
Client Experience Survey

2018 Results



From January to December 2018 
we surveyed 425 visits!

Thanks for your feedback. 
Here are the results.





Thinking about the visit you just had,                          

on a scale of poor to excellent,                                 

how would you rate the following? 
a. The length of time it took between making your 

appointment and the visit you just had



Thinking about the visit you just had,                          

on a scale of poor to excellent,                                 

how would you rate the following? 
b. Your overall experience accessing the centre





How long did you wait in the reception 

area past your appointment time? 



On a scale of poor to excellent,                

how would you rate the following…? 

a. The hours that we are open



On a scale of poor to excellent,                

how would you rate the following…? 

b. The overall experience with our reception staff



On a scale of poor to excellent,                

how would you rate the following…? 
c. The length of time you have to wait in the examination                 

room before you spoke to the health care provider                                      

about the reason of your visit?  





Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

a. They knew your medical history



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

b. They listened to your concerns



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

c. They spoke using a language you could understand



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

d. They explained things in a way that was easy to understand



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

e. They were sensitive you your needs and preferences



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

f. They treated you with dignity and respect



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

g. They gave you clear instructions about 

what you need to do after your visit



Thinking about the MAIN health care provider you spoke 

with during your visit, on a scale of poor to excellent,             

how would you rate this person on the following…? 

h. Your overall experience speaking with the health care 

provider about the reason of your visit





Thinking about this visit, on a scale of              

poor to excellent, how would you rate …? 

a. The overall cleanliness of the center



Thinking about this visit, on a scale of              

poor to excellent, how would you rate …? 

b. The overall physical comfort of the centre



Thinking about this visit, on a scale of              

poor to excellent, how would you rate …? 
c. Your confidence in the doctor/ health care                        

provider(s) you saw during the visit? 



Thinking about this visit, on a scale of              

poor to excellent, how would you rate …? 
d. Your confidence that your health information was treated           

with the level of privacy/ confidentiality you expect



Thinking about this visit, on a scale of              

poor to excellent, how would you rate …? 
e. Your overall experience with the visit                     

you just had with us





The last time you were sick or were 

concerned you had a health problem…

a. Did you get an appointment on the date you wanted?



The last time you were sick or were 

concerned you had a health problem…
b. How many days did it take from when you first tried to see 

your doctor or nurse practitioner to when you actually                       

SAW him/her or someone else in their office? 



When you see your doctor or nurse 

practitioner, how often do they                            

or someone else in the office…?
a. Gave you an opportunity to ask questions about 

recommended treatment



When you see your doctor or nurse 

practitioner, how often do they                            

or someone else in the office…?
b. Involve you as much as you want to be in decisions                

about your care and treatment



When you see your doctor or nurse 

practitioner, how often do they                            

or someone else in the office…?
c. Spend enough time with you



On another issue, the last time when you needed 

medical care in the evening, on a weekend, or a 

public holiday, how easy was it to get care without 

going to the emergency department? 



I always feel comfortable and welcome at 

East End Community Health Centre





How long have you been visiting                     

us for your health care? 



Using your best guess, how many times                     

did you visit us over the last year or so                   

for your own medical care? 



Would you recommend our services to 

friends or your family?





Feedback
“I would love to recommend this clinic because coming here 

is like winning the "medical lottery" but waiting lists are too long”
We limit the number of new clients to ensure delivery of the services in a timely manner.

Currently, the waiting list for client services at East End CHC is at an all-time low.

“Sometimes I feel staff is very reluctant to offer diagnostic testing.  
My perception is that this is in an effort to save money, at the risk of my well-being”

Our providers are open to having a conversation about this with you. We know that over-testing can sometimes 
give misleading results.  Also, your provider may feel that a particular test is not relevant to the matter at hand.

Shorter wait times to see specialists (such as psychotherapists)
We have no control over the availability of outside specialists. 

For our own “specialists” we try to ensure that people with more urgent issues are seen first.

“The waiting room chairs are uncomfortable”
The waiting room furniture is specifically in place for infection control purposes.

“WiFi needed”
Our EMR system utilizes the Centre’s internet. Unfortunately, offering guest/client 

WiFi services would put additional strain on our network.



Feedback
“Reception staff outstandingly patient & courteous”

“This is the cleanest office I’ve ever been to”

“I feel very much at home when I come by”

“The staff, doctors, treat you like a king”

“Wonderful, open-minded, non-judgmental staff”

“Attentiveness & care invested in patients”

“Support services are the most amazing aspect”



Feedback

“The doctors were patient and welcoming to help with all needs”

“I like the holistic approach used here … what’s possible to motivate your spirit”

“When I really need medical attention they make time for me + my child”

“Offer a very wide range of programming – a truly excellent job of an all-in-one location”

“My doctor always takes time with me and addressed all my issues”

“I feel my family is very fortunate to be patients here”


