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To:  Homes First Society Board of Directors 
From:  Patricia Mueller, Chief Executive Officer 
Subject: HFS Resident Survey Results 
Date:  September 13, 2022 

Recommendation: 

That this report be received for information. 

Background: 

My past practice has been to oversee an annual client survey to determine potential services, client 
satisfaction, areas of focus, potential areas for improvement, and key support opportunities. 

Comments: 

This year, 402 completed resident surveys were collected from all Homes First sites; which is just over a 
25% response rate from our total population. 

Also this year, we embarked upon another recalibration of the Annual Resident Survey to include 
feedback collected on last year’s iteration; the feedback from both residents and staff was provided in 
various open-discussion meetings held from April-May earlier this year. Our team took this feedback and 
redesigned the survey for improved data accuracy, respondent accessibility, and improved overall 
confidentiality. 

In response to the feedback, we introduced a confidentiality preamble with each survey, indicating the 
purpose of the survey and the measures we take to ensure resident data is kept secure. We provided two-
survey formats – one for permanently housed residents, and another for residents staying in our shelters 
and hotels. 

However, the most significant piece of feedback from residents in the past, was that previous surveys 
were far too long. In response in this survey, we distilled the previous categories and questions into two 
sections: first, program-based questions and the second, property-related questions. 

Program-based questions for both permanently housed and shelter residents were identical, having 
encompassed questions about Case Management and programs, including Harm Reduction, Primary Care, 
Mental Health Outreach, Pharmacy, and Housing Readiness. Property questions were the same for both 
cohorts, including cleanliness, lighting, common areas, and sleeping areas; questions relating to delivery of 
Homes First maintenance services (I.e., plumbing, heating, electrical issues) were included in permanent 
housing surveys only. Both program-based and property sections of the survey had ample room for 
qualitative feedback relating to the quantitative satisfaction ratings.  

As a result of the feedback from past resident respondents and the staff responsible for tabulating the 
annual survey results, it was recommended that the survey scale and survey structure be amended for 
easier responses and reporting. We changed the scale from 0 (not satisfied) through to 5 (completed 
satisfied) to a 7-point scale, which accounted for neutrality: 1 (poor) through to 4 (neutral) through to 7 
(excellent). A neutral point was included to achieve a more accurate representation of resident 
sentiments.  
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Overall, the agency received a cumulative satisfaction rating of 85% for program-based questions and 80% 
for property-related questions. 

SHELTERS 
We received a total of 115 completed surveys from seven of the HFS shelters; a 24% response rate 
from our shelter residents, including: 
• Bathurst-Lake Shore: a total of twenty-two completed surveys were collected (including the co-ed, 

couples, and lower level); 
• Kennedy Women’s Shelter: twelve completed surveys were collected; 
• 4117 Lawrence: three were a total of 10 completed surveys collected; 
• Metro-Strachan: thirteen surveys were completed; 
• Placer Court: a total of twelve surveys were collected; 
• St. Clair Shelter: we received a total of seven completed surveys; and, 
• Willowdale Welcome Centre: thirty-nine completed surveys were received. 

SUMMARY: 

Overall, the majority of responses to the program-based satisfaction indicated they are “completely 
satisfied” and “mostly satisfied”. The average program-based satisfaction rating by residents in shelters 
was 5.9 out of 7 (or 84%).  

Most shelter residents were either “Satisfied” or “Very Satisfied” with their Case Management 
Worker’s help, communication skills, and availability. Most respondents also recorded that their quality 
of life has improved since working with their Case Management Worker. There were a few “Somewhat 
Satisfied” and “Neutral” responses in relation to overall improvements of quality of life, which will be 
followed up upon. 

Responses regarding program-based services were also largely positive. Most respondents were 
“Satisfied” with the accessibility and quality of services relating to harm reduction. Many respondents 
were “Very Satisfied” with their access to primary care, whereas some were “Somewhat Satisfied”, 
which will be followed up on to better understand any gaps. Most respondents indicated that they 
were “Satisfied” with both mental health outreach and access to pharmacy services. Most, aside from a 
few respondents who selected “Satisfied”, were “Very Satisfied” with the housing readiness 
programming, which is inclusive of Housing Help Workers. 

The average property satisfaction rating by residents in shelters was 5.8 (at 82%), which indicates that 
that most shelter residents are “Satisfied” with their overall experience at their Homes First location. 
There was mention of bathroom cleanliness needing improvement at the St. Clair Shelter, which is 
being followed up upon.  

Qualitative criticism received was largely related to property maintenance; “Homes First is a nice place 
to live in. But please fix the shower temperature - too hot” (Bathurst-Lake Shore resident’s comment) 
or “...please allow for individual rooms to control the temperature” (Kennedy Shelter resident’s 
comment). 

Overall, the qualitative feedback has been much more positive in 2022 in comparison to the 
information we collected in 2021. The positive feedback included spotlights on specific Case 
Management Workers and references to significant improvements in resident health, stabilization, and 
level of care. (Examples such as, “She is the best! My taxes and ID done in 2 months.”) 
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HOTELS 
We received a total of 218 completed surveys from the three HFS operated hotel programs. Results 
were as follows: 
• Delta: 126 completed surveys returned; 
• Esplanade: 70 completed surveys; and 
• Strathcona: 22 completed surveys were collected. 

SUMMARY: 

Overall, the majority of responses to the program-based satisfaction indicated they are “completely 
satisfied” and “mostly satisfied”. The average program-based satisfaction rating by residents in hotels 
was 5.8 out of 7 (or 82%).  

Most respondents at the hotels were “Satisfied”, with a higher concentration of “Very Satisfied” at the 
Delta and Esplanade Hotels. Most respondents also recorded that their quality of life has improved 
since working with their Case Management Worker. There were a fair number of “Neutral” responses 
in relation to overall improvements of quality of life, however, in most cases it was indicated that these 
were new hotel shelter residents who had not yet been connected to their Case Management Worker, 
so could not yet speak to the experience. 

Responses regarding program-based services were also largely positive. Most respondents were 
“Satisfied” or “Very Satisfied” with the accessibility and quality of services relating to harm reduction 
and most respondents were “Satisfied” with their access to primary care, whereas some were 
“Somewhat Satisfied”, which will be followed up on to better understand any gaps in service. Most 
respondents indicated that they were “Satisfied” with both mental health outreach and access to 
pharmacy services. Most, aside from a few respondents who selected “Satisfied” were “Very Satisfied” 
with the housing readiness, including service from Housing Help Workers. 

The average property satisfaction rating by residents in shelters was 5.2 out of 7 (or 74%), which 
indicates that that most hotel residents are “Satisfied” with their overall experience at their Homes 
First location. Many respondents were unable to speak to winter maintenance (selecting “Not 
Applicable”), as they are new residents. 

HOUSING 

As in previous years, the number of surveys returned varied from site-to-site. In total, 73 surveys were 
received from 10 different housing properties. The response rates for the survey also varied dramatically 
from building-to-building as it has in previous years: 

• Bellevue: 9 completed surveys out of a possible 28; 
• Huron: 4 completed surveys out of a possible 10; 
• Jarvis: 4 completed surveys out of a possible 22; 
• Meegwetch: 15 completed surveys out of a possible 64; 
• Pleasant Manor: 4 completed surveys out of a possible 16; 
• Sheila Miller: 4 completed surveys out of a possible 22; and, 
• Shuter: 21 completed surveys out of a possible 77. 
• Spadina Houses: 2 completed surveys out of a possible 11; 
• Vaughan: 8 completed surveys out of a possible 29; and, 
• Wales: 2 completed surveys out of a possible 5. 
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There were no responses from Brandon (out of a possible 5) and Northcote (out of a possible 6). 

The average program-based satisfaction rating by residents in housing was 5.9 out of 7 (84%), which 
indicates that most housing residents are “Very Satisfied” with their Case Management Workers and 
are “Satisfied” with the program-based services. 

The average property satisfaction rating by residents in shelters was 5.3 out of 7 (75%), which indicates 
that that most housing residents are Satisfied (5-6) with their overall experience at their location. The 
most notable difference between the shelter and hotel surveys in comparison to the housing version of 
the survey, was the addition of the maintenance delivery section to the housing survey. Results from 
the maintenance delivery section were also complimentary to the property department, with most 
responding “Very Satisfied” or “Satisfied”. However, residents at Meegwetch commented that there 
was water in the laundry room, as well as poor-smelling garbage receptacles, both of which have been 
since been remedied. 

SUMMARY: 

Overall, the feedback has been very positive for all of our programs at Homes First and very 
complimentary to the amazing work and stabilization our Case Management Workers and other staff 
are providing to our residents. 
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