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Number of different personal care staff

Description Client experience with number of different personal care staff they have had

In the last 6 months, how do you feel about the number of different personal care staff you

have had?
Survey = I'm very happy with the number I've had
question =  |I'm OK with the number I've had

= I'm not happy at all with the number I've had
= | don’t know

Data Source | 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the response options, as
described above.

Calculation For example, percentage reporting “I'm very happy with the number I've had” =

(Number of respondents stating “I'm very happy with the number ['ve had") 100
X
Total number of responses

Responses from the “l don’t know” category were included in analysis to retain the full
Assumptions | distribution of responses and provide a comprehensive view of how respondents answered
each question.

Eligible respondents include acute, long-term supportive, maintenance, rehabilitation, and
wellness home and community care clients that were receiving at least one professional or
personal care service during the period of July 2023 to January 2024.
General exclusion criteria for the 2024 Home Care Client Experience Survey include:

= Clients that received home and community care services in continuing care homes —

Exclusions type A, type B (formerly designated supportive living), type C (formerly hospice), or a
mental health home or shelter

= Clients with a cognitive performance scale score greater than 2 (moderate to severe
impairment)

= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to cognitive or physical
ability, with completion of the survey sometimes requiring family involvement. Thus, the
Limitations results may include elements of both client and family reported experience. Also, some home
and community care clients may have had difficulty differentiating between the services
provided by a professional care staff and services provided by a personal care staff.

NUMBER OF DIFFERENT PERSONAL CARE STAFF 1



Health Quality
Alberta

Personal care staff informed of arrival time

Description Whether clients were informed of personal care staff arrival time

In the last 6 months, | was kept informed about when personal care staff would

arrive.
Survey question " Yes
= Partly
= No

= | don’t know

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the response
options, as described above.

Calculation For example, percentage reporting “Yes” =

(Number of respondents stating “Yes") 100
X
Total number of responses

Responses from the “| don’t know” category were included in analysis to retain the
Assumptions full distribution of responses and provide a comprehensive view of how respondents
answered each question.

Eligible respondents include acute, long-term supportive, maintenance, rehabilitation,
and wellness home and community care clients that were receiving at least one

professional or personal care service during the period of July 2023 to January 2024.
General exclusion criteria for the 2024 Home Care Client Experience Survey include:

= Clients that received home and community care services in continuing care

Exclusions homes — type A, type B (formerly designated supportive living), type C
(formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2 (moderate to
severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to cognitive or
physical ability, with completion of the survey sometimes requiring family
o involvement. Thus, the results may include elements of both client and family
Limitations

reported experience. Also, some home and community care clients may have had
difficulty differentiating between the services provided by a professional care staff
and services provided by a personal care staff.

PERSONAL CARE STAFF INFORMED OF ARRIVAL TIME 2
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Personal care staff listened carefully

Description Whether personal care staff listened carefully to the client

In the last 6 months, how often did personal care staff listen carefully to you?

= Never

Survey question = Sometimes

= Usually
= Always
Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the response
options, as described above.

Calculation For example, percentage reporting “Always” =

(Number of respondents stating "Always") 100
X
Total number of responses

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance, rehabilitation,
and wellness home and community care clients that were receiving at least one

professional or personal care service during the period of July 2023 to January 2024.
General exclusion criteria for the 2024 Home Care Client Experience Survey include:

) = Clients that received home and community care services in continuing care
Exclusions homes — type A, type B (formerly designated supportive living), type C
(formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2 (moderate to
severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to cognitive or
physical ability, with completion of the survey sometimes requiring family
involvement. Thus, the results may include elements of both client and family
reported experience. Also, some home and community care clients may have had
difficulty differentiating between the services provided by a professional care staff
and services provided by a personal care staff.

Limitations

PERSONAL CARE STAFF LISTENED CAREFULLY 3
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Personal care staff explanation easy to understand

Whether personal care staff explained things in a way that was easy to

Description understand

In the last 6 months, how often did personal care staff explain things in a way
that was easy to understand?

Survey question * Never

=  Sometimes

= Usually
= Always
Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Always” =

(Number of respondents stating "Always") 100
X
Total number of responses

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey
include:

Exclusions * Clients that received home and community care services in continuing

care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
» Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
Limitations family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

PERSONAL CARE STAFF EXPLANATION EASY TO UNDERSTAND 4
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Personal care concerns handled satisfactorily

Description Whether personal care concerns were handled to clients' satisfaction

In the last 6 months, how often were you satisfied with the way your personal
care service concerns were handled?

= Never
Survey question =  Sometimes

= Usually

= Always

= | did not have concerns

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Always” =

(Number of respondents stating "Always") 100
X
Total number of responses

Responses from the “I did not have concerns” category were included in
Assumptions analysis to retain the full distribution of responses and provide a
comprehensive view of how respondents answered each question.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey
include:

Exclusions . . . Co -
= Clients that received home and community care services in continuing

care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
Limitations family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

PERSONAL CARE CONCERNS HANDLED SATISFACTORILY 5
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Personal care staff were supportive

Description Whether personal care staff were supportive

My personal care staff were very supportive when they talked with me.

= Strongly disagree

= Disagree
Survey question = Neutral
= Agree

= Strongly agree
= Not applicable

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Strongly agree” =

(Number of respondents stating “Strongly agree”) 100
X
Total number of responses

Responses from the “Not applicable” category were included in analysis to
Assumptions retain the full distribution of responses and provide a comprehensive view of
how respondents answered each question.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey
include:

Exclusions . . . . . -
= Clients that received home and community care services in continuing

care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.

PERSONAL CARE STAFF WERE SUPPORTIVE 6
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Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
Limitations family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

PERSONAL CARE STAFF WERE SUPPORTIVE 7
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Personal care staff had a warm presence

Description Whether personal care staff had a warm presence

My personal care staff had a warm presence.

= Strongly disagree

= Disagree
Survey question = Neutral
= Agree

= Strongly agree
= Not applicable

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Strongly agree” =

(Number of respondents stating “Strongly agree”) 100
X
Total number of responses

Responses from the “Not applicable” category were included in analysis to
Assumptions retain the full distribution of responses and provide a comprehensive view of
how respondents answered each question.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey

include:
Exclusions = Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),

type C (formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

Limitations

PERSONAL CARE STAFF HAD A WARM PRESENCE 8
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Number of different professional care staff

Description Client experience with number of different professional care staff

In the last 6 months, how do you feel about the number of different professional care
staff you have had?

Survey = I'm very happy with the number I've had
question = I'm OK with the number I've had

= I'm not happy at all with the number I've had
= | don’t know

Data Source | 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the response
options, as described above.

Calculation For example, percentage reporting “I'm very happy with the number I've had” =

(Number of respondents stating “I'm very happy with the number I've had ") 100
X
Total number of responses

Responses from the “I| don’t know” category were included in analysis to retain the full
Assumptions | distribution of responses and provide a comprehensive view of how respondents
answered each question.

Eligible respondents include acute, long-term supportive, maintenance, rehabilitation,
and wellness home and community care clients that were receiving at least one
professional or personal care service during the period of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey include:

= Clients that received home and community care services in continuing care

Exclusions homes — type A, type B (formerly designated supportive living), type C
(formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2 (moderate to
severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to cognitive or
physical ability, with completion of the survey sometimes requiring family involvement.
Limitations Thus, the results may include elements of both client and family reported experience.

Also, some home and community care clients may have had difficulty differentiating
between the services provided by a professional care staff and services provided by a
personal care staff.

NUMBER OF DIFFERENT PROFESSIONAL CARE STAFF 9
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Professional care staff gave choice in how care is provided

Description Whether professional care staff gave choices about how care was provided

In the last 6 months, my professional home care staff gave me choices about
how care was provided.

Survey question " Yes
= Partly
= No

= | don’t know

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Yes” =

(Number of respondents stating “Yes”

X 100
Total number of responses )

Responses from the “I don’t know” category were included in analysis to retain
Assumptions the full distribution of responses and provide a comprehensive view of how
respondents answered each question.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey

include:
Exclusi
xclusions = Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
o family involvement. Thus, the results may include elements of both client and
Limitations

family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

PROFFESIONAL CARE STAFF GAVE CHOICE ON HOW CARE IS PROVIDED 10
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Professional care staff explanation easy to understand

Whether professional care staff explained things in a way that was easy to

Description understand

In the last 6 months, how often did professional home care staff explain things
in a way that was easy to understand?

Survey question * Never

=  Sometimes

= Usually
=  Always
Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Always” =

(Number of respondents stating "Always") 100
X
Total number of responses

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey

include:
Exclusions * Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),

type C (formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
» Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

Limitations

PROFESSIONAL CARE STAFF EXPLANATION EASY TO UNDERSTAND 11
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Professional care staff listened carefully

Description Whether professional care staff listened carefully to the client

In the last 6 months, how often did professional home care staff listen carefully
to you?
= Never

Survey question )
=  Sometimes

= Usually
= Always
Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Always” =

(Number of respondents stating “Always") 100
X
Total number of responses

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey

include:
Exclusi
xclusions = Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
Limitations

family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

PROFESSIONAL CARE STAFF LISTENED CAREFULLY 12
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Professional care concerns handled satisfactorily

Description Whether professional care concerns were handled to clients' satisfaction

In the last 6 months, how often were you satisfied with the way your
professional care services concerns were handled?

= Never
Survey question =  Sometimes

= Usually

= Always

= | did not have concerns

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Always” =

(Number of respondents stating "Always") 100
X
Total number of responses

Responses from the “I did not have concerns” category were included in
Assumptions analysis to retain the full distribution of responses and provide a
comprehensive view of how respondents answered each question.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey

include:
Exclusi
xclusions = Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
T family involvement. Thus, the results may include elements of both client and
Limitations

family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

PROFESSIONAL CARE CONCERNS HANDLED SATISFACTORILY 13
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Overall rating of professional care

Description Overall rating of professional care services

In the last 6 months, OVERALL, how would you rate your professional home care

services?
= Poor
Survey question »  Fair
= Good
= Very good
= Excellent
Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the response
options, as described above.

Calculation For example, percentage reporting “Excellent” =

(Number of respondents stating “Excellent”) 100
X
Total number of responses

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance, rehabilitation,
and wellness home and community care clients that were receiving at least one

professional or personal care service during the period of July 2023 to January 2024.
General exclusion criteria for the 2024 Home Care Client Experience Survey include:

) = Clients that received home and community care services in continuing care
Exclusions homes — type A, type B (formerly designated supportive living), type C
(formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2 (moderate to
severe impairment)

= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.

Clients were not always able to complete the survey on their own due to cognitive or
physical ability, with completion of the survey sometimes requiring family involvement.
Thus, the results may include elements of both client and family reported experience.
Also, some home and community care clients may have had difficulty differentiating
between the services provided by a professional care staff and services provided by a
personal care staff.

Limitations

OVERALL RATING OF PROFESSIONAL CARE 14
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Overall rating of personal care

Description Overall rating of personal care services

In the last 6 months, OVERALL, how would you rate your personal care services?

=  Poor
Survey question = Fair

=  Good

= Very good

=  Excellent

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the response
options, as described above.

Calculation For example, percentage reporting “Excellent” =

(Number of respondents stating "Excellent”) 100
X
Total number of responses

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance, rehabilitation,
and wellness home and community care clients that were receiving at least one

professional or personal care service during the period of July 2023 to January 2024.
General exclusion criteria for the 2024 Home Care Client Experience Survey include:

= Clients that received home and community care services in continuing care
homes — type A, type B (formerly designated supportive living), type C

Exclusions
(formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2 (moderate to
severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to cognitive or
physical ability, with completion of the survey sometimes requiring family involvement.
Thus, the results may include elements of both client and family reported experience.
Limitations

Also, some home and community care clients may have had difficulty differentiating
between the services provided by a professional care staff and services provided by a
personal care staff.

OVERALL RATING OF PERSONAL CARE 15
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Client overall care experience

Client overall care experience (including both professional and personal care

Description .
services)

In the last 6 months, OVERALL, how would you rate the quality of your home
care services?

= 0 (Worst)
= 1
= 2
- " 3
Survey question . 4
= 5
= 6
. 7
= 8
= 9
= 10 (Best)
Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “10” =

(Number of respondents stating “10”

X 100
Total number of responses )

Assumptions None.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey
include:

Exclusions = Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter

= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)

= Clients younger than 18 years of age as of January 31, 2024

= Client with an invalid contact information.

CLIENT OVERALL CARE EXPEREINCE 16
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Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
family involvement. Thus, the results may include elements of both client and
family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

Limitations

CLIENT CARE OVERALL EXPEREINCE 17
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Home care helps clients stay at home

Description Whether home care help clients stay at home

Thinking of the home care services you received through a government home
care program, did these services help you stay at home?

Survey question * Yes
= No
= | don’'t know

Data Source 2024 Home Care Client Experience Survey

Results are reported as the percentage of all responses, for each of the
response options, as described above.

Calculation For example, percentage reporting “Yes” =

(Number of respondents stating "Yes”) 100
X
Total number of responses

Responses from the “I don’t know” category were included in analysis to retain
Assumptions the full distribution of responses and provide a comprehensive view of how
respondents answered each question.

Eligible respondents include acute, long-term supportive, maintenance,
rehabilitation, and wellness home and community care clients that were
receiving at least one professional or personal care service during the period
of July 2023 to January 2024.

General exclusion criteria for the 2024 Home Care Client Experience Survey

include:
Exclusions
= Clients that received home and community care services in continuing
care homes — type A, type B (formerly designated supportive living),
type C (formerly hospice), or a mental health home or shelter
= Clients with a cognitive performance scale score greater than 2
(moderate to severe impairment)
= Clients younger than 18 years of age as of January 31, 2024
= Client with an invalid contact information.
Clients were not always able to complete the survey on their own due to
cognitive or physical ability, with completion of the survey sometimes requiring
L family involvement. Thus, the results may include elements of both client and
Limitations

family reported experience. Also, some home and community care clients may
have had difficulty differentiating between the services provided by a
professional care staff and services provided by a personal care staff.

HOME CARE HELPS CLIENTS STAY AT HOME 18
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