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» Overall Satisfaction with Services Provided by CLBC

Total
satisfied
Total Mar '09 29% 38% 16% |8% [ 67%
Dec '09 15% |5 76%
Dec '10 16% |6 71%
Self-
M log 12% |4 740/0
advocates o o [+l 6
Dec '09 12% |3K3] 81%
Dec '10 12% |4 [§]3] 78%
Families
Mar '09 35% 19% 11% [$¥7%] 4 0,
of adults ° ° oG4 60%
Dec '09 39% 17% 8% 70%
Dec '10 24% 40% 20% _ |8% W 649%
B Very satisfied O Satisfied O Neutral
O Dissatisfied B Very dissatisfied 0O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059))
Self-advocates: Mar '09 (n=293), Dec '09 (n=451), Dec 10 (n=619)
Families of adults: Mar ‘09 (n=309), Dec '09 (n=463), Dec 10 (n=440)

Q.8) Overall how satisfied are you with the services you receive from Community Living
BC./Please rate your overall satisfaction with the services provided by CLBC to the individual
receiving services.
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, Level of Agreement with Statement Regarding Level of Support

by Service Providers

I feel the individual receiving services is well supported
by his/her service provider(s)*
Total
Agree
Total ver 0o e s Es)  75%
Dec '09 45% [c[6%k4] 82%
Dec '10 42% [Z%x%El4  78%

Self= Mar 109 46% G7%EZ  84%

advocates oo oo |ETTRN e, GLHS  so%
Dec '10 48% belz6la]  82%
Families of Mar '09 30% o 110%] 9% B 68%
adults S 38% 7% 2% 5% 75%
Dec '10 37% 7% 8% 5 K235 | 74%
B Strongly agree O Agree O Neutral
O Disagree B Strongly disagree O Don't know

Base: Total: Mar ‘09 (n=602), Dec ‘09 (n=914), Dec 10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec ‘09 (n=463), Dec 10 (n=440)
Q.6) To what extent do you agree or disagree with the statement:

*Self Advocate wording: I feel well supported by my service provider(s)
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> Agreement with Service Statements

"My family and I have a trusting and
respectful relationship with CLBC staff”

Total Mar '09 | 73% PR 11%
Dec '09 | 76% A 9%
Dec '10 | 772% A 1% A
Self- Mar '09 | 771% 37 10% T2
B Dec '09 | 79% 7%
Dec '10 | 80% 32 9%
Families of Mar '09 | 69% L7 11%
adults Dec '09 | 73% [12% IR 5]
Dec '10 | 73% A 14%

O Agree ONeutral B Disagree O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.7) To what extent do you agree or disagree with the following statements .
about how CLBC staff has worked with you. continued...
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> Agreement with Service Statements (cont’d)

"My concerns were listened to”

Total Mar '09 | 7% [3% BED
Dec '09 | 7% FXA 10% B
Dec '10 | 76% A 12% A
Self- Mar '09 | 74% WA 11% B
advocates Dec '09 | 81% B2 9% B
Dec '10 | 79% VA 10%
Families of Mar '09 | 69% [ 11% [SEL7S
adults Dec '09 | 74% XA 11%
Dec '10 | 74% KA 14%

O Agree O Neutral B Disagree O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.7) To what extent do you agree or disagree with the following statements
about how CLBC staff has worked with you. continued...
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> Agreement with Service Statements (cont’d)

"I/the individual was provided with
the services needed”

Total Mar '09 | o A 20% 32
Dec '09 | 7% VA 13%
Dec '10 | 72% A 18%
Sglf- Mar '09 | 76% & 13%
vocat
Dec '10 78% = 13% B
Families of Mar '09 | 59% 1 9% 26% 3R
adults Dec '09 | 70% XA 16% A
Dec '10 | 66% | 9% [RPPL

O Agree O Neutral B Disagree O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar ‘09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.7) To what extent do you agree or disagree with the following statements
about how CLBC staff has worked with you. continued...
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"My concerns were addressed
in a timely manner”

Total
Mar ‘09 | 65% A 19%
Dec '09 | 70% KA 14%
Dec '10 | 67% A 20% I
Self- Mar '09 | 71% 7% 10%
e Dec '09 | 75% EA 12%
Dec '10 | 74% 3R 14% I8
Families of Mar '09 | 59% [10% I
el Dec '09 | 66% [10% VAT
Dec '10 | 60% A 26%

O Agree O Neutral B Disagree O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)

Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.7) To what extent do you agree or disagree with the following statements

about how CLBC staff has worked with you.

continued...
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> Agreement with Service Statements (cont’d)

"I was provided with useful
referrals and resources”

Total
Mar '09 | 64% |10% LT
Dec '09 | 68% A 16%
Dec '10 | 64% B 18%
Self- Mar '09 | 74% V&R 11%
e Dec '09 | 75% N 11% A
Dec'10 | 74% PoBEEA10%]
F:In}ltlsles of Mar'09 [ 55% 12% IEELE
adu
Dec '09 61% 10% [RPARD
Dec '10 — 55% [12% IR

O Agree 0O Neutral B Disagree O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec '09 (n=451), Dec 10 (n=619)
Families of adults: Mar ‘09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.7) To what extent do you agree or disagree with the following statements .
about how CLBC staff has worked with you. continued...
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> Agreement with Service Statements (cont’d)

"I find it easy to access information for
the services needed”

Total

Mar'0o [ 50% BN 23%
Dec '09 | 65% A 20% 3R
Dec '10 | 60% A 25%
Self- Mar '09 | 71% 2 15%
advocates Dec '09 | 76% TR 13% B
Dec'10 | 67% T2 16% FEEA
Families of Mar '09 | 8% [15% 31%
adults Dec '09 | 550, [11% 27%
Dec '10 | 52% [11% 33% 7]

O Agree O Neutral B Disagree O Don't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.7) To what extent do you agree or disagree with the following statements
about how CLBC staff has worked with you.
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Adequacy of Safeguards of CLBC Funded Services ...

Average
“In the person’s home”
Self-advocates: Mar '09 | 9% [ 5 [P 4 4.7
Self-advocates: Dec '09 [ 9% [ 5 |1 4.7
Self-advocates: Dec '10 | 12% |7%|] 4.7
Families of adults: Mar '09 56% | 13% (4 [l 24% 4.6
Families of adults: Dec '09 56% 512 21% 4.6
Families of adults: Dec '10 58% [ 10% [6%][E] 4.5
“In his or her Total: Mar '09 47% % 10% SRl _14% | 4.2
community Total: Dec '09 % 3% E 15% 4.4
activities
Total: Dec '10 51% % | 10%PH 11%] 4.3
Self-advocates: Mar '09 4.3

Self-advocates: Dec '09 64% | 15% | 9% P} 4.5
Self-advocates: Dec '10 57% | 22% | 10% [3[A6%| 4.4

Families of adults: Mar '09 38% 7% 10% P 20% 4.2
Families of adults: Dec '09 43% 0% 9% |4l 2% ] 43
Families of adults: Dec '10 45% 5% |10%PEl 17% ] 43

B5 =Verysafe 04 O3 O2 W1 = Notsafe ODon't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec 10 (n=1,059)
Self -advocates: Mar ‘09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619) continued...
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec 10 (n=440)

Q.5a-d) On a scale of 1 to 5 where 1 means not safe and 5 means very safe, please rate
the extent to which you feel CLBC funded services have adequate safeguards in place in 9
the following areas:



Community Living BC - Service Satisfaction Survey

KR

MUSTEL GROUP COMMUNITY LIVING

BRITISH COLUMBIA
MARKET RESEARCH

> Adequacy of Safeguards of CLBC Funded Services... (cont'd)

Average

“ } .
SIIEHT;S(/) r;e(:tll':eer Total: Mar '09 5% 5% 0 43
P Total:Dec 09
‘programs’ or Total: Dec '10 4.4
services"** Self-advocates: Mar '09 4.3
Self-advocates: Dec '09 a4
Self-advocates: Dec '10 m 4.4
Families of adults: Mar '09 o 8%|3 29% 4.3
Families of adults: Dec '09 2_5% | 9% |3 26% [ 4.2
Families of adults: Dec '10 2% 7% 29% | 44
“At his or her *Total: Mar '09 67% | 17% % 4.6
employment/ *Total: Dec '09 68% [_18% 13| 4.7
work” Total:Dec 10
*Self-advocates: Mar '09 a.7
“Self-achocates: Dec 03
*Self-advocates: Dec '10 70% | 20% 6%l 4.6
*Families of adults: Mar '09 52% % _ [5]3M  21% 4.5
*Families of adults: Dec'09 [ NTNGIEENT"5% Al 23% | 45
*Families of adults: Dec '10 48% 9% 9% |2 20% 4.4

B5 =Verysafe 04 O3 O2 W1 = Notsafe ODon't know

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec 10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec '09 (n=451), Dec 10 (n=619)

Families of adults: Mar ‘09 (n=309), Dec ‘09 (n=463), Dec 10 (n=440) Q.5a-d) On a scale of 1 to 5 where 1 means not safe and 5 means very safe, please rate
the extent to which you feel CLBC funded services have adequate safeguards in place in
*Total working: Mar ‘09 (n=208), Dec '09 (n=293), Dec 10 (n=320) the following areas:
*Self-advocates working: Mar ‘09 (n=132), Dec '09 (n=190), Dec ‘10 (n=227)
*Familjes of adults working: Mar ‘09 (n=76), Dec '09 (n=103), Dec 10 (n=93) **Self-advocates wording: "When you attend organized programs outside your home”

10
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> Requested Paid Supports/Services Yet to be Provided

Total Mar'09 [T 22% | 71%
Dec'09 | 19% | 74%
Dec'10 [ 25% | 67%
Self- Mar '09 [ 15% | 75%
advocates . .o [TTE 74%
Dec'10 | 16% | 70%
Families Mar'09 [ 28% | 67%
of adults Dec'09 [ 23% | 74%
Dec '10 1% 64% %
O Yes B No O Refused

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec 10 (n=440)

Q.9a) Have you requested paid supports or services, which have not yet been
provided?

11
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> Requests for Paid Supports/Services

Total Mar '09 19% VAL NELY | 13%
Dec '09 L7 30% [ 11% [STLZN 6 |
Dec '10 | 33% GO 28%  [[119% [ELZD)
Sde'f' - Mar '09 LU D7% | 150h Pl 14% |
advocates =
Dec '09 | 34% 8% PRI 17%
Dec '10 | 44% VAR 18% | 10% [EN 7%)
F*f‘mcillifs Mar '09 21%  ICIEZ A 18% |
o acuits Dec '09 AR 34% [ 159% |G
Dec '10 18% R P/ 10%
O 0-6 Months | 7-12 Months O 1-2 Years
@ 3-4 Years m Over 4 years O Don't know

Base: Those who requested paid supports or services, which have yet been provided
Total: Mar '09 (n=130), Dec '09 (n=171), Dec ‘10 (n=245)
Self-advocates: Mar '09 (n=43), Dec '09 (n=66), Dec 10 (n=98)
Families of adults: Mar '09 (n=87), Dec '09 (n=105), Dec 10 (n=147)

Q.9b) How long have you been waiting?

12
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> Frequency of Participating in Community Activities

Total Mar '09 53% [ 19%  [10% [ESELr
Dec '09 57% | 18% | 119% [EL7
Dec '10 50% [T20% | 13% [RCCZRD
Self- Mar '09 48% [ 21% [ 12%
advocates . . 51% 5% 110% R
Dec '10 42% | 23% | 16% [EIL
Families Mar '09 58% | 17% | 9% [RREZ
of adults Dec '09 62% | 14% [ 11% [B0E7)
Dec '10 59% | 18% _ [10% [BPL7H
W Regularly O Occasionally O Rarely
W Never O Don't know

Base: Total: Mar ‘09 (n=602), Dec ‘09 (n=914), Dec 10 (n=1,059)
Self -advocates: Mar ‘09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.2a) How often does the individual receiving services participate in activities

within the community? (example: church groups, recreation activities like
swimming or bowling, or clubs) would it be...

13
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> People in Community Involved With

Those who regularly/occasionally participate in community
activities
Total Self-advocates Families of adults
Mar Dec Dec Mar Dec Dec Mar Dec Dec
‘09 ‘09 ‘10 ‘09 ‘09 ‘10 ‘09 ‘09 ‘10
(433) (681) (730) ! (201) (331) (391) (232) (350) (339)
% % % % % % % % %
Family 25 20 24 22 20 22 28 20 26
Program staff 42 50 42 34 33 30 50 66 52
Friends 17 18 19 26 30 32 10 7 8
Volunteers 5 7 7 9 7 4 5 6
Other people 8 2 4 10 4 2 7 1 5
Alone - - 3 - - 5 - - 2
Don’t know 2 3 2 2 4 1 3 2 2
Q.2b) Is it more often in the company of:

14
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> Individual Participates in Volunteer Activities in the Community

Total

Mar '09 | 41% 58% 2
Dec 09 [40% I
Dec '10 9% 60% |
Self- Mar 09 [ 450 [
advocates . o9 [ e
Dec'10 [ 40% | 60% I
Families Mar '09 % 60%
of adults Dec '09 340/, 63%
Dec '10 9% 60% |
| O Yes m No O Refused

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec '09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.4) Does this individual participate in any volunteer activities in the community?

15
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> Individual Works for Pay

Total

Mar'09 | 35% | 65% |
Dec'09 | 32% | 67% |
Dec'10 [ 28% | 72% |
Self- Mar ‘09 [ 400 [T S
advocates Dec '09 50 58%
Dec'10 | 35% | 65%
Families Mar'09 [ 25% | 74% |
of adults Dec'09 [.22% ] 77% I
Dec'10 [ 21% | 78% |
O Yes m No O Refused

Base: Total: Mar '09 (n=602), Dec '09 (n=914), Dec ‘10 (n=1,059)
Self -advocates: Mar '09 (n=293), Dec ‘09 (n=451), Dec 10 (n=619)
Families of adults: Mar '09 (n=309), Dec '09 (n=463), Dec ‘10 (n=440)

Q.3a) Does this individual work for pay?

16
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> Wage among those Working
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BRITISH COLUMBIA

Self-
advocates

Mar '09
Dec '09
Dec '10

Families
of adults

Mar '09
Dec '09
Dec '10

59%
60%

21%
16%

55% 17%

O Better M@ Minimum wage O Refused

Base: Those employed:

Self-advocates: Mar '09 (n=132), Dec '09 (n=190), Dec 10 (n=227)
Families of adults: Mar ‘09 (n=76), Dec '09 (n=103), Dec 10 (n=93)

Q.3b) Is that:

17





