) Disagree

27%

16%

(1) Strongly Disagree
(0) Not Applicable

COMMENTS:

-

First day was rough
I am okay where I attend DBT but I do not like where I see my personal counsellor
Long wait time (I understand and respect why)
Took a while to get into the counselling program. Long wait
Wait times were too long
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2. SERVICES PROVIDED
QUESTIONS

Weighted
Average Score

1. I had a good understanding of my treatment services and
support plan.
2. Staff and I agreed on my treatment and support plan.

3.35 (84%)

3. Responses to my crises or urgent needs were provided
when needed.
4. I received clear information about my medication (i.e. side
effects, purpose, etc.)
5. I was referred or had access to other services when needed
(including alternative approaches).

3.23 (81%)

Overall Weighted Average Score:

3.28 (82%)

Colour
Code

3.31 (83%)

3.15 (79%)
3.34 (84%)

FURTHER BREAKDOWN:

1. Good
Understanding
of Tx

2. Staff and I
Agreed

3. Responses
Provided

4. Info About
Meds

5.
Referred/Access
to Services

(4) Strongly Agree

38%

36%

32%

27%

35%

(3) Agree

60%

58%

54%

32%

46%

27%

14%

(2) Disagree

16%

(1) Strongly Disagree
(0) Not Applicable

COMMENTS:

-

More variety
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3. PARTICIPATION/RIGHTS
QUESTIONS

Weighted
Average Score

1. I was involved as much as I wanted to be in decisions
about my treatment and support.
2. I understood I could discuss options to participate in certain
activities.
3. I was assured my personal information was kept
confidential.
4. I felt comfortable asking questions about my treatment
services and support, including medication.
5. If I had a serious concern, I would know how to make a
formal complaint to this organization

3.43 (86%)

Overall Weighted Average Score:

3.28 (82%)

Colour
Code

3.49 (87%)
3.78 (95%)
3.40 (85%)
3.08 (77%)

FURTHER BREAKDOWN:

1. Involved in
Decisions

2. Could
Discuss
Options

(4) Strongly Agree

51%

50%

78%

47%

30%

(3) Agree

43%

44%

22%

42%

54%

3. Assured Info
4. Felt
Confidential Comfortable

5. Know How
to Make
Complaint

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

COMMENTS:
- Stop telling me what to do
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4. THERAPISTS/SUPPORT WORKERS/STAFF
QUESTIONS

Weighted
Average Score

1. I found staff knowledgeable and competent.
.
2. I was treated with respect by program staff.

3.56 (89%)

3. Staff were sensitive to my cultural needs (e.g., language,
ethnic background, race).
4. Staff believed I could change and grow.

3.66 (92%)

5. Staff understood and responded to my needs and concerns.

3.61 (90%)

Overall Weighted Average Score:

3.63 (91%)

Colour
Code

3.70 (93%)

3.64 (91%)

FURTHER BREAKDOWN:

1.
Knowedgea
ble

2.
Respected
by Staff

3. Sensitive
to Culture

4. Believed

5.
Understood

(4) Strongly Agree

58%

70%

58%

64%

64%

(3) Agree

39%

30%

31%

36%

33%

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

COMMENTS:

-

I like them
Nope, everything in that respect is pretty good
Better matched counselors
---- and ---- were amazing counsellors that helped me get back on track
He's really good
8
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5. ENVIRONMENT
QUESTIONS

Weighted
Average Score

1. Overall, I found the facility welcoming, non-discriminating &
comfortable (e.g., entrance, waiting room, decor, posters, my room if applicable).
2. Overall, I found the program space clean and well
maintained (e.g., meeting space, bathroom, and your room if applicable).
3. I was given private space when discussing personal issues
with staff.
4. I felt safe in the facility at all times.

3.66 (92%)

5. The program accommodated my needs related to mobility,
hearing, vision and learning, etc.

3.66 (92%)

Overall Weighted Average Score:

3.70 (93%)

Colour
Code

3.69 (92%)
3.72 (93%)
3.75 (94%)

FURTHER BREAKDOWN:

1. Facility
Welcoming

2. Clean,
Maintained

3. Given Private
Space

4. Felt Safe

5.
Accommodated
Needs

(4) Strongly Agree

64%

68%

73%

73%

51%

(3) Agree

33%

30%

22%

24%

27%

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

22%

COMMENTS:

-

This is helping me
It's very big, haha…also gets kinda confusing as to which way to go sometimes!
Loved the coffee and tea station =) At first when I came in I was scared but I was
immediately calmed by the workers and staff
Home visits
Overall welcoming place for individuals/patients to talk about their issues with trusted
confidential workers
9
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6. DISCHARGE OR FINISHING THE PROGRAM/TREATMENT
QUESTIONS

Weighted
Average Score

1. Staff helped me develop a plan for when I finish the
program/treatment.
2. I have a plan that will meet my needs after I finish the
program/treatment.
3. Staff helped me identify where to get support after I
finished the program/treatment.

2.88 (72%)

Overall Weighted Average Score:

2.91 (73%)

Colour
Code

2.86 (72%)
3.00 (75%)

FURTHER BREAKDOWN:

1. Discharge Plan

2. Plan Meets Needs

3. Support After Discharge

(4) Strongly Agree

14%

14%

19%

(3) Agree

38%

41%

41%

(2) Disagree

16%

19%

14%

(1) Strongly Disagree
(0) Not Applicable

COMMENTS:

-

What?
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7. OVERALL EXPERIENCE
QUESTIONS

Weighted
Average Score

1. The services I have received have helped me deal
more effectively with my life’s challenges.
2. I think the services provided here are of high quality.

3.32 (83%)

3. If a friend were in need of similar help I would
recommend this service.

3.47 (87%)

Overall Weighted Average Score:

3.42 (86%)

Colour
Code

3.47 (87%)

FURTHER BREAKDOWN:

1. Services Helped Me

2. Services High Quality

3. Would Recommend

(4) Strongly Agree

37%

51%

54%

(3) Agree

54%

40%

34%

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

COMMENTS:

-

I love coming here. It makes me happy to know that this is a place where I won't be
judged based on what I do and who I am. Thank you for helping me =)
Very safe environment to grow and learn
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OVERALL COMMENTS ABOUT HOW TREATMENT WAS HELPFUL:
COMMENTS:

-

Mindfulness
Availability for weekly sessions
It's nice having another outlook into your life to help guide you to make informed choices
Dealing with anxiety. Coping with depression. How to communicate with my mom in a calm and
collected manner
Very welcoming
Weekly access, school visits
---- and ---- were amazing counsellors and I would say that they work amazingly well together and I
would recommend them to anyone
Helped me deal with my emotions a lot better and helped me understand how they worked. I had
somewhere to get my feelings out and talk
Connected with my counsellor - I was able to easily open up and talk to them
Easy to talk to, understanding
Giving me help and to talk about my feelings
Helped me get to a better place and helped me stay alive
I liked how they used pictures and colours to describe things to me
I liked how we personalized my treatment by going over how my week went and using those
situations to learn from
I really liked this counsellor; she's nice
My worker taught/is teaching me coping skills and exercises to help me cope with my
depression/anxiety; They helped me a lot
Talking to people knowing they can't tell no one unless unfollowed by guide lines

OVERALL COMMENTS ABOUT HOW THINGS CAN BE IMPROVED:
COMMENTS:

-

Homework
More chairs in waiting room
I feel like they should have doctors here and not on facetime
Wait time should be shortened
Different treatment methods. Counselors specifically matched with client
I think the service is perfect, and has helped me a lot through my life
At times near the end session I was feeling negative. It would have been more helpful to end
session on a more positive note
I feel like maybe more talking about real life situations
Nothing bad to say
Nothing. I like it the way it is
To not always just talk all the time like doing activities like painting drawling writing. To just not be
sitting around seeing someone write everything down. What you’re saying all the time like
clockwork
I think it’s all good
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PART TWO: CAREGIVERS
For Counselling and Therapy, the results are combined and are based on data from Infant and Child
Services, Youth Services and Adolescent Services. Likewise for Intensive Services, the results are
combined and are based on data from Day Treatment, Home-Based (ICFI) and Residential (STAT).

DEMOGRAPHIC QUESTIONS
AGE:

Counselling & Therapy

Intensive Services
40%

39%
35%

26%
21%
10%
5%

12 & under

8%

5%

13-18

19-25

26-34

35-44

45-54

5%

55-64

5%

65+

Prefer no
Answer

BORN IN CANADA:
-

Counselling and Therapy: 92% said yes
Intensive Services: 94% said yes

One caregiver indicated that they had been in Canada since 1972 and two others since 1997.

LANGUAGE:
100% of all participants said they were most comfortable speaking with their health care
provider in English.

RACIAL OR ETHNIC GROUP:
MULITIPLE CHOICE

Counselling
& Therapy

Intensive
Services

First Nations

11% (4)

9% (5)

Indigenous/Aboriginal - not included elsewhere

5% (2)

5% (3)

Métis

2% (1)

Latin American (e.g. Argentinean, Chilean, Salvadoran)

3% (1)

2% (1)

White - European (e.g. English, Italian, Portuguese, Russian)

22% (8)

18% (10)

White - North American (e.g. Canadian, American)

57% (21)

54% (30)

Black - African (e.g. Ghanaian, Kenyan, Somali)

2% (1)

Mixed heritage (e.g. Black - African & White - North American) specify

4% (2) (Greek)

Do not know
Prefer not to answer

2% (1)
3% (1)

2% (1)
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GENDER:
100% of all participants said they were male or female.

SEXUAL ORIENTATION:
The large majority of participants said they were heterosexual. One participant identified as
bi-sexual, one as other (which they specified as “normal”) and three preferred not to answer
the question.

TOTAL FAMILY INCOME:

Counselling & Therapy

Intensive Services

32%
26.00%

16%

24%

24%

16%

11%

11% 11%

11%

11%
5% 5%
0%

$0-29,999

$30-59,999

$60-89,999 $90-119,999 $120-149,999 $150,000+

Don't Know

Prefer no
Answer

BACKGROUND QUESTIONS
How far along is your loved one in the treatment services and support process?

Counselling & Therapy

Intensive Services

66%
60%

21%
10%

Just Getting
Started

In Progress

5% 5%

5% 5%

Almost or
Completed

Completed
but still
receiving

5%
Left Early

10%

Don't Know

3% 5%
Prefer no
Answer

Other
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Did your loved one give consent for you to be involved in their care?

Counselling & Therapy
89%

Intensive Services

89%

11%

5.5%
YES

NO

SOMETIMES

5.5%

NOT SURE

If you did not feel involved in your loved one’s care team, what were the reasons?
Please choose the option that best represents your experience.
MULITIPLE CHOICE

Counselling
& Therapy

Intensive
Services

1. I did not want to be involved
2. My loved one did not want me involved
3. Staff did not invite me to be a part of the care team

6%

4. Staff said the Privacy Act prevents them from including me
5. N/A, I felt involved
6. Other, please describe:

100%

88%
6%
“I never ask, I do”
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1. CAREGIVER INVOLVEMENT AND ENGAGEMENT
QUESTIONS
& Therapy

Weighted Average
Score
Colour
Intensive
Code
Services

1. I was involved in the process of getting my loved
one’s consent to be involved in their care.
2. I felt welcome from the start.

3.67 (92%)

3.50 (88%)

3.82 (96%)

3.68 (92%)

3. I felt that I was a valued member of the care
team for my loved one.
4. I was included in decisions made about my loved
one’s treatment.
5. Staff kept me up to date on my loved one’s
progress
6. Services were provided at a time that was
convenient for me.
7. Staff understood and responded to my needs
and concerns.
8. If I had a serious concern, I would know how to
make a formal complaint to the organization.
9. My input was welcomed when staff made referrals for

3.68 (92%)

3.53 (88%)

3.73 (93%)

3.74 (93%)

3.67 (92%)

3.85 (96%)

3.74 (93%)

3.55 (89%)

3.70 (93%)

3.63 (91%)

3.26 (82%)

3.47 (87%)

3.71 (93%)

3.47 (87%)

10. I was included in decisions about my loved one’s
discharge from treatment.
11. The discharge planning process took into
account my safety.

3.33 (83%)

3.67 (92%)

3.55 (89%)

4.00 (100%)

Overall Weighted Average Score:

3.62 (91%)

3.64 (91%)

Counselling

Colour

Code

my loved one, including to alternative approaches
(e.g., exercise, meditation, nutrition, culturally appropriate approaches).

COMMENTS:

-

Flexibility of staff and privacy. Staff should read patient care plan and focus on individual not
generalized
- Children’s Centre is very good at including me in my son’s plans and care
- For myself as a caregiver no, but from my observations some caregivers should be more involved,
especially with minors
- I wasn’t involved in his enrollment he wasn’t back in my care. But since being in my care I am 100%
involved, updated, notified and included in anything that my child is doing, has done; good or bad
- I feel very engaged and respected
- So far we are happy with the service we are receiving
- My daughter does not share information with me, so hearing feedback from her counsellor on how she
is doing in therapy would be nice
- Excellent
- Social worker has been very engaging – tying in at appropriate times, always thoughtful of my child’s
needs.
- A lot of promises, currently on a wait list. Feel what I’m feeling will pass as it won’t be as concerning
- Social worker was in touch with me at appropriate intervals throughout treatment
- I am happy that I was kept up to date about my son’s progress
16
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1. CAREGIVER INVOLVEMENT AND ENGAGEMENT cont’d
FURTHER BREAKDOWN: COUNSELLING AND THERAPY
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

(4) Strongly Agree
(3) Agree
(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

0%

FURTHER BREAKDOWN: INTENSIVE SERVICES

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

(4) Strongly Agree
(3) Agree
(2) Disagree
(1) Strongly Disagree
(0) Not Applicable
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2. CAREGIVER EDUCATION AND SUPPORT
QUESTIONS

1. Staff provided me with adequate, easily understandable

Weighted Average
Score
Counselling
Colour
Intensiv
Code
& Therapy
e
Services

3.48
(87%)

3.67
(92%)

2. Staff provided me with adequate information about
resources and support programs available to my loved
one.
3. Staff provided me with adequate information about what
to do in case my loved one has a relapse or crisis.

3.58
(90%)

3.45
(86%)

3.48
(87%)

3.54
(89%)

Overall Weighted Average Score:

3.51
(88%)

3.55
(89%)

information (i.e. diagnosis, prognosis, symptoms, health status, progress,
treatment plan, medication) about my loved one’s challenges.

Colour
Code

COMMENTS:

-

Very helpful. I can see my son using some of the skills learned at STAT in the home (i.e.
making his bed, decrease in talk back and decrease behavioural (aggressive) incidents)

-

I could use a little more help at times when my son has aggressive episodes after hours.
An on-call team that could come help and help debrief with our family

-

I’m very impressed with the support and education I’ve received in understanding my
son’s challenges and the support for him

-

Anytime I have questions or they feel I need work and help in myself my child’s educators
have me well equipped for what’s best in their suggestions for myself and son

-

In reference to “staff provided me with adequate information about what to do in case my
loved on has a relapse or crisis” – N/A as situation has been ongoing

-

More information to the parents

-

Social worker always making sure that my child is continuing to access appropriate
services

-

With Dilico involvement for example no feedback

-

Because of confidentiality policies, I was not as involved to the extent that I would like to
be

-

Parents/caregivers should be given more information about parenting
groups/education/support/strategies. It would have been helpful upon entry to be asked if I
would like to be kept up to date or on a mailing list for upcoming groups or further
parenting opportunities regarding treatment

-

Lots of support, provided with much information and different referrals

-

Staff were very informative
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2. CAREGIVER EDUCATION AND SUPPORT cont’d
FURTHER BREAKDOWN: COUNSELLING AND THERAPY

1. Adequate Info

2. Info about Resources

3. Info about Crisis

(4) Strongly Agree

50%

63%

39%

(3) Agree

29%

24%

26%

(2) Disagree

8%

8%

5%

13%

5%

29%

(1) Strongly Disagree
(0) Not Applicable

FURTHER BREAKDOWN: INTENSIVE SERVICES

1. Adequate Info

2. Info about
Resources

3. Info about Crisis

(4) Strongly Agree

60%

55%

35%

(3) Agree

30%

35%

30%

10%

5%

5%

35%

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

10%
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3. CAREGIVER PERSONAL SUPPORT
QUESTIONS

1. I received adequate information about the programs and
services available to me as a caregiver.

2. Staff encouraged me to feel hopeful about my
loved one’s recovery.
3. I was able to access adequate resources and
supports for my own wellbeing.
4. Responses to my crises or urgent needs were
provided when needed.
Overall Weighted Average Score:

Weighted Average
Score
Counselling Colour Intensive
Code
& Therapy
Services

3.41
(85%)
3.61
(90%)
3.28
(82%)
3.54
(89%)

3.41
(85%)
3.47
(87%)
3.31
(83%)
3.31
(83%)

3.46
(87%)

3.38
(85%)

Colour
Code

COMMENTS:

-

I wish I could find more support for myself such as counseling and respite care

-

There isn’t a lot out there for caregivers; not many resources or supports. Usually have to
deal with crisis on our own

-

I have been given many supports and help for myself and rest of my family to help us
through these processes

-

I would have welcomed the opportunity to do individual counseling when my child’s
counselor. It’s hard to start fresh with someone new and my counselor was heavily
involved with my child’s appointments and well aware of my struggles. I was advised
individual counseling for myself was not an option

-

Too busy with child I didn’t make time for myself

-

Excellent

-

Social worker has always been considerate of impact of my loved one’s mental health on
our family

-

I need two of me. One at home, one at work. Not willing to retire yet

-

As well as my daughter being in counseling I have joined a group called Family
Connections which has really been helpful

-

Nothing was offered to me as a caregiver

-

I also need support. See previous narrative – I would like direction regarding counseling
support for adults or parents

-

Staff made themselves available to my concerns
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3. CAREGIVER PERSONAL SUPPORT cont’d
FURTHER BREAKDOWN: COUNSELLING AND THERAPY

1. Info for c/g

2. Encouraged Hope

3. Supports WellBeing

4. Response to Crisis

(4) Strongly Agree

55%

59%

42%

39%

(3) Agree

32%

24%

24%

18%

(2) Disagree

5%

5%

18%

5%

(1) Strongly Disagree

5%

(0) Not Applicable

3%

11%

16%

37%

FURTHER BREAKDOWN: INTENSIVE SERVICES

1. Info for c/g

2. Encouraged Hope 3. Supports Well-Being 4. Response to Crisis

(4) Strongly Agree

40%

50%

40%

32%

(3) Agree

40%

40%

30%

32%

(2) Disagree

5%

5%

5%

(1) Strongly Disagree

5%

(0) Not Applicable

15%

5%

5%

5%

20%

32%
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4. ENVIRONMENT
QUESTIONS

Weighted Average
Score
Counselling Colour Intensive
Code
& Therapy
Services

1. Overall, I found the program space clean and well
maintained (e.g., meeting space, bathroom).
2. I felt the facility was safe.

3.78
(95%)
3.86
(97%)

3.85
(97%)
3.79
(95%)

Overall Weighted Average Score:

3.82
(96%)

3.82
(96%)

Colour
Code

COMMENTS:

-

Door is always open. Initially I was scared he will run away

-

Facility seems nice and clean, safe environment

-

I am very pleased with the environment where my son is

-

Very safe, friendly, comfortable space

-

Loved one hasn’t been on site yet, but from what I see, I have no concerns

-

Made special accommodations to maintain confidentiality due to knowing other staff
(space and time accommodations). Excellent

-

I feel very safe and comfortable

-

Always clean and well kept

-

School setting not appropriate for students seeking counseling – it is not private or
confidential. This is important for young people to have a space that is confidential so that
other students are not aware of their involvement

-

Children’s Centre is a very clean and great environment

-

Very welcoming and family-friendly environment
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4. ENVIRONMENT cont’d
FURTHER BREAKDOWN: COUNSELLING AND THERAPY

1. Clean, Well Maintained

31. Safe Facility

(4) Strongly Agree

76%

84%

(3) Agree

21%

14%

3%

3%

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable

FURTHER BREAKDOWN: INTENSIVE SERVICES

1. Clean, Well Maintained

31. Safe Facility

(4) Strongly Agree

85%

79%

(3) Agree

15%

21%

(2) Disagree
(1) Strongly Disagree
(0) Not Applicable
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5. PERCEPTION OF MY LOVED ONE’S CARE
QUESTIONS
& Therapy
2.84 (71%)

Weighted Average
Score
Colour
Intensive
Code
Services
2.95 (74%)

2. When my loved one first began receiving treatment, they
were encouraged by staff to give consent for me to be
involved in their care.

3.03 (76%)

2.87 (72%)

3. My loved one received adequate services to learn to
cope with their mental illness and/or addiction.
4. Staff provided my loved one with a sense of hope.

3.36 (84%)

3.25 (81%)

3.03 (76%)

3.26 (82%)

5. Staff treated my loved one with respect.

3.78 (95%)

3.70 (93%)

6. Staff provided my loved one treatment and support
specific to their strengths and needs.
7. Staff were sensitive to my loved one’s cultural needs
(e.g. religion, language, ethnic background, race).
8. The layout of the facility met my loved one’s needs.

3.38 (85%)

3.60 (90%)

3.75 (94%)

3.67 (92%)

3.72 (93%)

3.69 (92%)

9. The discharge planning process took into account
the safety of my loved one.

3.14 (79%)

3.17 (79%)

10. The services and supports my loved one received helped
them deal more effectively with the challenges in their life.

3.44 (86%)

2.83 (71%)

Overall Weighted Average Score:

3.35 (84%)

3.23 (81%)

Counselling

1. The wait time for services was reasonable for my
loved one.

Colour

Code

COMMENTS:

-

-

My son loves the STAT Unit and he feels safe, cared for and loved. That is the number one for me,
his sense that he is safe and welcomed. My son has made great improvements in his ability to
handle his emotions. Children’s Centre could use elders more in their programming to ensure
cultural needs are met, as well as having more FN staff
At this point I’m sure I can’t make a real observation as the residential care is only just started
My son has only been in his day treatment 2 weeks. For that time yes everything has been met. I
don’t care for the crappy, never close to the pickup time cab company
Wait time for services was longer than I had hoped. Very slow progress, through no fault of the
counsellor
Care hasn’t happened yet. Just completed assessment stage
I am very pleased with my daughter’s counselor and the care that she gives her when they meet
I feel my child was discharged too early, 5 months later we are in the same place if not worse
Took over year to get in
Always received exceptional care
We are just starting out
It has really helped my daughter. She is a great relationship with her counselor as do I. She has
come a long way thanks to these services
Loved one still needs further coping strategies and to continue with services. At times difficult to
connect with services – scheduling is difficult (conflicting schedules)
Wonderful care and support
Staff was very respectful and caring towards my son and family
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5. PERCEPTION OF MY LOVED ONE’S CARE cont’d
FURTHER BREAKDOWN: COUNSELLING AND THERAPY
100%
90%
80%
70%
60%
50%

(4) Strongly Agree

40%

(3) Agree

30%
20%
10%

(2) Disagree
(1) Strongly Disagree
(0) I Don't Know
(0) Not Applicable

0%

FURTHER BREAKDOWN: INTENSIVE SERVICES
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

(4) Strongly Agree
(3) Agree
(2) Disagree
(1) Strongly Disagree
(0) I Don't Know
(0) Not Applicable
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6. OVERALL EXPERIENCE
QUESTIONS

Weighted Average
Score
Counselling Colour
Intensive
Code
& Therapy
Services

1. I think the services or supports provided here are
of high quality.

3.58 (90%)

3.45 (86%)

2. If a friend were in need of similar services or

3.68 (92%)

3.60 (90%)

3. The services and supports I have received have
helped me deal more effectively with the challenges
experienced by my loved one.

3.50 (88%)

3.37 (84%)

Overall Weighted Average Score:

3.59 (90%)

3.47 (88%)

Colour
Code

supports, I would recommend this service.

COMMENTS:

-

I would highly recommend this service to other families and believe more services like this
are needed

-

I am very pleased so far with the overall experience so far

-

Far from high quality, very far. It isn’t bad for free though

-

Amazing program staff

-

The services provided by CCTB far exceeded my expectations. I have personal and
professional experience with 4 counselors/clinics in town. The commitments to my son by
CCTB makes the other counsellors/clinics look sloppy, unprofessional and unethical (just
in it for a paycheque)

-

The care my child has received has been incredibly helpful, reassuring, giving hope

-

Like I said we just started out but I do have hope that this can help

-

Both my daughter and I have recommended these services to many people!

-

I don’t feel I had a true understanding of anxiety or depression – I had to seek out external
education on my own. I had to go to my own counseling as a result of my loved one’s
behaviours

-

While helping my daughter, a lot of support was given to me to help her at home

-

Very good service, they taught us tools and strategies to help my son cope with his
impulsivity
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6. OVERALL EXPERIENCE cont’d
FURTHER BREAKDOWN: COUNSELLING AND THERAPY

1. High Quality Services

2. Would Recommend

3. Helped Effectively

(4) Strongly Agree

63%

71%

63%

(3) Agree

32%

26%

18%

(2) Disagree

5%

3%

11%

(1) Strongly Disagree

3%

(0) Not Applicable

5%

FURTHER BREAKDOWN: COUNSELLING AND THERAPY

1. High Quality Services

2. Would Recommend

3. Helped Effectively

(4) Strongly Agree

50%

60%

45%

(3) Agree

45%

40%

40%

(2) Disagree

5%

10%

(1) Strongly Disagree
(0) Not Applicable

5%
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OVERALL COMMENTS ABOUT HOW TREATMENT WAS HELPFUL:
COMMENTS:

-

DBT, goal work and individual care

-

Regular updates on my son’s progress, connecting home and school and STAT
programming, obtaining funding for my son’s complex needs

-

The support was very helpful and staff are very kind. Ask questions to help them more
with care. Always kept me informed and included

-

Don’t know yet, program not over. So far after a month ½ no improvement, no change, no
answers

-

Patience while teaching strategies to cope – mainly behaviours. Daily feedback. Very
good communication

-

Not done program as of yet but experience is good so far

-

The positives that came from the program are that he has the ability to sit and complete
some seat work

-

Daily communication is key

-

Extremely helpful, helped with plenty of stuff

-

As I struggle with my own mental health, at time I felt very defeated with my children. ---and -----have both been extremely supportive and helping/guiding me along the way. Both
very understanding and caring

-

Finding a path different that works from the one we were on

-

Excellent staff. Easy to get a hold of someone when needed

-

Help parents to understand what son is thinking/going through. Good ideas, poor
implementation out of the hour session

-

I could not say enough wonderful things about my child’s counselor. He was 100%
committed to my child. He recommended services/assessments, attended school
meetings on numerous occasions, attended medical and behaviour management
consultations. He mentioned contact via phone and email, kept all appointments and
accommodated appointments around my work hours. He answered my panicked calls and
attended school meetings when I was out of steam. He was a truly valuable resource that I
will miss having as part of my son’s circle of care. His extensive experience is evident

-

Working directly with our therapist. Encouragement to attend groups or other skills session

-

Input and ideas from other people

-

My daughter’s counsellor always welcomes me into the room with her and is very
welcoming

-

Great staff, need to be more firm and give kids responsibilities while living there (just like
at home)

-

Respectful, practical, supportive, validating, problem-solved through obstacles, flexible,
email communication

-

Staff was always accessible. Staff built relationships with my child – really understood her
needs. Staff were authentically caring and considerate
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OVERALL COMMENTS ABOUT HOW TREATMENT WAS HELPFUL cont’d:
COMMENTS:

-

The counsellor is very kind, understanding, gentle and very good listener

-

Nothing comes to mind – I did not find it helpful to me as a caregiver. Overall I am pleased
with my loved one’s experience at this organization

-

Super friendly people to work with, they worked together to ensure I was kept busy but not
too much, they worked around my schedule

-

Very thorough and attentive. Felt very validated and attention given to me/our situation.
Lots of encouragement and feeling like I’m not alone

-

I feel supported with advocating for our son’s needs at school. We have learned different
strategies that are helpful to our son

-

I found that the deep breathing exercises and teaching my son to calm down before he
reacts was very helpful. He already had extracurricular activities that helped with energy
such as hockey. It was beneficial for my family to learn about more calmer activities such
as puzzles and board games to help my son be calm. It was good to learn about balance
between high energy activities and calming activities

OVERALL COMMENTS ABOUT HOW THINGS CAN BE IMPROVED:
COMMENTS:

-

Patient-centred. Check labels of food; sometimes my son received expired food. Staff
would not serve preferred food when brought in

-

Maybe include siblings more, more cultural programming, utilize elders, hire more FN staff

-

So far I’m happy and pleased but our time with this is still only at the beginning. But if
things continue like this I’m sure I won’t have any problems or feel improvement needs to
be made

-

The staff should be less judgemental towards the caregiver when mistakes are made.
Certain staff worker made me feel uncomfortable and guilty feeling and not feel like an
adequate caregiver because of honest mistake. Happened more than once. More
compassion and understanding please. Also set up meetings a few days ahead, and not
the same day or 1 day ahead. I have more than 1 child to take care of

-

Inappropriate calls to CAS while getting to know client. No consultation with OSR (?). No
consultation with parents re: issue. No attempt to use contact

-

Ask in about 6 months

-

I honestly feel this survey should be more about the actual services and programming my
child is currently getting, not an in general adult, youth drug and alcohol additions and
rather on what will help mine and other children in Day Treatment School Programs. This
was pointless for them questions are set more for adults. For 2 weeks my son has been in
his child day school treatment program. It’s been great, clean, organized, well equipped
for children of all walks. It’s friendly. I’m very well informed and myself and son are treated
kind, warm, caring, with respect. It’s a good program this far. I hate his cab company and
what screening do these drivers have? Are they allowed near kids? Next time make a
survey for the actual program. This meant nothing for myself or son.
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OVERALL COMMENTS ABOUT HOW THINGS CAN BE IMPROVED cont’d:
COMMENTS:

-

I did not like the toys aspect. When my son came home and said he was not allowed to
have toys and other kids could. And they said he did not communicate with the other kids
and I ask why he said they have toy and he was not allowed to have toys. And it felt it was
not right and to put what he brought on the desk for him to see. I felt there was favouritism.
And I am glad he is at his old school

-

Less invasive

-

I think that the experience we’ve had so far has exceeded what I initially thought it would
be! Very one on one, and compassionate

-

Wait time too long!

-

More concrete solutions, not always possible but need more ideas of how to deal/solve the
issues for parents. Counseling for parents separate from kid, to get more strategies/info
for dealing with problems

-

Wait time could be shorter (I realize funding and case urgency are also factors). Ability for
counselor to do 1 on 1 counseling with the parents (if the issues are mainly related to
child/home life/involvement of the other parent)

-

The wait time for initial services was longer than I would have liked

-

Better or support after living in residence. Child will be 18 in 2 months and will be on long
wait list for adult care. She will be lost in the system as she is struggling now more than
before treatment

-

Plans of care, length of treatment should be flexible. There shouldn’t need to be
reason/justification to not discharge

-

The only thing is waiting list is long but that is understandable

-

Discharge planning – I felt this organization was too quick to discharge my child

-

I would like to see a more wrap-around service which encompasses the whole family
dynamics. I am happy to hear that mental health services are now becoming available for
youth in elementary schools. Had these services been available for my child at school that
period in her life – I think her mental health outcomes would have been better. There
needs to be additional services for children, specifically those who have been adopted.
Unsure if social workers are equipped to deal with the concerns or nuances of adopted
children’s mental health – often family history or genealogy is not available to provide to
social worker during assessment. Mental health is complex, especially for adoptees,
specialized training may be necessary

-

My son was in day treatment, the transition could have been better

-

Nothing; loved and enjoyed our/my experiences with CCTB
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