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Client Survey Highlights
Respectful 92%
of clients felt the atmosphere was respectful.

Quality Service 91%
of clients were satisfied with the quality of service.

Service Expectations 91%
of clients felt service expectations were met.

Service Comfort 84%
of clients experienced a feeling of comfort about services.

“It was awesome, as when 
I first came to OW I was ashamed 
and embarrassed, they never once 
made me feel this way.”

“Both my case worker and employment 
counsellor are excellent and work with me, 
are understanding and friendly, they try 
to get to know you on a personal level in 
order to help you better.”

Challenges

10% of clients identified the following challenges:
• Access (parking, location, renovations)
• Availability of worker (vacation coverage)
• Confusing process (incl. appeal process)
• Language challenges

Strengths
• High level of customer service 90% good 

or excellent quality of service overall

• Staff are helpful and caring

• Social services provides multiples ways to 
communicate with clients

• Social Services provides services in 
different locations

• Clients agree or strongly agree that Social 
Services do well at demonstrating the 
following values and all measures have 
increased over the last two years

Opportunities
• Service remains high, but has shifted 

toward good service and away from 
excellent service at application, in 
reception and among workers

• Clients are not aware of all the services 
and benefits offered by Social Services

• Clients prefer to work with one worker

• Clients want to be acknowledged and 
treated with respect. Sometimes this does 
not happen

• There are concerns about privacy and 
confidentiality, particularly at reception

90%
said there were 
no challenges 

getting services they 
needed.
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Staff
Reception Front Office Staff I Dealt With:

Excellent Good Fair Poor

Answered my Questions Completely 42% 55% 1% 2%

Were Knowledgeable 42% 54% 2% 2%

Showed Respect 48% 48% 2% 2%

Were Caring and Compassionate 45% 50% 3% 2%

Met my Customer Service Expectations 43% 52% 3% 2%

Reception Highlights

Clients report a drop in poor and fair customer 
service.

Overall there was a decline in excellent service, 
but a corresponding increase in good service.

Strengths
68% of comments were positive. Many clients had very kind comments about specific staff. 
Clients found staff to be very helpful, friendly, polite and considerate.

 

“They were always smiling 
and pleasant.”

“They make a concrete 
effort to remember all 

the regulars visiting the 
office and converse with 
everyone on a personal 

level to make everyone feel 
at ease and welcome.” 

“They are amazing and 
patient.”

Opportunities for Improvement 
• 22% of comments were negative.
• Over 2/3 of the comments were about concerns relating to how clients felt they were 

treated. Clients stated that they did not feel acknowledged, staff were not always friendly, 
and sometimes were rude or cold.

• 1/4 of the comments were related to the use of telephones in reception. Clients  felt that 
it should be easier and faster to contact staff by phone.

• One client stated it was disorganized at cheque pick up (Note: survey was administered 
during postal strike)

• Clients stated their important paperwork had been lost or wrong information was given 
about applying (one comment)

95% 
of customer service 

was rated good 
and excellent
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The Worker(s) I Dealt With:
Excellent Good Fair Poor

Answered my Questions Completely 55% 40% 1% 3%

Were Knowledgeable 55% 40% 2% 3%

Showed Respect 61% 33% 2% 3%

Were Caring and Compassionate 61% 32% 2% 4%

Met my Customer Service Expectations 57% 36% 3% 3%

Worker Highlights
• Overall the clients stated that customer service related to the workers 

has been consistent since 2016.

• There has been a shift from excellent to good service. Good customer 
service is increasing and excellent customer service is decreasing. This 
shift is common across the Division.

Customer Service Expectation 2016 to 2018

2%    3%

Poor

5%   3%

Fair

Increase in good 
customer service

 36%

28% 

Good

65%
57%

Excellent

Decrease in excellent 
customer service
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Worker Comments
Clients were asked to provide details if they work with 
more than one worker; however, most clients used this 
opportunity to provide comments about their worker in 
general (61 comments).

• 69% of the comments were positive, with clients 
commenting that their worker is nice, kind, 
respectful, professional and approachable. 

One client said “I have had two workers both were 
very helpful and pleasant, courteous.” Another said, “Both my case worker and employment 
counsellor are excellent and work with me, are understanding and friendly, they try to get to 
know you on a personal level in order to help you better.” 

• 25% of the comments discussed opportunities for improvement, with issues such as 
not being able to reach their worker, poor response time via email, not being accurately 
informed, out of date services, too many caseload transfers and workers “always” being 
on vacation. 

• 6% of the comments were neutral, with clients listing their case workers’ names, or 
saying no comments. One client mentioned they have turned down 7 full time jobs due to 
no transportation or housing within the city the job was offered.

69% 
of coments were 

positive
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Applying for Assistance
What Method Did You Use to Apply for Assistance?
Applying in person is up 2% since 2016, while applying over the phone is down almost 25% 
and the online applications have increased by almost 50%.

59% 
(2018) 57%

(2016)

   

In Person

34%
(2016)26% 

(2018)

Phone

14%
(2018) 9% (2016)

Online

2%
(2018) 1% (2016)

Other

The Application Process
Strongly  Agree Agree Disagree Strongly 

Disagree
Met my Customer Service Expectations  45% 51% 3% 2%

Was Professional 47% 48% 3% 2%

Was Respectful 47% 49% 2% 2%

Was Efficient 42% 52% 4% 1%

Provided Information I Needed 53% 42% 3% 2%

Was Available when I Needed It 40% 56% 2% 2%

Application Highlights

• Clients said the application process was available more when they needed it! Up from 
93% combined good/excellent in 2016 to 96% in 2018.

• Other indicators for the application process have increased for good and excellent, with 
combined scores averaging over 95%

• Though application service ranks very high there is a shift from excellent to good service 
with a drop of approximately 10% for excellent ratings
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Comments/Suggestions for Application Process (39 comments)

The majority of client feedback provided about 
the application process was positive with some 
responses being impartial.

30% 
of comments
were about 
strengthsStrengths

30% 
“The online option made 

applying for social services 
much less daunting.”

of the comments suggested that the application process was easy, straight 
forward, very well done, stress free and the service and staff were excellent.

“It made the fact that I had 
a need that I never, ever 

thought I would encounter 
much easier on me 

emotionally.”

“It was awesome, as when 
I first came to OW I was 

ashamed and embarrassed, 
they never once made me feel 

this way.”

Opportunities

52% of the comments focused on areas of improvement for 
the application process. Some of these comments suggested:
• more understanding of the process

• cost issues associated with providing bank information

• privacy and confidentiality within the process

One client stated “Less waiting on hold, more time with worker”. 

Neutral

18% of the comments were neutral, with clients 
saying there is nothing they would change, everything went well, 
no comment, or so far no complaints.
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Client Accommodation
Location, waiting room, and office hours

Strongly  Agree Agree Disagree Strongly 
Disagree

Even when my worker can’t help they 
connect me to someone who can.  

35% 54% 6% 5%

I feel better after I leave the office. 36% 51% 11% 2%

The time I spend with my worker helps me 
move forward.

36% 54% 7% 3%

I can see or contact my worker easily when I 
need to.

33% 50% 12% 5%

The current office hours from 8:15 - 4:30 
p.m. meet my needs.

36% 53% 13% 2%

Client Accommodation Highlights

87% said they felt better after leaving the office.

90% felt the time they spend with their worker helped them move forward.

89% felt the current office hours meet their needs - up from 84% in 2016.
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Challenges and Client Preferences 
Were there challenges to getting the services you needed? 
Most clients (over 90%) said that there were no challenges getting the 
services they need, which is a small decrease (92%) from 2016.

Service Challenge Comments (20 comments)

Access 25%
• commented on concerns with access, noting things like renovations, 

parking issues and office location.

Availability 25%
• of the comments discussed availability, with issues like accessing 

their worker or getting to another worker when one is on vacation. 
ODSP 10%

• of the comments talked about ODSP including challenges with 
the application and appeal process.

Process 25%
• of the comments noted process issues, saying that it is confusing 

and the process was not fully explained, as well as issues with 
the appeal process.

Other 20%

• fell into the Other category which include challenges with English.

Worker Preferences
I would prefer to work with one worker for all programs instead of a different worker for 
each program.

39%
Strongly Agree

40%
Agree

19%
Disagree

3%
Strongly Disagree

40%
60%

“being open until 
5:00 or 5:30 p.m. 
may be helpful on 
some days,” one 

person said.

79%
agreed or strongly 

agreed they 
preferred to work 

with 1 worker.

Approximately the same number as 2016 still agree or strongly agree 
they need to repeat their story too many times.

Disagree or strongly disagree they need to repeat their story too many 
times to get the services they need.
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Communication Preferences
How would you prefer to communicate with Social Services staff?
(Clients checked all that applied)

30%
Telephone

22%
Email

17%
In Person

13%
Mail

11%
Text Message

3%
Community

Setting

2%
Home Visit

1%
Video Conference

Social Media

Communication preferences have shifted significantly since 2016. 
Telephone is now the preferred method of communication and has 
surpassed in-person meetings, which historically was the preferred 
method of communication.
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Email
46%
of clients said they use email with staff in 
2019

43%
of clients reported using email with staff in 
2016

Clients were asked why they don’t use email with Social Services Staff (109 comments)

No Internet Technology 41%

Was Not Informed 14% 

Choose Not to 13% 

Prefer Other Communication Methods 11% 

Have Not, But Would Email 7% 

Computer Literacy 7% 

Customer Service 5% 

Other 4% 

Comments
Access 28%

• of the comments noted a lack of access to internet or technology, with many stating they 
did not have a device or internet to send/receive emails, or an email account.

Affordability 9%
• mentioned that affordability was an issue in using email as a form of communication, 

including comments such as, “We can’t afford internet at the moment” or “Individuals on 
O/W do not have the luxuries of having a phone, computer and Internet! Our allowances 
barely pay for housing and food (sometimes not even that).”

Preference 38%
• stated they have a personal preference to use other methods of communication with “in 

person” or “using the phone” as the most popular alternate methods. Many clients prefer 
to come directly into the office or text as well, stating it is “quicker” and “easier”. 

Computer Literacy 9%
• noted skills related issues, such as not knowing how to use a computer or email, as well 

as language being a barrier. 

Other 26%
• did not know email was available and/or it was never offered. Others stated they did not 

know their worker’s email to contact them.
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Outreach Services
24%
of respondents said they think staff should provide more service outside the main office 
which is a 5% increase since 2016.

If so, where?

Other 26% 

Rural 25% 

Other Areas of the City 24% 

Home Visits 20% 

A Client Request 14% 

Phone 4% 

Comments
Rural Locations 25%

• recommended rural areas such as Havelock, Apsley, township offices, small town libraries 
and rural settings in general.

City Community Locations 24%
• recommended other areas of the city such as, north end, daycares, the library, community 

centres and shelters.

Lack of Transportation 20%
•  requested home visits for appointments due to lack of transportation or mobility issues.  

By Phone 4%
• made comments regarding the use of phones as opposed to other potential locations, 

suggesting doing appointments over the phone and using it for after-hours outreach.

Self Directed Service 14%
•  mentioned providing services at the client’s request and where the client requests.

Other 26%
• included comments such as “I am not exactly sure what services they offer”, not 

understanding the question, saying they believe there should be more follow up and 
connection between courses, and agreeing that a wide variety of services can only be a 
benefit to all. One client said “They need to stay within a safe environment.”
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Complaint/Appeal Process
If you have made a complaint or appeal in the past was it resolved to your 
satisfaction?

9%

Yes

15%

No

76%

I have Not Made a Complaint

Do you have any suggestions for improvements to our complaint and appeal 
process? (28 comments)

• 39% made process related comments, saying it should 
be easier for clients to know how to make an appeal/
complaint.

• 21% commented that they had no suggestions for 
improvements to the appeal and complaint process

• 14% mentioned follow up. One client said “Yes, when 
I make a complaint... it would be nice if it could be 
followed up!”

• 10% of the comments focused on ODSP – mentioning 
the need for help in the appeal process and getting the 
correct documents.

• 17% were general comments, such as saying they have 
never found a need to make a complaint.  

“I need to make an appeal but feel too low to 
make it and I feel that I have been written off 

already.”

“Social Services must adhere to strict 
guidelines, but thinking outside of their 

perimeters when the “special case” arises 
would be helpful.”

“Have a Case Worker 
explain the process once 
you become eligible for 
assistance. It should be 
part of the information 
you are given (verbally) 

upon your intake 
meeting.”
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Visions and Values The Social Services division has 6 core values. 

Please rate how well we do at demonstrating these values? (55 comments)

Strongly  Agree Agree Disagree Strongly 
Disagree

Accountability  33% 60% 6% 1%

Collaboration 35% 59% 5% 1%

Fairness 41% 49% 6% 4%

Individuality 40% 53% 5% 2%

Innovation 32% 56% 9% 2%

Potential 39% 53% 5% 2%

Strengths

50% 

Staff ratings of good and excellent have increased for all values since 2016

Accountability 93% up from 87%

Collaboration 94% up from 88%

Fairness  90% up from 87%

Individuality 93% up from 90%

Innovation  88% up from 87%

Potential  93% up from 87%
 

One client stated, “Being at the office or 
dealing with staff members has always been a 
positive experience for me. Especially over the 
last year - I believe the services provided have 

actually improved.“

“The only one I disagree with is 
Collaboration. They can connect you with 
someone yes, but once there is multiple 
people saying/doing things. None of 

them talk with each other; improvement of 
documenting files perhaps would help.”

Opportunities

31%
• more understanding of 

individual circumstances, 
• less pressure for 

employment seeking, 
• more time with workers to 

build relationships.

of the comments reflected that workers genuinely listened, were 
understanding and helpful, and demonstrated the values well.

of the comments focused on areas of opportunity for social services core 
values. Some of these comments suggested:
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Diversity We value diversity.

In what ways can we help to make you feel welcome and included? (44 comments) 

50%
Comments
Many of the clients told us about how Social Services already makes them feel welcome 
including:

“I think by making us 
feel like a person and 
not a client was a big 
asset to me. If she 
didn’t have a answer 
so didn’t fluff me off 
she called someone 
while I was there to 
ask.”

“I would recommend 
listening carefully 
to feedback of 
people with a more 
marginalized life 
experience than 
mine to get a better 
picture.”

“My experience was 
very positive when 
it comes to feeling 
welcomed. I can only 
suggest to ensure that 
all staff treat all their 
clients the way I was 
treated.” 

“I love the snacks 
in the office, and 
the free clothing. 
I personally don’t 
use either, but it’s 
awesome that it’s 
there.”

Clients offered advice about how we could be more welcoming:
Respect was a common theme in many comments.

“Make sure all workers are treating people with respect 
instead of talking down on them or ignorant to them.” 

“Be patient with my motivation.”

Some clients wanted more courtesy calls from workers.

“Once a week or every 2 weeks to see how you’re doing 
when they know you’re in a rough part of life and remind you 
of appointments.”

Other clients didn’t want to come to the office so often.

“Agoriphobics have trouble in most places being able to meet 
and get assistance in a different location would make a world 
of difference for those of us who have it!”

“Maybe quit making everyone go to the office every month.
It’s degrading and embarrassing.”

Some clients like the treats and drinks in the office (one 
suggesting we add coffee), while other clients asked for 
more affordable housing.

of the comments were complimentary of Social Services, with many of the 
comments being that clients “already feel welcomed and included.”
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Client Satisfaction and Division Improvement
Satisfaction with Service
Overall, how satisfied are you with the services you received from Social Services?

Strongly Agree Agree Disagree Strongly 
Disagree

Quality of Services Received 48% 42% 8% 2%

Respectful Atmosphere 55% 36% 5% 3%

Feeling of Comfort 47% 39% 9% 5%

Met my Customer Service Expectations 50% 39% 9% 2%

The quality of customer service and the satisfaction with customer service expectations has 
remained consistent between 2016 and 2018.

Division Improvement Suggestions (63 comments)

• 20% of the comments discussed process/system, 
requesting more flexibility with eligibility, text 
messaging as communication, extension of hours, 
privacy when sharing personal information, and less 
paper records for clients to keep on file.  

• 14% of the comments discussed service level, 
stating it is important to feel empowered to achieve 
a goal, calling clients back in a sufficient amount of 
time, and case workers communicating more consistently and effectively.

• 9% commented on housing and homelessness as an issue, mentioning there is not 
enough affordable housing, housing is far more expensive than the money available, and 
more help for single/couple families.

• 12% mentioned info sharing, some comments requesting less information all at once 
as it is overwhelming, better information on the ODSP application process, and more 
information regarding services offered outside of the office and in the county. 

• 23% were other comments like providing more childcare, extension of hours, childcare 
for children living with disabilities, workers being available to answer their phones, juice 
boxes for children, and seeking ways to making more funding available.   

• 23% were positive with no suggestions stating everyone has been more than helpful 
and they are very satisfied and pleased with the services. 

One client said, “I think Peterborough Social Services does a top notch job in administering 
funding and treating me with respect and dignity.”

“Not all staff have the same 
approach with clients. I 
would like to see more 
anti-oppression training 

implemented throughout the 
organization. Also training in 
active listening and how to 

develop empathy.” 

17
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Additional Comments
Survey respondents were also provided the opportunity to provide any additional comments 
(53 comments).

Other 1%
Thankful/Gratitude 62%

Consistency 11%

Definite Don’ts 9%

Funding 22%

• 62% were thankful and expressed gratitude. Comments stating clients are very 
appreciative of the services, benefits and staff, are proud of the opportunities they have 
had and feel that staff are courteous and encouraging

• 22% noted funding issues stating: the amount given for assistance is not enough, 
issues with qualifying for assistance, flaws with ODSP and not having enough affordable 
housing in Peterborough.

• 9% discussed definite don’ts, such as checking files before switching cases (client 
transferred 11 times in 5 years), making sure there is available staff to cover vacations, 
cancellation of appointments without proper notice and not having one worker for all 
services. 

• 11% discussed consistency, more training for workers, having to repeat story too often 
due to change in worker, having child and adult bus pass subsidies and other comments 
based on the survey.

• 1% (one comment) in the other category, saying “Same information taken too 
often. Everyone regardless should have a resume. Everyone if possible should volunteer 
and you should provide that transportation. It should be as local as possible. Interjecting 
with new ideas asking for “brainstorming” this should be connected with job experience.”

“It’s a wonderful place; it has changed 
my way of thinking towards OW. They 
really are here to help you and guide 

you!!!”

“I know you all have a really hard job, no 
doubt with little voiced appreciation. I’m 
just one voice but I am sure I speak for 

many when I say, Thank you.“

18
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Strengths and Opportunities 
Strengths
• High level of customer service; 90% good or excellent quality of service 

overall

• Staff are helpful and caring

• Social Services provides multiple ways to communicate with clients

• Social Services provides services in different locations

• Clients agree or strongly agree that Social Services do well at 
demonstrating the following values and all measures have increased over 
the last two years:

Accountability 93% 
Collaboration 94% 
Fairness  90% 

Individuality 93% 
Innovation 88% 
Potential 93%

Opportunities
• Though service remains high there 

has been a shift towards good service 
and away from excellent services at 
application, in reception and among 
workers

• Clients are not aware of all the services 
and benefits offered by Social Service.

79% of clients would prefer to work with one worker 

• Clients want to be acknowledged and 
treated with respect. Sometimes this does 
not happen.

• There are concerns about privacy and 
confidentiality, particularly at reception.
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Thank You!
Thank you to our clients who took the time to complete this survey. Your feedback is very 
important to us. This report will help to shape our goals and future plans. We are always 

striving to serve you better!

A special thank you to the Client Advisory Group who encouraged other clients to 
complete the survey and provided feedback for the final report.

This report is available online at www.peterborough.ca/socialservices and in alternative formats 
upon request. If you have any comments or would like a copy of the original survey please contact 
socialservices@peterborough.ca 705-748-8830.

https://www.peterborough.ca/socialservices
mailto:socialservices%40peterborough.ca?subject=Email%20Social%20Services
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