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In 2016 the Health Quality Council of Alberta
(HQCA) surveyed both residents and their family
members about their experiences with care and
services at designated supportive living (levels three
and four) facilities across Alberta. This was the
second time the HQCA conducted this survey; the
previous survey was conducted in 2013-14.
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Family member experience survey

This document is a brief summary of the results of
the family member survey.
In conjunction with the family member survey, the
HQCA also conducted a resident experience survey.
For a summary of the resident experience survey
results, as well as detailed reports of both the resident
and family member survey results at a provincial
level, visit www.hqca.ca/supportiveliving. The
provincial reports also list all of the facilities in
ranked order across a variety of measures.

The term family member in this document refers to the family member
or the person most involved in the resident’s care.
Surveys were conducted from May to September 2016. Family members had the option of completing the mail-in
paper survey or completing the survey online.

63%

Family Experience Survey Response Rate
4,629 out of 7,315
of eligible family members completed and
returned the survey
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SURVEY FINDINGS
Global Overall Care Rating

In the survey, family members were asked: “Using any number from 0 to 10, where 0 is the worst and 10 is the best care
possible, what number would you use to rate the care at the supportive living facility?”
The results from this survey question are reported as the “Global Overall Care Rating” for a facility. It reflects
family members overall experience with a designated supportive living facility from 0 to 10.

Global Overall Care Rating
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Would you recommend this facility?

In the survey, family members were asked: “If someone needed supportive living facility care, would you recommend this
supportive living facility to them?”
Overall, 94 per cent of respondents would recommend the supportive living facility.

There was variation among facilities
throughout the province, with
family members responses resulting
in a recommendation percentage
from a low of 60 per cent
to a high of 100 per cent.
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Dimensions of care and food rating

Our analysis shows that how family members rate the question about overall care is
influenced by their experiences with food and four “dimensions of care”.

What is a dimension of care?
Each dimension of care represents a set of survey questions that share a similar conceptual theme.
STAFFING, CARE OF BELONGINGS, AND ENVIRONMENT: This dimension reflects family members’ experiences with the
availability of staff, the cleanliness of the residents’ room, and whether residents’ clothes or belongings were lost.
KINDNESS AND RESPECT: This dimension reflects family members’ experiences with the courteousness, kindness, politeness,
and appropriateness of employees towards residents.
FOOD RATING: This dimension reflects family members’ opinions about the food at the facility.
PROVIDING INFORMATION AND ENCOURAGING FAMILY INVOLVEMENT: This dimension reflects family members’
experiences with being informed about the care and services that the resident is receiving, as well as information on
payments and expenses. In addition, this dimension asks family members whether they are comfortable asking questions
and whether they are ever discouraged from asking questions of the employees at the facility.
MEETING BASIC NEEDS: This dimension reflects family members’ experiences with facility staff helping the resident with
eating, drinking, or toileting.
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Each dimension of care influences families’ overall experience with the supportive living facility. These are listed
below from the most influential to the least influential. The chart also illustrates the large variation between the
lowest and highest facility score, compared to the provincial average.

2016 family experience survey scores across 146 designated supportive living facilities
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Recommendations for improvement

In 2016 and 2013-14, family members were asked to
respond to one open-ended survey question: “Do you have
any suggestions of how care and services at this supportive living
facility could be improved? If so, please explain.”

2016 recommendations for improvement

In total, 2,805 family members provided a comment in
2016, compared with 1,736 in 2013-14. Findings were
consistent in both years.

3. Cleanliness and condition of the facility

In addition to recommendations, across Alberta, family
members praised hardworking staff and management and
the quality of care they provided to residents.
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1. Food (671 family members)
2. Staffing levels (573 family members)

(500 family members)
4. Help and supervision with basic needs 		
(449 family members)
5. Activities (432 family members)
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The voices of family members
Staffing, Care of Belongings, and Environment:

“I am very pleased with the care staff at

this facility. They are warm and caring.
But there are very often not enough of them.”

“I would like to see the facility and my [resident’s]
room look and smell cleaner.”

“When [the facility] decided to rotate staff

through the units, the atmosphere changed.
Staff never know what is happening with
your loved one when you ask them.
The issue for my [resident] is there are no
longer familiar faces and a simple routine like
bathing can be difficult.”
Kindness and Respect:

“Time to sit and chat occasionally [with residents]
would be really good as loneliness is a major issue.”

Providing Information and
Encouraging Family Involvement:

“The staff are very good about keeping me
informed of any situations or concerns.”

“It depends on the problem we are having, but
there have been times, and with some people
all the time, that we are not able to talk to
them and get the information and move on.”
Meeting Basic Needs:

“

The care [my resident receives] is great.
We all work together to ensure that [the resident]
is getting everything they need.”

“A care plan is established and often/regularly it is
not followed so bathing and grooming is missed.
Dirty or soiled clothing is re-worn.”

“[The facility] is a wonderful facility and a real “home”

for [the resident] not because of the building but because
of the staff. There is a culture of love that I believe flows
down from management to the vast majority of the staff.
We have watched the staff members treat our [resident]
as their own [family member] (depending on their
generation) and often go above and beyond the
requirements of their job description.”
Food Rating:

“The food is very tasty with a lot of variety and choice.”
“If the residents don’t like the meals, they don’t eat them.
This affects their health and muscle mass and then
their mobility deteriorates. The residents want a
nutritious meal, not a fancy sounding meal.”
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Ownership type

Want more details about the survey?

Three AHS-defined ownership models were examined to
determine their impact on family members’ experiences of
care and services provided at a supportive living facility.
These ownership models are:

Provincial reports are available at:
www.hqca.ca/supportiveliving.

¡ AHS (public) – operated by or wholly-owned 		
		 subsidiary of AHS.
¡ Private – owned by a private for-profit organization.
¡ Voluntary – owned by a not-for-profit or faith-based
		organization.
Overall the differences in scores between ownership types
were small and not statistically significant. Therefore no one
model type is consistently better or worse than others across
all key measures of family experience in the survey.

Copies of facility-level results may be available
and can be requested directly from each facility
administration.
How does the facility where you or your family
member lives compare to other facilities?

See a list of facility scores in ranked order in the
provincial report at www.hqca.ca/supportiveliving.
Tell us what you think

Email your comments or questions to info@hqca.ca,
or mail your comments to:
Health Quality Council of Alberta
210, 811 – 14th ST NW
Calgary, AB T2N 2A4
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