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Communication with Clients and Caregivers

1. Email
2. Social Media
3. Website
4. Colour poster posted at all locations
5. Flyers distributed at all locations
6. Flyers distributed at Foot Care Clinics and Adult Day Program
7. Flyers distributed with Meals on Wheels and Community Food Box 

Deliveries
8. Paper surveys available at all locations
9. Paper surveys and envelopes provided to clients receiving PSW services





Number of Survey Responses

750 total responses (vs. 500 in 2020)
Online Paper Phone Total

570 165 15 750



Interpreting Responses



Positive Responses 2020-2021















Next Steps – Opportunities for Improvement

Opportunity Identified Plan for Improvement

Lower levels of satisfaction among Under 
55/ COPE clients

COPE Quality Improvement Plan (QIP)

Lower levels of satisfaction among Whitby-
Oshawa Hub clients

Whitby-Oshawa Hub QIP

Need for active offer of additional support 
and services

Customer service training, “Is there anything else CCD can do for 
you today?

Telephone system needs to be improved 
(comments)

Review and optimization of current phone system; target to 
replace system later this fiscal year

Lack of communication between staff 
identified as an issue by clients (comments)

Central Intake and Care Coordination Project
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