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OUTCOMES MANAGEMENT REPORT  

2007-2008 

 
Welcome to The H.O.M.E Societyôs first Outcomes Management Report. This report is 
the compilation of a wide variety of data and information gathered over a two year 
period. A few years ago, H.O.M.E.S introduced Sharevision as its new information 
management system. It has been through the hard work of all employees that 
Sharevision has been and continues to be an effective means of data collection. There 
is, like most things, glitches that needed to be ironed out and of course, the learning 
process of an entirely new way of storing information always has its challenges.  
One thing that tends to happen during a self-evaluation process, like outcomes 
measurement, is to focus on the negative or whatôs not working. However, as youôll see 
from the report, there are MANY, MANY successes and achievements to celebrate and 
acknowledge. We want to recognize all the hard work and effort from our employees in 
providing services and supports to the individuals we serve in ways that make them 
happy and feel save and loved.  
 
Continual quality improvement (which means the goal of always trying to get better) is 
about just that ï making decisions and doing our best to improve the supports and 
services at H.O.M.E.S.  Trying to be the best does not always mean being perfect. 
There are only a few 100% in the satisfaction, efficiency, and effectiveness ratings. At 
the same time, there is very good news with many very high achievements (over 85%) 
in many different areas. 
 
Ultimately, our goal would be to achieve 100% is all areas of satisfaction, effectiveness, 
and efficiency, but we know that is not always possible. What H.O.M.E.S wants to do is 
get better, grow, evolve, and learn as an organization ï based on expectations of the 
people we support. Part of growth and learning is sometimes making mistakes and/or 
dealing with changes that are in our control (e.g. new policies) or out of our control (e.g. 
funding) ï in the best possible way. The Outcomes Measurement Report is a good 
document to use for reflection, learning, planning, and celebrating the accomplishments 
and challenges at H.O.M.E.S on a year to year basis.  
 
The other important part of this report is the section on Human Resources and Health & 
Safety. This information is included in this report because both areas (Human 
Resources and Health & Safety) directly influence the quality of services provided by 
the Society. H.O.M.Eôs employees are very important to the quality of services and 
supports provided to the people we serve, along with their friends, support networks and 
families. Therefore, itôs important to know the training, turn-over rates, and other related 
workforce indicators (information that tells us how our employees are doing) so the 
Society can keep a strong connection between human resources (the department that 
takes care of employees) and the quality of services. This information is also used to set 
goals for the Operational & Human Resource Plans. 
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Understanding the Report 
 
First, what is an outcome? An outcome is the ñresultò of an objective. The objective may 
be ñto maximize or increase the satisfaction of people receiving services with 
H.O.M.E.Sò.  

 

¶ Indicator: An area to be measured and monitored for quality assurance 
and   improvements 

¶ Outcome: The outcome of the ñindicatorò What would we like the indicator 
to tell us? 

¶ Measure: How will we determine the outcome/result of the indicator, 
usually the percentage. 

¶ Target: The actual goal of achievement set by the society. 
 

 

The following chart is an example of outcomes, indicators, measures and 
targets. 

 
OBJECTIVE INDICATOR MEASURE TARGET OUTCOME 

To maximize the 

satisfaction of 

services/support

s to people we 

serve. 

Satisfaction 

Surveys 

The percentage of 

folks who indicate 

satisfaction with 

H.O.M.E.S services 

90% of folks will 

respond favorably 

to the statements 

made about service 

satisfaction. 

 

What the actual 

percentage is. 

To lower the 

percentage of 

clients involved 

in a critical 

incident on an 

annual basis. 

Critical 

Incident 

Reports 

The percentage of 

clients involved in a 

critical incident 

annually. 

 

Less than 20 % of 

clients involved in 

critical incidents 

annually. 

 

What the actual 

percentage is. 

100% of all 

homes will have 

the required 

Health & Safety 

Drill s required 

on an annual 

basis. 

Health & Safety 

Drills 

The percentage of 

single, Licensed and 

SFC homes that have 

conducted the required 

safety drills on an 

annual basis. 

100% 

 

What the actual 

percentage is. 

 

The H.O.M.E. Society believes that outcome management can help our organization 
develop and continue to be effective. It is an essential part of review and planning. 
Outcome management, and particularly the emphasis on a range of outcomes 
developed by H.O.M.E. Society, is part of a move to use evaluation as a tool for 
learning. It is not an add-on exercise purely for accountability to funders. For outcome 
management to be useful, it is essential for H.O.M.E.S to develop outcomes appropriate 
to the folks we support and the agency. We need to do so over time and through 
consultation. H.O.M.E. Society is dedicated to achieving ongoing positive change for the 
people we serve, our caregivers and all partners and stakeholders. 
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An outcomes approach involves: 
 

¶ Identifying the changes you hope for 

¶ Assessing what changes happen 

¶ Using the information about the results of your work to plan and deliver 
services so as to make the changes for clients more likely. 

 
There are three categories that will be discussed in this report: 
 

¶ Satisfaction 
(Satisfaction with H.O.M.E.S services) 

¶ Effectiveness 
(Results of supports/services) 

¶ Efficiency 
(Responsiveness) 
 

 

Ways to use Results of Outcomes Management 

¶ Look for common issues and trends  

¶ Plan future quality assurance and improvements  

¶ Determine resource allocation based on need  

¶ Conduct short-term and long-term organizational planning  

¶ Add service and supports based on identified need and eliminate those that are 
ineffective  

¶ Recognize individuals and caregivers accomplishments 

¶ Develop new policies and implement new procedures 
 

 

How do we Measure Outcomes? 

 

Outcomes are measured over a period of time, usually annually. You will notice that 

this report covers 2007-2008. This is to be able to compare the data of the previous 

year (2007) to see if there have been improvements or not. For example, in 2007, we 

had completed 65% of performance evaluations and in 2008 we had completed 81% 

for an improvement/increase of 16%.  Next year, we will measure 2009ôs results 

against 2008ôs and hopefully, we will see another increase. If there is a substantial 

decrease from one year to the next, we can analyze the data to see if any trends point 

to the decrease/increase. These trends can let us know what we may want to focus on 

to improve.  
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If we do not meet a target (goal) that we have 

set, an action plan is put into place. This is to 

help us achieve our target. Information is 

reviewed by the leadership team and if needed, 

action plans are put into place. 

 

 

 
Data Collection Methods 

 
H.O.M.E.S has been collecting information on outcomes, either without realizing it or 
without the systems to use the resulting information. Because of the implementation of 
Sharevision, we now have an effective and efficient system of collecting data. This 
data is crucial in evaluating outcomes and recognizing where quality improvements 
are needed. This report will help us think about what changes we hope 
for and how to systematically assess whether they occur. It is designed 
to help us find out what effect we have had on the lives of the people we 
support and the caregivers who support them. The H.O.M.E. Society 
began using Sharevision in 2006, and over time, we now use it for the 
majority of our information and tracking.  
 

We have collected information/data through our annual satisfaction surveys, employee 
statistics, ShareVision, Com Vida, PATH Goal Tracking Forms (online and paper), 
training evaluations, critical and internal incident reports, and payroll data.  
 

The data analysis is what we do with the information we 
receive. In the best way possible, we try to figure out what 
the information means and what people are trying to 
tell us (for example: are they satisfied with an activity, do 
they want changes, etc).Therefore, the data analysis is 
very important and we have to use good ways to review 
the surveys and other feedback tools. Once the data is 
collected (for example, through a survey), it is put into 

H.O.M.E.S online survey system and calculated. The quantitative information (i.e. 
comments from families, caregivers etc) is calculated through this system and is 
reviewed by the leadership team. We look for trends and patterns of information. This 
process is not perfect, but we feel good about the way we look at the comments and 
feedback we receive.  
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     Overview of Services Provided 

 
The H.O.M.E Society provides a range of services to individuals with diverse needs. 
Many of our folks have not been successful in previous placements prior to coming 
to H.O.M.E.S We attribute their successes with H.O.M.E.S to the effective and 
efficient manner in which all of our caregivers adjust the environment to better suit 
the persons served needs. 
 
Licensed Homes: The H.O.M.E Society has four larger 
4 and 5 person homes which are licensed. These 
homes were the original 4 core homes developed over 
12 years ago. In those early years they were the 
community homes for the last 16 men and women to 
leave the Woodlands Institution just prior to its closure.  
A number of the men and women now live in Family 
Care homes and others continue to have full lives living 
with their friends. The homes were built by BC Housing on larger properties and are 
maintained by the H.O.M.E Society and BC Housing. 
 
 
Smaller Homes: H.O.M.E.S supports a variety of 
individuals who live in smaller one or two person homes. 
This size of home can work very well when a person first 
comes to H.O.M.E.S and we are all getting to know each 
other. The smaller homes also create a very 
individualized model of support especially for individuals 
who have had very challenging experiences in the 
community.  
If possible we try to find homes with the option for two 
separate living options, usually up and down. This can create the beginnings of a 
family support network or options for emergency support. 
 
 
Supported Family Care Homes provide a warm 
home and a caring family with the extra support 
needed to make it work for everybody. The homes 
may be owned or leased. H.O.M.E.S contracts with 
families and makes sure the home is suitable for 
all. H.O.M.E.S provides unionized caregivers 
whenever funding permits. 
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Service Category # of people 

served in 2007 
# of people 
served in 2008 

increase/ 
decrease 

1. Staffed Residential 
services  

Smaller 
Homes 

9 8 -1 
 

Licensed 
Homes 

16 15 -1 

2.Supported Family Care 23 28 +5 

3. Independent Living 3 2 -1 

4. Respite Services 2 2 0 

TOTALS 53 55 +2 

 
Discussion  

 

Because of HOME Societyôs responsiveness to persons served, and the ever 
changing need of environments, we experienced a variety of moves in 2007 and 
2008. These moves were internal and are usually folks moving from a single home 
model into a Supported Family Care environment. 
 
a) Staffed Residential Services (One/Two Person) 

¶ There were two moves from single homes (Russell and Shannon) into 
SFC from 2007-2008 

¶ We welcomed one new person in a single home in 2008 (Sean) 
 

       b) Staffed Residential Services (Licensed Homes) 

¶ There was one death in December 2008 
 

1. Supported Family Care 

¶ Supported Family Care saw H.O.M.E.S largest growth with 22% in 2008. 
This includes three internal moves; two from single homes (Russell & 
Shannon), and one independent living move (Sarah). 

¶ Joe moved from SFC to a Licensed Home. 

¶ HOMES welcomed two new people into a SFC setting in 2008. (Jamie and 
Tara) 

¶ One person came back into our care after living independently in 2007 
(Moshe) 

 
2. Independent Living 

¶ There was one move from Independent Living into a SFC setting in 2008. 
(Sarah) 

 
3. Respite Services 

¶ There was no change in our respite services. 
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          Satisfaction 
 

       Satisfaction Surveys 

Each year, we send out a survey to families, individuals served, employees, 

volunteers, and other stakeholders, asking for feedback on H.O.M.Eôs services. 

We use this feedback as one way of ensuring that we are continuing to provide a 

consistent quality of service, and to update our strategic planning for the 

following year. 

As H.O.M.E.S has grown, and our services become more diverse, weôve been 

considering how best to gather input from everyone involved with our services. 

Mail-out surveys typically generate a low rate of return (marketing research 

suggests a 10% rate of return for customer satisfaction surveys, and 25% for 

employee satisfaction surveys, to be an average rate of response). Last year, we 

introduced an ñonline surveyò, which offered another avenue of response for 

everyone. This seemed to be successful, especially with it being the first year 

available. We will continue to encourage everyone to leave us feedback through 

our online surveys, and at the same time, offer the hard copy surveys as well. We 

are positive that as people become more familiar and comfortable with the internet, 

that our response rate will increase. All of our satisfaction surveys are anonymous 

and to ensure accuracy, one person handles the responses and enters the data.  

In addition to our annual Satisfaction Surveys, we have various other processes in 

place for gathering input: 

¶ Team Meetings 

¶ Board Meetings 

¶ H&S Committee Meetings 

¶ Quarterly meetings with funders 

¶ Online ñsuggestionò box 

¶ Exit Interviews with individuals 

and employees who leave 

H.O.M.E.S 

¶ Employee Evaluations 

¶ Communication with families and 

friends. 

 

   All of our Managers, Program Coordinators and the Executive Director have cell 

phones, email and voicemail, and we welcome feedback from anyone. We are quite 

unique with our ñopen door policyò and feel that problems get resolved much quicker 

if people are available and approachable at any time.  
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    Satisfaction 

 

     Persons Served Satisfaction Survey 2007 
There were 51 surveys distributed and 27 returned = 53% response rate 

 

Objective Indicator Measure Target Outcome Target Reached 
To increase the 
percentage of 
satisfaction  

Client 
Satisfaction 
Survey  

 

The percentage of 
clients who indicate 
satisfaction with 
services provided  

90% of clients will 
resp ond  favorably 
to the statements 
made about 
service 
satisfaction  

 

81% 

 

No 

 

Questions               Agree Disagree Unsure 

1  H.O.M.E.S treats me & other people it serves with dignity and respect.   89% 0% 11% 

2  H.O.M.E.S respects my confidentiality         82% 0% 18% 

3  I feel safe with H.O.M.E.S.           85% 4% 11% 

4  I like being a part of H.O.M.E.S           85% 4% 11% 

5  I have opportunities to work on my goals         82% 0% 18% 

6  I am asked for my input & I chose the goals I wanted at my P.A.T.H.   67% 4% 29% 

7  I feel that my opinions and ideas are appreciated and valued.     67% 4% 29% 

8  I am satisfied with the relationships I have with my caregivers.      93 % 0% 7% 

9  I have the opportunities to learn new skills.         74% 0% 26% 

10  I have the opportunity to make friends and be a part of the community.   89% 0% 11% 

11  I feel safe expressing my feelings and experiences to my caregivers.   78% 0% 22% 

12  I would recommend H.O.M.E.S to anyone needing this type of support.   78% 0% 22% 

13 

 My quality of life has improved because of 

H.O.M.E.S.     89% 0% 11% 

            

 
OVERALL 

 
81% 1% 18% 

 

 

Discussion 2007 Survey Results 

¶ The high response rate in 2007 (53%) indicates that individuals are engaged 

and interested in providing their opinions. It also suggests that they feel this is 

an effective method to express their views.  

¶ There was a high percentage (18%) of ñunsureò responses. This can tell us 

that we either need to re-phrase the question(s) to be more understandable, or 

the question is not relevant. 

¶ While we did not meet our target of 90%, we did not get a high percentage of 

ñdisagreeò responses.  

 

 

 

 



H.O.M.E.S. Outcomes Management Report 2007-2008 Page 10 

 

 

 

Satisfaction 

 

Action Plan:  

¶ To continue looking at innovative and creative methods of collecting data aside 

from the Satisfaction surveys. 

¶ We will look at ways of increasing the participation in the survey. 

¶ Personôs Served Satisfaction Surveys will be distributed earlier in 2008 and 

have an extended time frame which to complete. This will allow for more 

persons served to complete the survey at their own pace.  

¶ We will also explore innovative methods to encourage caregiverôs to assist and 

engage individuals to complete the surveys, while ensuring it is the personôs 

served opinions that are expressed.  

¶ There is a need to simplify the questions to ensure clarity and understanding 

for the participants. 

     Persons Served Satisfaction Survey 2008  

There were 51 surveys distributed and 15 returned = 29% 
 

Objective Indicator Measure              Target    Outcome Target 

reached 

To increase the 
percentage of 

Satisfaction  

Client 
Satisfaction 

Survey  

 

The percentage of 

clients who indicate 

satisfaction with 

services provided  

90% of clients will 
respond  favorably to the 

statements made about 
service satisfaction  

 

96% 

 

Yes 

 

Questions               Agree Disagree Unsure 

1  H.O.M.E.S treats me & other people it serves with dignity and respect.   100% 0% 0% 

2  H.O.M.E.S respects my confidentiality         100% 0% 0% 

3  I feel safe with H.O.M.E.S.           100% 0% 0% 

4  I like being a part of H.O.M.E.S           100% 0% 0% 

5  I have opportunities to work on my goals         100% 0% 0% 

6  I am asked for my input & I chose the goals I wanted at my P.A.T.H.   67% 13% 20% 

7  I feel that my opinions and ideas are appreciated and valued.     93% 7% 0% 

8  I am satisfied with the relationships I have with my caregivers.     93 % 7% 0% 

9  I have the opportunities to learn new skills.         100% 0% 0% 

10  I have the opportunity to make friends and be a part of the community.   100% 0% 0% 

11  I feel safe expressing my feelings and experiences to my caregivers.   93% 7% 0% 

12  I would recommend H.O.M.E.S to anyone needing this type of support.   100% 0% 0% 

13 

 My quality of life has improved because of 

H.O.M.E.S.     100% 0% 0% 

               AVERAG E   96% 3% 1% 
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Satisfaction  

Outcomes of 2007 Action Plans: 
 

¶ We had an increase of 29% for Question #6, ñI am asked for my input and 
I chose the goals I wanted at my PATH.ò 

¶ We had an increase of 26% for Question #9, ñI have the opportunities to 
learn new skills.ò 

¶ We increased satisfaction by 15% 
 
Discussion 2008 Survey Results 

¶ 2008ôs overall results saw an increase of 15% in satisfaction and a 

decrease of 17% of unsure responses. 

This indicates that the action plans that were put into place were 

successful. (Simplifying the questions which had a high rate of ñunsureò 

responses) 

¶ Question 6 had the highest percentage of unsure responses at 20%. 

¶ Even though the 2008 survey was distributed earlier, we had a response 

rate decrease of 24%. 

Action Plan 

¶ We will simplify question #6 

¶ We will continue to explore innovative methods to encourage caregiverôs 

to assist and engage individuals to complete the surveys, while ensuring it 

is the personôs served opinions that are expressed. 

¶ To increase participation, we will have the survey available online for 

persons served who are able to use a computer. 

¶ We will encourage support networks to participate in personôs served 

surveys. 

 

Response rates 

Response Rate 2007 2008 Increase/Decrease 

 53% 29% -24% 

 

Outcomes for the 2008 Persons Served Satisfaction Survey will be in the 2008/2009 

Report. 
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  Satisfaction 

    Caregiver Satisfaction Survey 2007/2008 

The caregiver satisfaction survey is very thorough and has a total of 38 questions. 

Our complete survey results, including individual questions, are available on 

Sharevision.  

To provide a more accurate and detailed analysis of the survey results, we have split 

the survey into 5 categories. In 2008, we decided to add an ñunsureò response choice 

to the questions. A high percentage of ñunsureò responses would indicate that the 

question may not be effective or relevant. Because of this change, it is difficult to 

determine the exact comparisons of percentages from 2007 to 2008.  

Objective Indicator  Measure Target Outcome 

 

Target 

reached 

   2007    2008    2007    2008 

To increase 
the 
percentage of 
Satisfaction  

Caregiver 
Satisfaction 
Survey  

 

The percentage 

of Caregivers 

who indicate 

satisfaction  

Caregivers will 
indicate 90% 
satisfaction  

    94%      91%     Yes     Yes 

 

 

Category Agree 

 

Increase 

/Decrease 

Disagree 

 

2007 2008  2007 2008 

Job Satisfaction 93% 87% -6% 7% 9% 

Ethics and Values 98% 97% -1% 2% 2% 

Inclusiveness 97% 93% -4% 3% 5% 

Health and Safety 90% 93% +3% 10% 5% 

Leadership 92% 84% -8% 8% 15% 

Overall Average 94% 91% -3% 6% 7% 

 

 

Response Rate 2007 2008 Increase/Decrease 

 20% 26% +6% 

 

Discussion for 2007 

The overall satisfaction percentage for 2007 was 94%. 
We will look at individual questions where ñdisagreedò was responded to 20% or 

more. For these questions, we will address them with an action plan. The following 

are a list of the questions, the percentage of ñdisagreedò, and the action plans to 

improve. 
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Satisfaction 

Health & Safety 
Question 3) Maintenance is handled in a timely fashion (22% disagreed) 
Action Plan: 
1. We have created and implemented an online maintenance request form which our 

maintenance supervisor checks on a daily basis. We have also hired one more 

maintenance worker. 
 

Job Satisfaction: 
Question 16) the orientation process is effective and adequate. (23% disagreed) 
Action Plan: 
1. H.O.M.E.S will introduce an Orientation Day for new employees. This will be a 

mandatory training session. 

2. H.O.M.E.S will introduce a new caregiverôs orientation handbook and include it with the 

sign up process. 

3. H.O.M.E.S will revamp and update its orientation checklist for new employees. 
 

Question 17) Evaluations are fair and useful. (20% disagreed) 
Action Plan: 
1. We believe that the high rate of disagreed results from the overall lack of 

evaluations. H.O.M.E.S has not tracked evaluations in the past and this is one 

area where we feel we need to improve upon.  

2. Having the Sharevision online system will help us track evaluations. 

3. We will work together with all of the PCôs to ensure they have the time to 

complete all evaluations. 

Outcomes of 2007 Action Plans: 
The following is an analysis of the questions and coordinating action plans that were 
set in motion based on the 2007 Caregiver Satisfaction Survey. 

 

Question Disagree % 
2007 

Disagree % 
2008 

Increase/Decrease 
(Outcome) 

Maintenance is handled in 
a timely fashion 

22% 7% -15% 

The orientation process is 
effective and adequate.  

23% 12% -11% 

Evaluations are fair and 
useful.  

20% 12% -8% 

 
Each of the questions that were addressed with action plans from the 2007 survey 
had a dramatic decrease in the percentage of ñdisagreedò answers. This would 
indicate that the action plans were successful. 
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Satisfaction 
 
Discussion for 2008 Survey Results 
 

The overall average for 2008 was 91% satisfied.  In 2008, we had the added option of 

ñUnsureò as a response. We wanted to see if the questions were relevant to our 

caregivers. This proved to be ineffective and there was less than a 2% unsure 

response overall.  

In 2007, we set action plans for questions which generated a ñdisagreeò response 

rate of 20% or more. For 2008, we will look at the questions with an 18% or higher 

ñdisagreeò response rate. This ensures that quality improvements are in motion by 

lowering the percentage from 2007.  

The following are a list of the questions, the percentage of ñdisagreedò, and the action 

plans for improvement.  

Leadership 

Question 1) I feel that Management does a good job of communicating, sharing 
information, demonstrating strong leadership and operates with integrity. (24% 
disagreed) 

 

Action Plan:  
H.O.M.E.S set a target of 100% compliance with required monthly team meetings. 

Management has and continues to attend the Program Coordinator meetings as well 

as a high percentage of the house team meetings. This has increased managements 

visibility as well as communication. H.O.M.E.S will be introducing an email system for 

all of its employees. We hope to have it completed in 2008/2009. This will be another 

avenue for sharing information.  

1. Management will continue the long standing open door policy. 

2. Management will continue to have a strong presence at team meetings 
3. Management will increase communication of the above by: 
4. Put an article in the quarterly newspaper detailing how decisions are made. 
5. Adding information to the caregiverôs orientation handbook. 
6. Ensuring all employees has an email address. 

 
Question 4) I get recognition from my Supervisor & Manager. (21% disagreed) 
 

Action Plan:  
1. H.O.M.E.S has created a ñRecognition Boardò The board is at the office, very 

accessible and every employee that visits is encouraged to participate. We are 
also putting the list of names of people who have been recognized in the 
newsletter. Each person also receives a gift certificate.  

2. Increasing evaluations will help give recognition. 
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     Satisfaction 

 

  

75%

80%

85%

90%

95%

100%

Job Satisfaction Ethics and 
Values

Inclusiveness Health and 
Safety

Leadership

2007

2008

 
 
 
     Action Plans for 2008: 

¶ Promote the survey 

¶ Have the survey available online at all homes for convenience. 

¶ Have the survey online accessible at the office computers and encourage 
caregivers to complete. 

¶ Offer to visit with persons served to give caregivers time to complete the survey. 

¶ Ask the Program Coordinators to encourage their teams to participate. 

¶ Give one month as a time frame for the survey. 
 

     Outcomes for the 2008 Caregiver Satisfaction Survey will be in the 2008-2009 
Report. 
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Satisfaction 

       Family Satisfaction Survey 2007 
   Objective   Indicator      Measure       Target  Outcome 

 

 

Target 

reached 

 

2007 2008 2007 2008 

To increase the 
percentage of 
Satisfaction  

Family  
Satisfaction 
Survey  

 

The percentage of 

Families who indicate 

satisfaction with 

services provided  

90% of families will 
respond  favorably to 
the statements made 
about service 
satisfaction  

84% 89%    NO NO 

 

 2007 

Questions               Agree Disagree Unsure 

1  H.O.M.E.S operates in a manner that is consistent with its Mission and Values.   93% 7% 0 

2 
H.O.M.E.S treats me, personally, with dignity and 

respect. 
   

  87% 13% 0 

3 

 I feel that management does a good job 

of communicating and sharing 

information.       

 

  86% 7% 7% 

4 
I have good ongoing communication with 

staff and management within the society.           86% 7% 7% 

5 
I feel that my opinions, input and ideas are 

appreciated and valued. 

   

  72% 7% 21% 

6 
H.O.M.E.S administration office is easily accessible and conveniently located. 

 

64% 0% 36% 

7 
I believe that H.O.M.E.S recruits and hires people who can do the job 

effectively. 

 

  86% 14% 0 

8 
I would recommend H.O.M.E.S as a good place to work to a friend or 

another community member     86% 0% 14% 

9 
Persons served have opportunities to choose and work 

on their goals.   

  

  72% 7% 21% 

10 
H.O.M.E.S top priority is the needs of the person served. 

 

100% 0% 0 

11 
H.O.M.E.S is responsive to the needs and wishes of individuals & their 

families/support circle.   100% 0% 0 

12 
I am given opportunities to be involved with the planning process for my family 

member.   65% 14% 21% 

13 
I receive accurate and meaningful reports on my family 

memberôs progress.     79% 14% 7% 

14 
I would recommend H.O.M.E.S to anyone needing this type 

of support. 

  

100% 0% 0 

  
 

           AVERAGE    84% 6% 10% 

 

    Discussion for 2007 Survey Results: 

Overall, families are satisfied with the services their family member is receiving. We 

did not however, meet our target of 90% in 2007.  

In 2007, there was a high rate of ñunsureò responses. Usually, when there is a high 

rate of ñunsureò, this can indicate that increased communication is needed, or, the 

question is not relevant to the person completing the survey. 
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Satisfaction 

Action Plan  

1. Ensuring families receive quarterly reports on their family member. 

2. To increase communication with families. 

3. Encouraging families to visit our website. 

4. Mailing out HOMES brochures 

5. Mailing out training notices (in house and 

conferences) 

6. Mailing updates to the Strategic Plan 

7. Sending the quarterly newsletter to the families 

8. Revamp the survey to better suit the participants.  

 

    Family Satisfaction Survey 2008 
2008 

Questions               Agree Disagree Unsure 

1  H.O.M.E.S operates in a manner that is consistent with its Mission and Values.   92% 8% 0% 

2 
H.O.M.E.S treats me, personally, with dignity and 

respect. 
   

  92% 8% 0% 

3 

 I feel that management does a good job 

of communicating and sharing 

information.       

 

  83% 17% 0% 

4 
I have good ongoing communication with 

staff and management within the society.           92% 8% 0% 

5 
I feel that my opinions, input and ideas are 

appreciated and valued. 

   

  85% 8% 7% 

6 
H.O.M.E.S administration office is easily accessible and conveniently located. 

 

69% 23% 8% 

7 
I believe that H.O.M.E.S recruits and hires people who can do the job 

effectively. 

 

  100% 0% 0% 

8 
I would recommend H.O.M.E.S as a good place to work to a friend or 

another community member     100% 0% 0% 

9 
Persons served have opportunities to choose and work 

on their goals.   

  

  85% 8% 7% 

10 
H.O.M.E.S top priority is the needs of the person served. 

 

92% 8% 0% 

11 
H.O.M.E.S is responsive to the needs and wishes of individuals & their 

families/support circle.   100% 0% 0% 

12 
I am given opportunities to be involved with the planning process for my family 

member.   76% 17% 7% 

13 
I receive accurate and meaningful reports on my family 

memberôs progress.     77% 23% 0% 

14 
I would recommend H.O.M.E.S to anyone needing this type 

of support. 

  

100% 0% 0% 

  
 

           AVERAGE    89% 9% 2% 
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     Satisfaction 

 
     Outcomes of 2007 Action Plans: 
 

¶ We increased our rate of satisfaction by 5% but did not meet our target of 90% 

¶ We decreased the ñunsureò responses from 10% to 2%. This tells us that families 
have a better understanding of the questions. 

¶ We did not revamp the survey and therefore, there was not a big change in a few 
of the questions. 
 

    Response Rate    

Response Rate 2007 2008 Increase/Decrease 

 35% 33% -2% 

 

Discussion for 2008 Survey Results: 

In 2008, while we did not reach our target of 90% satisfaction (89%), we did increase 

the overall satisfaction by 5%. We also decreased the percentage of ñunsureò 

responses by 8%. This indicates that because of our 2008ôs Action Plan, families 

have a better understanding of the questions and they have more information. 

    Action Plan for 2008: 

1. Have an online survey link set up on the managers computers at the office. This 

will allow a convenient way for families to participate in the survey when they are 

visiting the office. 

2. Ensuring the family addresses are updated prior to mailing the surveys. We had 

some returned surveys because of a change of address. 

3. Continue to ask for feedback and input from family members. 

4. In 2009, we will eliminate the option of ñunsureò from the survey. We feel that 

having two responses will simplify the survey and give us a clearer picture of how 

families feel. The action plan from 2008 is no longer an ñAction Planò, but rather, 

an ongoing procedure. 

    Outcomes for the 2008 Family Satisfaction Survey will be in the 2008-2009 report. 
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    Satisfaction 

    Contractors Satisfaction Survey 2007 
   Objective   Indicator      Measure       Target  Outcome 

 

 

Target reached 

 

2007 2008 2007 2008 

To increase the 

percentage of 

Satisfaction 

Contractor 

Satisfaction 

Survey 

 

The percentage of 

Contractors who 

indicate satisfaction  

90% of contractors 

will respond  

favorably to the 

statements made 

about satisfaction 

97% 90%    YES YES 

 

2007 Questions               Agree Disagree Unsure 

1   I can explain to others the Mission & Values of the Society   100% 0% 0% 

2 

H.O.M.E.S respects those we serve, caregivers, 

contractors and volunteers with dignity and 

respect. 

   

  100% 0% 0% 

3 

I have the materials, equipment and 

resources to fulfill the terms of my 

contract.       

 

  95% 5% 0% 

4 

If I am faced with a health and safety 

issue, I know where I can go for help to 

resolve it.           95% 0% 5% 

5 
I believe that H.O.M.E.S recruits and hires people 

who can do the job effectively. 

   

  95% 5% 0% 

6 
I would recommend HOMES as a good place to work to a friend or another 

community member. 

 

95% 5% 0% 

7 
Individuals have opportunities to work on their goals. 

 

  100% 0% 0% 

8 
H.O.M.E.S top priority is the needs of the person served. 

    100% 0% 0% 

9 
There is a strong sense of teamwork at H.O.M.E.S 

  

  

  95% 5% 0% 

  
 

          AVERAGE    97% 2% 1% 

 
Discussion for 2007 Survey Results: 

Contractors are very satisfied with their relationship with The H.O.M.E. Society. 

Overall, in 2007, Contractors had a 97% rate of satisfaction. The one area we felt we 

could try and increase upon is the response rate of 40%. While under survey 

standards this is considered a good response, we wanted to challenge ourselves to 

raise it. 

Action Plan:  

1. Have the online survey available for contractors. 

2.  Offer computer training whenever possible. 
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    Satisfaction 

     Contractors Satisfaction Survey 2008 

2008 Questions               Agree Disagree Unsure 

1 I can explain to others the Mission & Values of the Society   100% 0% 0% 

2 

H.O.M.E.S respects those we serve, caregivers, 

contractors and volunteers with dignity and 

respect. 

   

  90% 10% 0% 

3 

I have the materials, equipment 

and resources to fulfill the terms of 

my contract.       

 

  80% 10% 10% 

4 

If I am faced with a health and 

safety issue, I know where I can 

go for help to resolve it.           80% 20% 0% 

5 
I believe that H.O.M.E.S recruits and hires 

people who can do the job effectively. 

   

  90% 10% 0% 

6 
I would recommend HOMES as a good place to work to a friend or another 

community member. 

 

100% 0% 0% 

7 
Individuals have opportunities to work on their goals. 

 

  90% 10% 0% 

8 
H.O.M.E.S top priority is the needs of the person served. 

    100% 0% 0% 

9 
There is a strong sense of teamwork at H.O.M.E.S 

  

  

  80% 20% 0% 

  
 

          AVERAGE    90% 9% 1% 

 
    Response Rate  
   

Response Rate 2007 2008 Increase/Decrease 

 40% 40% No change 

 
    Outcomes of 2007 Action Plans: 

¶ While we did meet our target of 90% satisfaction, overall, it decreased by 7%. 

¶ Our response rate did not change. 
 
Discussion for 2008 Survey Results: 
There were two questions which each had a decrease of 15% satisfaction: 

 
1. ñIf I am faced with a Health and Safety issue, I know where to goò (20% 

disagreed) 
2. ñThere is a strong sense of teamwork at H.O.M.E.Sò. (20% disagreed) 

 
    Action Plan: 

1. All SFC contractors who utilize a unionized caregiver will receive updated 

copies of the Health & Safety Member list on a quarterly basis. 

2. All contractors receive the quarterly newsletter which outlines where to go 

for H&S issues. 

3. We will increase the frequency of Supported Family Care Operator 

meetings. 
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Satisfaction 

 

4. All contractors will have a working email for communication and 

information sharing. 

5. To help increase participation in the survey, we will offer contractors 

opportunities to do the satisfaction survey online when they visit the office 

and through their emails. We will also extend the time the survey is 

available from 2 weeks to one month.  

     Stakeholder Satisfaction Survey 2007 
   Objective   Indicator     Measure       Target  Outcome 

 

 

Target 

reached 

 

2007 2008 2007 2008 

To increase and 

maintain the 

percentage of 

Satisfaction 

Stakeholder 

Satisfaction 

Survey 

 

The percentage of 

Stakeholders who 

indicate satisfaction  

90% of Stakeholders 

wil l respond  

favorably to the 

statements made 

about satisfaction 

88% 97%    NO YES 

 
2007 

Questions               Agree Disagree Unsure 

1 
HOMES operates in a manner which is consistent with its Mission and 

Values   88% 0% 12% 

2 
H.O.M.E.S treats me, personally with dignity 

and respect. 

   

  100% 0% 0% 

3 

I feel that management does a 

good job of sharing and 

communicating information       

 

  88% 0% 12% 

4 

I have good ongoing 

communication with staff and 

contractors within HOMES           100% 0% 0% 

5 
I feel that my opinions, input and ideas are 

appreciated and valued 

   

  100% 0% 0% 

6 
HOMES admin office is easily accessible and conveniently located 

 

88% 0% 12% 

7 
I believe that HOMES recruits and hires people who can do the job 

effectively. 

 

  100% 0% 0% 

8 
I would recommend HOMES as a good place to work to a friend or 

another community member.     88% 0% 12% 

9 
Persons served have opportunities to choose and 

work on their goals   

  

  88% 0% 12% 

10 
HOMES top priority is the persons served 

    

88% 0% 12% 

11 
HOMES is responsive to the needs and wishes of 

the individuals and their families/support circle 

    

88% 0% 12% 

12 
I am given opportunities to be involved with the 

planning process for the individuals supported 

    

73% 0% 27% 

13 
Reports completed on persons served are accurate 

and meaningful 

    

50% 0% 50% 

  
 

          AVERAGE    88% 0% 12% 
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   Satisfaction 
     

2007 was the first year we distributed satisfaction surveys to our Stakeholders. A 

Stakeholder refers to a wide variety of folks, mainly professionals that work together 

with H.O.M.E.S in some capacity or another to provide services to the people we 

serve. Some of our Stakeholders are CLBC Analysts and Facilitators, Pharmacists, 

Doctors, Community Care Licensing, community professionals and business people.  

All of these people have an interest in the success of The H.O.M.E Society. The 

return rate of 41% is very good and shows that our Stakeholders wanted to have their 

input heard. We did not meet our target of 90% (88), but we also did not receive any 

ñdisagreeò answers. The high rate of unsure answers (12%) may indicate that some 

of the questions are not relevant to some of the Stakeholders.  

For example: The Pharmacist would not receive any reports on persons served 

unless they are medical and the Pharmacist would not be involved in the PATH 

process for persons served.  

Goal: To make the survey questions more relevant to our Stakeholders. 

Action Plan: 

1. We will streamline the survey to focus on questions that would relate to all 

Stakeholders. 

2. We will explore creating a separate survey for CLBC (our funders) to 
personalize the questions to directly relate to our Stakeholders. 

3. We will eliminate the option of ñunsureò as a response. 
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  Satisfaction 

 

    Stakeholder Satisfaction Survey 2008 

 

     Response Rate 

Response Rate 2007 2008 Increase/Decrease 

 41% 24% -17% 

 

Discussion for 2008 Survey Results: 

In 2008, we downsized the Stakeholder survey from 13 to 6 questions, as per action 

plan. The questions we kept were questions that all of our Stakeholders would be 

able to answer one way or another. We increased the satisfaction from 88% (2007) to 

97% (2008). This indicates that the Action plan was successful.  

The response rate did decrease by 17% and one reason may be that with the 

popularity of surveys, Stakeholders may be overwhelmed by them all. Suggestions 

were made at a managers meeting on how we could best increase Stakeholder 

participation in the surveys. These suggestions will form our Action plan for 2009ôs 

survey. 

     Goal: To increase the response rate 

Action Plan for 2009: 

1. Telephone surveys 
2. Distribute surveys every two years instead of annually. 

 

 

2008 

Questions               Agree Disagree 

1 
H.O.M.E.S treats me, personally with dignity and 

respect. 

   

  100% 0% 

2 

I have good ongoing communication 

with Management,  staff and 

contractors within HOMES           100% 0% 

3 
I feel that my opinions, input and ideas are 

appreciated and valued 

   

  100% 0% 

4 
I would recommend HOMES as a good place to work to a friend or 

another community member.     95% 5% 

5 
Persons served have a high quality of life at HOMES 

  

  

  94% 6% 

6 
HOMES top priority is the persons served 

    

96% 4% 

  
 

          AVERAGE    97% 3% 
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69%

11%

5%

6% 3%6%

Critical Incidents SFC Homes 2007

Aggressive Unxpected Illness

Missing Person Other

Other Injury Suicide Attempt

 
 
     Effectiveness 
 

    Critical Incident Reports 2007 
 

Critical Incidents are reported and tracked for 20 categories. This report only 

includes the 13 categories where incidents actually occurred. 

 

Objective Indicator  Measure Target Outcome Target 

Achieved 

To lower the 
percentage of 

clients 
involved in 

Critical 
Incid ents on 

an annual 
basis  

Critical 
Incident 
Reports  

 

The percentage of 

clients involved 

in  critical incidents 

annually  

Less than 20% of 
clients involved in 
critical incidents 

annually.  

 

36% No 

 

 

¶ Total number of Critical Incidents = 90 

¶ Total of Critical Incidents (client involved) for 2007= 80  

¶ Total number of clients involved= 29 (36% of persons served)  

 (10 CIRôs were unrelated to persons served, for example: power outages)  
 

       Breakdown of Critical Incidents in 2007 

      

48%

12%

40%

Overall Critical Incidents 2007 

Licensed Home

Single/Two 
Person Home

SFC Home

              
 

                              

  

 

 

 

 

 

 

 

 

64%
27%

9%

Critical Incidents Single/Two 

Person Homes 2007

Aggressive

Unexpected 
Illness

Motor Vehicle 
Injury

23%

19%

14%

21%

12%

9%2%

Critical Incidents Licensed Homes 2007

Aggressive Falls

Medication Errors Unxpected Illness

Other Service Delivery problem

Disease occurrance
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Effectiveness 

                   

Discussion 

 

Often, when people enter our services, they may be in an escalated state, experiencing 

crisis which manifests in a high rate of Critical Incident reports. Over time, persons 

served begin to feel safe in their new environment and with their new companions. 

Aggressive and unusual behaviors, over time, are not considered unusual anymore and 

are reported on Internal Incident Reports. We also recognize that aggressive/unusual 

behavior has the highest rate of incidents.  

 

While there will always be a margin of error relating to consistently catagorizing and 

accurately entering critical incidents into the database, we have increased the accuracy  

by ensuring each Program Coordinator is responsible for entering the data to their 

respective programs. We have separated the ñhard to catagorizeò incidents with a 

broader choice of selections. This will give a more clearer picture of what consitutes 

ñotherò. 

 

¶ There was a total of 29 (36%) individuals involved in Critical Incidents in 

2007.  

¶ There was a high number of falls (8), all occuring in the licensed homes, 

where the persons served are older and therefore, there is a higher risk of 

falling. 

¶ The highest amount of aggressive incidents occurred during the summer 

months (June-August).  

 

Action Plan: 

 

1. To contract with various funders to provide age related training and assessments 

to caregivers to reduce the risk of falls and injuries. 

2. Earlier booking of caregivers that are familiar with the persons served. 

3. To ensure the majority of caregivers have up to date NVCIP training. 

4. To provide specialized NVCIP training to homes where the highest amount of 

CIRôs are reported for aggressive/unusual behavior. 
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    Effectiveness 
 

    Critical Incident Reports 2008 

 

Objective Indicator  Measure Target Outcome Target 

Achieved 

To lower the 
percentage of 

clients involved 
in Critical 

Incidents on an 
annual basis  

Critical 
Incident 
Reports  

 

The percentage 

of clients involved 

in  crit ical 

incidents annually  

Less than 20% 
of clients 

involved in 
critical 

incidents 
annually.  

 

33% No 

 

 

¶ Total number of Critical Incidents= 84 

¶ Total of Critical Incidents (client involved) for 2008= 82  

¶ Total number of clients involved= 27 (33% of persons served) 

¶ Average of 3 incidents per person involved. 

2 CIRôs were unrelated to persons served, for example: power outages)  

 
      Breakdown of Critical Incidents in 2008 
 

     

51%

11%

38%

Overall Critical Incidents 2008 

Licensed Home

Single/Two Person 

Home

SFC Home

  
 

                                  




































