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2004-05 Community Client Feedback

Message from the Minister

| am pleased to present the results of the 2004-05 Community Health and Social
Services Client Feedback Report. It represents the commitment made in the Health
and Social Services System Action Plan 2002-2005 to measure consumer satisfaction
with health and social services. You have told us that you are satisfied, for the most
part, with the health and social servicesin your community. The completed feedback
forms gave considerable recognition of staff competence, professionalism,
helpfulness and friendliness.

Your suggestions for improvement are being considered as part of our regular
business planning cycle.

| would like to extend my appreciation to everyone who took the time to complete a
form and provide us with comments. The Health and Social Services System
continues to change in an effort to provide the best possible services within existing
resources. Client feedback lets us know how effective our efforts have been and we
will continue to invite feedback on an annual basis.

Mtwmw

J\Mjlchael Miltenberger
Minister of Health and Social Serwces
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2004-05 Community Client Feedback

Summary of Results

In October 2004, the Department of Health and Social Services placed Client
Feedback Formsin community health centres and socia services offices across the
NWT.

The total number of forms returned was 512. This included 487 from communities
outside Yellowknife.

Completed forms represented clients who had received services from:
* doctors;

* NUrses;

* socia workers;

» community health representatives,

* home care workers; and

» wellness workers.

Overall results are as follows:

Overall Friendliness of Saff -
89.3% of respondents were satisfied or very satisfied

Overall Quality of Services -
88.8% of respondents were satisfied or very satisfied

Top three aspects that people like about the health and social servicesin their
community:

» Communication (including friendliness of staff) (26%)

* Quality (includes staff competence) (23%)

* Responsiveness (19%).

Top areas for improvement to the health and social servicesin their community:
* Accessibility (41%)

* Responsiveness (14%)

» Communication (14%)

* Continuity of Service Provider (13%).

The Health and Social Services System will continue to measure satisfaction and
seek feedback in an effort to provide the best possible services with existing
resources.




October 2004 k'e, edzanek'e azho naidik'ezho ko goht) eyits'o ts'eko
k'aawo ginjhtt'eko, done edagjwo gogedi gha di njhtt'e azho ako
negjwa.

512 njhtt'e goghogjwa. Sombak'e wee?0 ts'o kota yagola gots'o 487
njhtt'e goghogjwa.

D haani done gits'ajdi t'a njhtt'e segjla t'a goghogjwa:
 Naidik'ezho

Naidik'ezho ts'adi

Ts'eko k'aawo

Kota naidik'ezho xe eghalada

Done ko segjhwho eyits'o

Hotits'enda gha done ts'andi

Azho gha ninde ako done eghalaede si ahsj sog/wo -
89.3% gigha nezj eyits'o sil gigha nezj gedi

Azho gha ninde, edaani nets'agydi
88.8% gigha nez) eyits'o sil gigha nezj gedi

Dekota gots'o Naydik'ezhg naawo eyits'o Ts'éko k'aawo naawo gho
asii tar gigha nezj gedi:

» Edaani efexets'o gots'ende (done sogjwo si gedi) (26%)

» Edaani done ts'agjdi (edaani done ts'agedi) (23%)

* Jwha done ts'ahodi (19%)

Naxikota gots'o Naidik'eézho naawo ts'ohk'e eyits'o Ts'eko k'aawo
naawo ts'ohk'e akwetg seédle gha hahodl.

» Ahsj asil azhot'a gogha hooro (41%)

» Edaani done ts'o nagogede (14%)

 Efets'o gots'ende (14%)

» Edaani ats'o done ts'ahodi (13)

Naidik'ezho naawo eyits'o Ts'eko k'aawo naawo xé eghalagidedo, di
dze k'e asii azhg edatto gits'o xe jta dee?o nezj done ts'agedi ha gjwo.



Petts'us k'aatl zak'e 2004, jadizi néne t'ok'e hayorjla ?eya k'aani chu
Déneba Nadi chu rerihtt'is k'aani kué huly zerihtt'is hubexa nilya, déne t'a
dayidhén si xa.

Harelyu t'a 512 erihtt'is nuwegha nilya. Diri si, beghtldesche ts') rat'ele,
reyerle ts') rat'e.

T'a rerihtt'is nuweba njla si, ja ts') bets'édi rat'e.
e Nadorelya-u

 Peya k'élni rare-u

» Déneba Nani Déne-u

» Peya k'aani Déne Ts'éni-u

» Déne kué suritthén Déne-u

* Déne suwéna xa Déne Ts'éni-u

Harély t'a déneba ghalahéna déne danél)-
89.3% déne hubini t6 raté su hubini

Harély t'at'u hubexa reghalahda-
88.8% déne hubini to ?até su hubini

Pasi taghe diri reya k'aani chu déneba nadi chu hayorila déne hubini:
* Taté dénexél dayhetti-u (26%) (dene danélj-u)

 T'at'u veghalahena (bjlae k'oherelya) (23%)

e T'at'u déne ts'éheni raté su rats'en. (19%)

Peya k'aani chu déneba nadi chu hayorjla deraaze hozy déneba
reghalahéna xa:

* Bedjnaalti dé het'j huts'él?) (41%)

e T'at'u dene t§'éhen| rate su rats'én (14%)

* T'at'u denexél yahetti (14%)

« K'étt'aze t'at'u stgha si déne ts'éhéni (13%)

Peya k'aani chu déneba nadi chu k'auneta-y t'at'u de?aaze déne ts'éheni
dawéle si huretdza xa.



Vadzaih Zrii' 2004 dai', an Sriigohdan ts'at Nehsrijahch'uu K'atr'inahtn
Kat gogahnuu kat Srugwandan Zheh gwatagogwinyaanch'uu gwizhit
edinehtt'eh gatr'oodahkat niln gwintt'anatr'inahchunh.

Jidii duntt'anatr'inghchuh zrit 512 gidili t'aginaanch'uu goonli'.
Srutsoonjik geh'at kauk'it gwats'at tthak zrit 487 gidilu t'agoonch'uu.

Juudin edinehtf'eh tthak gwichillagwidhj)'aih t'at:
e dinji srinali kat;

o efts'ik k'anahtn kat;

* nehsrijahch'uu k'anahtn kat;

* efts'ik k'anahtn gwats'anuu kat;

» zheh gwizhit etts'ik niln guk'anahtn kat; ts'at
 srigwandai eenjit gwats'anuu kat chan.

Gwizhit Gwitr'it T'agwah'n Kat zhuughat'agidich'uu geenjit -
89.3% geenjit shoh gunli goo gwiyaa'an akoo t'aginch'uu

Nits'oots'at Guk'anahtn Geenjit -
88.8% geenijit shoh giunli goo gwiyaa'an akoo t'aginch'uu

Kauk'it gwizhit jidir usrits'at tik gidiln hah gat'agnnundhan:

e Nihts'at tr'igunjik (dinjukat hah zhuughat'agidich'uu giunli) (26%)
e Daoch'uu Geenjit (dinji kat gwizhit chan daginch'uu) (23%)

* Nits'oots'at Gwits'at Ak'anundak Gunln (19%)

Jidii hah gwitr'it t'agugwahah'yaa geenjit dunjitr'idizhit:
e Gwits'at tr'unju geenjit (41%)

* Nits'oots'at Gwits'at Ak'anundak Gunln (14%)

* Nihts'at tr'igunjik (14%)

* Nits'oots'at tth'aih dits'at tr'unju geenjit (13%)

Ju Sriigwandain ts'at Nehsrijahch'uu K'anahtin Kat t'at tth'alh an gwizhit
hah gwitr'it t'agogwahah'yaa ants'at dadohnuu geenjit gootadahch'yaa
t'agoonch'uu geenjit gatohkhwindan gwjjzri gwizhit gwitr'it
gogwiteelyaa geenjit.



2004 xat'a gu zeyi raidi hé reyi dene ts'éradi ga reghalayedai ke reyi
juhda néné gota judeni reghéalakeyeda gdyas 7eyi redjhtt'é bek'e darudike
datt'e sorats'ule gha rikinila.

Pareydné gogha vedjhtt'e 512 kugharaheya. Derita Soba koé godudzjne
kota yagola gots'e 487 kugharaheya.

Deri ke gots'érayjdi ga redjhtt'e sérakjla:

* raidi k'éodeyoke;

* kota raidi hé reghalayedaike;

 ts'onét'e ga reghalayedaike;

* kota raidik'é gogha reghalayedaike;

. denekgg goye dene hé reghalayedaike; gots'e
* gonezo rats'Ut'e ga dene hé reghalayedaike.

Peyi reghalayedaike su dene hakanal) gu dene ts'érakeyjdi-
89.3% ke ka kugha mahsi dodi nidé goshd kugha mahsi kedeyjdi

Su gonezg kughalayada-
88.8% ke ka kugha mahsi dodi nidé gosho kugha mahsi kedeyjdi

Kgta t'ahs) taudet'e kehé xahwere raxegha gonezg reghalakeyeda
kedeyjdi la:

» Dene ts'égokadani (reghalayedal dene hakandly dai) (26%)

» Da reghalakeyeda (reghalayedalke dereghalayida hé dule kjlj dai) (23%)
» Su fori kuts'éragodi (19%).

Kota yeri kehé xahwere gonezg raxegha reghalakeyeda raragots 'ula
kedeyjdi:

» Kughats'eyuda goduyile (41%)

« Su fori kuts'éragodi (14%)

» Dene ts'égokadani (14%)

e SU rehtt'ai dene ts'érakadi (13%)

Peyi Raidi hé Dene Ts'éragods ga reghalayedaike yeri kugha wela hé
?ehtt'ai si gonez$ dene gha reghalakeyeda gogharakeyida wolé govo.
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2004 Mek'eh Dete Zaa zhi, edihtt'é daxade, amil Kagndil K'eh Détth')
Yi9l) keh, eghalaedée t'aa kdgdgedi ezhi od) di Gots'adi keh NWT zhie
medihtt'ée yathela.

Azhoo t'ah edihtt'é gdogho nozha la 512. 487 Soomba K'é gothaa kotah
yagola gots'é.

Di t'aa gots'adi yi9l) amil gho eged)tt'ée:
 Naidik'éozhgo Denezhu;

» Naidik'éozhoo Ts'ély;

» Goghanaendii Yi9l) keh ;

» Kotah gonezy ts'undaa k'eh eghalaenda hely;
» Gots'adi gha theda; gots'e

» Gonezy Agdt'ée k'eh Eghalaidée.

Azhoo eghalaidée soegenydeé yigl) hésjy -
Amil yegho edagedindii la 89.3% met'ah gojnjé tao, eddodacho met'ah
gojnjé dué

Edaodacho gots'aedii hésyy -
Amil yegho edéagedindii la 88.8% met'ah gojnjé tao, eddodacho met'ah
gojnjé dué

Azhii godjchaa tar t'ah gots'agendi ts'é gogha nezy la:
 Efets'é gots'ende (t'aa eghalaidée sgegenjdé chu) (26%)
» Edaodacho (amil chu t'aa gonezy eghalagidée keh) (23%)
» Edaondil edéddil, ka yek'éogedezho hély (19%)

Edaondii hénjydé zoh di eghalaidée gonezyu aget's holi :
» T'ats'¢zé chuu ts'ataa agjt'e (41%)

« Edaondil edéd)dil, ka yek'éogedezho hél) (14%)

* Efets'é gots'ende (14%)

» Eghalaidée keh, ka ezhi hét'n (13%)

Eghalaidée keh edaodacho nahets'agindii hés)j, kaa akahot'e hét'u,
nahets'agendi hésj) héghogeda gha. Gonezy nahets'adi nahe gha nezy,
hénjdé nahets'adadahndi, kaondi hénjdé azhii t'ah nahets'aidu holil.



Ovani okiomi 2004, okoa Kavmat Anniaktolikiyit Olasilikiotlo noitivaktot
Inunt Ekayukhinigit Okaotait Titigakvikhat nunani monakhikakvikni ovalo
olasilikiotlo afisini tamaini Nunatiami.

Hapkoa tamaita kaffit titigakvikhat kaivaktot amigaitigiot 512. Haman
elalik 487 okonanga inukakninit ahianit Yelonai.

Enikhimayut titigat titigakviohimayut inukmit kathimayut okonanga
o daktinit;

¢ monakhinit;

 olasilikionit;

¢ nunani monakhinik havaktinit;

 Inuknik ekayuktit inutkoani; ovalo

 koviattakhaiyinik havaktini.

Tamaita Eghinaitot Havaktit -
89.3% okoa kioyut koviagiyait nlaiak ehoagiyait havaktit

Tamairta Namakpiaktot Ekayukhikvit -
88.8% okoa kioyut koviagiyait nlaiak ehoagiyait

Okoa pingahot init ehoagiyait okoat monakhitkot olasilikiotlo
nunamingni inuit:

» Okaktiguknik (okoalo eghinaitot havaktit) (26%)

« Ayolttotlo (okoalo havaktit ayoitot) (23%)

» Ekayuknagikpaktot (19%).

Okoa ehoakhiyagiakaktot monakhitkot olasilikiorto nunamini:
* Takoyuminaktot (41%)

» Ekayuknagikpaktot (14%)

» Okakatigiominaktot (14%)

* Ehoaktot Monakhitkot Havakvit (13%).

Okoa Monakhitkot Olasilikiot Havakvit aolahimakniaktot ehoaktokot
aolavkloni ovalo kenikhiavakniaktot kioyaoyunik ema ehoakhagianggitni
monakhit havakvit aolatitlogit nunani.
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Ukiaksami October 2004ngurman, Angalatchiyit Anniarvikun Inuinnun
Ikayurviksaanunlu makpiraanik tuyuqtuat tamainnun anniarvingnun nunaptingni
ittuat apigsuruklugit ganug isumammagaita.

Tamatkilugit utigtiyuat 512tun makpiraanik. Tamatkuat inuuniarviit 487tun
ilagilugit Yellowknifemin silataaniittuat.

Kiuyuat makpiraakun apigsugsimayait ukuat savaangit iluagpata:
taaktiit;

munagsiyit;

inuinnun ikayuqtit

inuuniarvingni ikayuqtit anniarnigkun;

aimavingni ikayuqtit; suliptauq

ikayuqgtuat inuuniarusikun.

Savaktingit Talurnaitpangmata -
89.3% nakuugiyaat ilaittuaqg aasiin nakuugivialukkaat

Ikayummaarikkumik Ikayuqsiugtuanun -
88.8% nakuugiyaat ilaittuaqg aasiin nakuugivialukkaat

Pingasuuyuat inuit inuuniarvingni nakuugiyangit angalatchiviksaikun
anniarvingnilu Inuinnun Ikayurviksaanunlu:

+ Uqgagatigiikkumik (ilagilugulu savaktingit talurnaimmata) (26%)

+ Nakurnigsaugumik (savaktingit ilisimagumik savaamingnik) (23%)

+ Qilamik Ikayugpakumik (19%)

Ukuat sivulliutilugit tutqgiksauyaksait inuuniarvingni anniarvingnilu
Inuinnun Ikayurviksaanunlu:

+ Pitchiriagtuanik Ikayurviksaruagsaqtut (41%)

+ Qilamik Ikayugpakumik (14%)

+ Uqgagatigiikkumik (14%)

+ lluagpata Allangugpallarnagit Ikayuutiviksait (13%)

Ukuat Angalatchiyit Anniarvikunlu Inuinnun Ikayuutiviksainunlu suli
nautchiurniarait savaangit ilurriniaglugu inunginnun suliptauqg apigsupsaarniarait
ganug isumagamammagaita.



The evauation of consumer satisfaction is an item in the Minister's Action Plan for the
Health and Social Services System 2002-2005. In addition to measuring client satisfaction
to meet this commitment, the 2004-05 Community Health and Social Services Client
Feedback aso offers ameans for clients to comment on any aspect of programs, services
and their delivery. In thisway, it serves to measure the overall effectiveness of services and
to guide future developments. Efforts to seek and act upon client feedback is an indication
of asystem that is accountable and responsive to its clientele.

In addition to measuring client satisfaction and receiving feedback on services, there are
anumber of other intended goals:

* to test the appropriateness of the procedures and the ability to achieve useful results;

* to obtain alarger sample size than the Canadian Community Health Survey (CCHYS);

* to include community-level service providers from both health and socia services; and

* to create the capacity to report annually on client satisfaction at the Authority level.

Across the NWT, 512 forms were returned. This included 487 from communities outside
Yellowknife so we achieved our goal to exceed the CCHS sample size of 449.

Completed forms represented clients who had received services from:
* doctors;

* NUISEs;

¢ social workers;

community health representatives,

¢ home care workers; and

» wellness workers.

Overall results are as follows:

Overall Friendliness of Staff -
89.3% of respondents were satisfied or very satisfied;

Overall Quality of Services -
88.8% of respondents were satisfied or very satisfied;

Top three aspects that people like about the health and social servicesin their
community:

e Communication (including friendliness of staff) (26%)

* Quality (includes staff competence) (23%)

* Responsiveness (19%).

Top areas for improvement to the health and social servicesin their community:
» Accessibility (41%)

* Responsiveness (14%)

o Communication (14%)

 Continuity of Service Provider (13%).



GNWT Health and Social Services

HSS System-wide Results - Timeliness

Access to services can, in part, be measured by client's perception of and satisfaction
with waiting times and time spent with the worker. Four of the survey questions
measure the client's satisfaction with different aspects of time. These results
represent all the combined responses across the NWT.

TIME DIMENSION
QUESTION: How satisfied are you with...

How soon you could
get an appointment?

How long you waited
after you arrived?

How much time you spent
with the worker?

The completeness of your
session with the worker?

0% 20% 40% 60% 80% 100%

Percentage of Respondents who are Satisfied or Very Satisfied
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HSS System-wide Results - Communication

The direct interaction between the service provider and the client is important for
ensuring the best possible diagnosis and the client's compliance with instructions.
Four of the survey questions measure the quality of the communication between
service provider and client. These results represent all the combined responses
across the NWT.

COMMUNICATION DIMENSION
QUESTION: How satisfied are you with...

How well the worker
listened to you?

How clearly the worker
described your condition?

How clearly the worker
answered your questions
and concerns?

How clearly the worker
explained what you need to do?

0% 20% 40% 60% 80% 100%

Percentage of Respondents who are Satisfied or Very Satisfied




These two questions measure overall friendliness of staff and overall quality of
services. Thisis agood measure of overall satisfaction with health and social
services. By extension, it can be seen as the level of confidence and comfort that the
public has with the system.

[l Overall Friendliness of Staff
O Overall Quality of Services

Yellowknife 83%
(n=45) 81%

Sahtu
(n=63) 97%
Inuvik
(n=228) 91%
Hay River
(n=43) 98%
Fort Smith w
(n=45) 91%
Tlicho
(n=34) 85%
Deh Cho Mﬂ
(n=54) 70%

0% 20% 40% 60% 80% 100%

% of respondents who were satisfied or very satisfied

'n" is the number of feedback forms completed and returned from
that Health and Socia Services Authority

These measures are higher than similar satisfaction surveys, including, a 2003
Alberta health care survey (74%), the 2003 Canadian Community Health Survey
(85%), and areview of over 50 health care surveys (77.5%).



HSS System-wide Results - Open Questions:

Two open questions allow clients to provide feedback on any aspect of programs,
services and their delivery. Clients told us what they like about health and social
services in their communities and gave suggestions for improvement.

The responses were reviewed and used to develop a coding system that reflected the
points of view of the client. Finally, the results were grouped into the following
eight categories reflecting generally accepted health care and performance
principles.

» Accessihility

e Communication
* Quality

* Responsiveness
 Continuity

* Effectiveness

* Client Focus

« Efficiency

Comments about accessibility include:

* general ease in accessing services,

* staff supply;

» facilities - location, condition;

« availability of services;

* hours of operation and frequency of community visits; and
* equitable access.

Accessibility was a major topic that covered 41% of all suggestions for
improvement. Nearly half of these express a desire for increased access to staff,
especialy doctors and nurses, but also, to alesser extent, dentists and workersin
home care, child protection, mental health and addictions. In communities without
resident doctors, respondents want doctors to visit the communities more often and
to stay longer. Still, 11% of respondents identify accessibility as what they like
about the health and social services.



Comments about communication include:
« attitude of the service provider;

* information and explanation;

* transparency and trust;

* privacy and confidentiality; and

* language of service.

Communication represents the highest number (26%) of all comments regarding
what respondents like about the health and social services in their community. A
large number of comments (88) praise the friendliness or caring of service providers.
Conversely, there are fewer comments (20) suggesting that some staff could be more
courteous.

Comments about quality cover:
* total quality;

* services,

* staff; and

* facilities.

While 8% of suggestions for improvement identify some aspect of quality, nearly
25% of comments identify quality as the aspect they like about health and social
services in their community. Staff competence is particularly noteworthy as it
represents 12% of what respondents like about services.

Comments about responsiveness include:
 waiting times;

 willingness to help;

* caring and empathy;

adaptability;

» acomplaints process; and

* recognition of community needs.

The greatest disagreement amongst all responsesis in regard to waiting times.
Twenty respondents feel that waiting times are too long while twenty-four
respondents feel that service is prompt. In regards to a demonstration of caring or
willingness to help, 41 respondents find these to be present while 8 respondents find
these lacking.
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Continuity

Comments about continuity are defined in three ways:

* informational continuity (use of information from prior visits);
* relational continuity (seeing the same provider over time); and
* integrated clinical management (referrals to other providers).

Continuity, especially the desire to see the same provider over time, represents 13%
of all suggestions for improvement.

Effectiveness

Comments about effectiveness cover:

* health effectiveness (improving or maintaining overall health); and

* service effectiveness (managing the client's condition through
prevention/promotion, diagnosis, treatment, functioning, and support).

Generally, respondents felt that services are helpful; they include it amongst the top
four aspects they like about health and social services.

Client Focus

Comments about client focus include:

* respect for autonomy of, and decision-making by, the client,
* consideration of client's circumstances,

* collaboration with family; and

» awareness of culture and community.

There are too few comments on this topic to form any conclusions.

Efficiency

Comments about efficiency include streamlined processes and cost or time
effectiveness. There are too few comments on this topic to form any conclusions.




The Department of Health and Social Services developed the HSS Client Feedback
in consultation with the Chairs and Chief Executive Officers (CEOs) of the Health
and Socia Services Authorities (HSSAS). Field-testing was conducted in Fort
Simpson in February 2004 to ensure that the form and procedures would give
adequate results. Revisions were made. During the month of October 2004,
feedback forms and return boxes were placed in community health and social
services reception areas. An active offer for French services was included on the
form while trandations in official languages were available. Clients completed and
placed surveys in sealed boxes. At the end of October, the boxes were returned,
unopened, to the Department for analysis to ensure confidentiality.

Department staff received the surveys, entered the information into an access
database and analyzed the results. The satisfaction ratings were calculated as a
percentage of total responses to that question. Responses to the two open questions
were analyzed inductively, that is, topics emerged from the responses. These topics
were aligned with health care and performance audit criteria to form the codes
presented in the final report. The overal results were reviewed by Departmental
Directors and the CEOs of each HSSA in March 2005.

Our primary community care approach to delivering integrated servicesis to provide
the right services by the most appropriate provider in the best setting at the right
time and in the most efficient and economical manner. It isimportant to know from
our clients how we are doing in this regard.

« continue successful programs and delivery methods,
* recognize staff and system achievements, and
« direct our efforts to areas that need improvement.

The Health and Social Services System will continue to measure satisfaction and
seek feedback in an effort to provide the best possible services with existing
resources.

For more information about this or any other publication of the GNWT Department
of Health and Social Services, please contact:

Manager, Communications
Telephone: (867) 920-8927



