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OBJECTIVE
The purpose of this report is to present the findings of the 2008 Long Term Care Resident and
Adult Day Service Satisfaction Surveys.
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Findings indicate that residents are very satisfied with the service provided by the centres
with a 2008 satisfaction score of 92 per cent.
98 per cent of the Adult Day Service respondents indicated they were satisfied with the
overall quality of Adult Day Service delivery.

DISCUSSION
1. Background
The Region of Peel operates five long-term care centres; Davis Centre, Malton Village, Peel
Manor, Sheridan Villa and Tall Pines. These centres provide a home-like environment with
24-hour on-site nursing care and personal support for approximately 700 people who are no
longer able to live independently.
The centres also operate Adult Day Services designed to support frail adults to maintain
their independence in the community, aging at home, and delaying or eliminating the need
for long term care admission. Up to 85 spaces are available daily through this service at four
of the five centres.
2. Who Lives in Long-Term Care?
Residents in long term care require increasing amounts of support for their activities of daily
living and regular monitoring of their health condition. The average age is 83 years and
almost 80 per cent are female.
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The annual Ministry of Health and Long-Term Care classification of resident care needs for
2008 noted:
Eating: 23 per cent require constant encouragement and 23 per cent require complete
feeding. This means that 302 residents require almost total support for all of their nutritional
needs.
Dressinq: 5 per cent require constant supervision and 93 per cent require total assistance.
647 residents require significant support for all dressing activities.
Toiletinq: 42 per cent require constant supervision and 43 per cent require two staff
assistance for toileting activities. 559 residents or 84 per cent require this degree of
assistance from the care staff at a daily frequency ranging from 4 to 10 times.
Numerous chronic health conditions affect residents who typically reside in long-term care.
The top four conditions affecting Peel's residents in 2008 were circulatory disorders (69 per
cent), mental disorders (61 per cent), musculoskeletal (51 per cent) and neurological
disorders (33 per cent).
3. Resident Satisfaction Survey

Resident satisfaction surveys have been conducted annually since 2003. Residents are
encouraged to complete the survey independently. However, as with past years, the
majority of surveys were completed with some assistance from family or friends because of
their complex care needs. This is consistent with industry trends. Copies of the reports are
available in Legislative Services.
A total of 320 surveys were completed by long-term care residents andlor family members
across the five centres. This participation is consistent with prior years.
4. Findings
a) Resident Satisfaction Results

Residents were asked a series of general satisfaction measures intended to cover the
overall long term care experience. These measures received scores in the "satisfied
range."
Satisfaction with "the centre as a place to live" is the measure used in the Ontario
Municipal Benchmarking Initiative (OMBI). Peel's current score of 92.0 per cent satisfied,
Figure 1 does not differ to a statistically significant degree from any of its previous
scores: 95.0 per cent in 2005, 93.0 per cent in 2006 and 90.0 per cent in 2007.
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Figure I - Overall satisfaction measures: percentages
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b) What Drives Resident Satisfaction with Peel Long Term Care?

For the first time in 2008 the information collected from residents was analyzed to
determine the relative value of the factors that affect satisfaction. While satisfaction with
LTC is high, residents do range all the way from those who are very satisfied to those
who are very dissatisfied. This raises the question of what separates those who are
more satisfied with their experience from those who are less satisfied.
A statistical analysis was undertaken to identify which elements of the long-term care
service contributes to overall satisfaction. The resulting model shows how residents view
the interplay of these factors.

-

Figure 2 Drivers of Resident Satisfaction in Peel's LTC Homes
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5. Who are the Adult Day Service Participants?

Participants in the Adult Day Services operated at Peel Manor, Davis Centre, Malton Village
and Sheridan Villa are generally older clients with supportive care needs. They may live
alone, and would otherwise be isolated due to their care needs, or they are cared for by
family members who require respite to maintain their other responsibilities such as
employment. Age of these clients is generally lower than LTC. There is work under way to
establish a methodology in the community support services sector to measure the level of
care and support needs for dependent clients.
6. Adult Day Service Participant Satisfaction Survey

Adult Day Service satisfaction surveys have been completed annually since 2004. 56
surveys were completed by Adult Day Service clients or their family members in 2008. This
represents 49 per cent of the people registered in the service, and is consistent with
previous years.
7. Findings - Adult Day Service Client Satisfaction Results

Nearly all (98 per cent) of the respondents indicated they were satisfied with the overall
quality of Adult Day Service delivery (see Figure 3 below). The majority (96 per cent) of
respondents also expressed high levels of satisfaction when they were asked whether
the services offered at the centre currently met their needs.

-

Figure 3 Overall Satisfaction LTC Adult Day Service Participant Satisfaction 2008
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All of the survey respondents felt that they were supported in a kind and courteous manner
by staff. Almost all reported that personal care was provided to them in a timely manner and
that they felt safe at the Centre.
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Participants in the four centres also gave high ratings in the following top ranked areas:
o

e
o

a
e

Personal care needs are met at the centre (98 per cent)
The food provided met participants' medical needs (95 per cent)
The centre displays a home-like atmosphere (95 per cent)
There is enough staff to provide appropriate assistance and support (92 per cent)
Participant has been provided with information, support, andlor referrals when
needed (88 per cent)

The survey respondents were asked what other services they would like to see that would
meet their needs, and were asked for input on what they would change about ADS. The
following are a few of the common themes that emerged from their suggestions:

0
0

Extended (evening) service hours
Respite care
More day trips and outings

8. Next Steps

Unlike one time transactional services, long-term care services are delivered to residents
and Adult Day participants over extended periods. The customer relationship is continuous
with several individual customer service encounters in a given day. Maintaining strong client
satisfaction throughout each service delivery experience is challenging. Peel Long Term
Care's comprehensive quality improvement and training programs have allowed us to meet
this challenge and deal with results that require improvement. This accomplishment is
significant given the complexity of the customer service experience in long-term care.
Survey results have been reviewed by the management team at each centre. Action plans
have been developed to address both specific concerns raised, and general improvement
opportunities. Food services delivered by the nutrition and dietary services staff at the
homes are reviewed and discussed with a Resident Food Committee each month. The
residents offer suggestions for menus, and comments about quality of products used. Cooks
are encouraged to mingle with the residents at their meals to seek feedback, and inclusion
of cultural menu items has increased.
Specific requests for resident activation have been addressed by providing more programs
for shorter duration, and at times that encourage the successful involvement of those
residents most suited to the program. This helps to maintain interest of those with a limited
attention span. Additionally, themes including sensory stimulation and reminiscing have
been used to create spaces that encourage residents1socialization opportunities. Volunteers
add more one to one programming with friendly visiting and partnerships with hospice
services.
At two of the centres, Peel Manor and Davis Centre, new funding for Adult Day Service
through Aging at Home has permitted additional dedicated staffing and the ability to offer
personal care such as bathing. Partnerships with community transportation services have
increased access to the programs and interest in expanded hours of operation is under
discussion at some locations.
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9. Forward Path

Refinement of the survey tools continues. Further analysis of the drivers that directly impact
resident and adult day service participant satisfaction will also be conducted. This
information will be used to focus future improvement initiatives on activities that increase
satisfaction and build trust in our services among residents day service clients and their
families.
In addition, Peel Long Term Care is an active participant of the Ontario Municipal
Benchmarking Initiative (OMBI). The results of the 2008 resident satisfaction survey will be
benchmarked with other municipal homes to ensure the highest standard of care is provided
to Peel's long term care residents.
CONCLUSION

Peel Long Term Care values the input of residents at the long-term care centres and
participants in the Adult Day Service. Satisfaction surveys are done annually to obtain feedback
in an effort to solicit any recommendations for improvements and obtain feedback about the
quality of service provided. Surveys results indicate that staff are providing a consistent high
level of care with satisfaction scores in the 90's.
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