
LTC Resident Survey

2025 Volunteer Training Session

April 29 2025 & May 5 2025



Why Survey?
• Goal is to determine how persons living in long term care (LTC) 

homes experience day-to-day life

• All residents of LTC homes, who have the ability to respond to 
the survey, are eligible to participate. In addition, any family 
member of a resident is invited to participate and provide 
feedback on their experiences.

• Results – identify issues of concern and help the LTC homes to 
make adjustments and improve care experience 

Live May 6, 2025-June 30, 2025 

*Permission received from Saskatchewan Health to use their survey tool



LTC Resident & Family Experience Survey 
Overall 

Experience:

7 

questions

Communication:
9 

questions

Care provision:
7 

questions

Food and 

Mealtime 

Experience:

5 

questions

Home 

Environment 

and Services:

7 

questions

Activities:
5 

questions

• General Satisfaction:
Rated on a 4 point scale: Agree, Neutral, Disagree, I choose not to 

answer

• 3 open-ended questions
• What can we do differently to make this home a better place 

to live? 

• What stands out as excellent at this home? 

• Additional Comments



Promotional Materials 
• Available in both official languages

Poster 

• Survey QR code

• Display in prominent 

locations

• Share at resident/family 

council

Invitation for resident and 

family 

• Send by mail/email 

• Share at resident/family 

council

• Includes purpose of survey

• Confidentiality of 

responses

• Reminder not to disclose 

personal identifying 

information

Survey tool available in hard 

copy

• At reception desk

• PCH will enter paper 

surveys



Getting Started

• Ensure volunteer is wearing their name tag which is visible 

• Meet with primary contact person at the PCH upon arrival at the site

• Receive package of information from the PCH- package should include hard 

copies of the survey, resident survey tracking sheet & completion guide, 

interviewer guide, Survey Response Options document, Volunteer Guide

• Review list of residents to be interviewed with the site contact 

• Confirm with the site contact whether data entry will be required

• Review where the complaint process is posted in the facility and the process 

for communicating safety concerns expressed by the resident



Resident Interviewer Guide

• Check in with the staff on the unit 

who know the resident best to 

ensure it is an appropriate time to 

interview the resident

• Introduce self to the resident

– knock on door and ask permission to 

enter. Introduce yourself in a warm and 

friendly manner, and ask how they 

would like to be addressed.



Resident Interviewer Guide

Confidentiality

• Conduct interview in a private location

• Do not conduct interview with family member 

present unless there is a specific request from 

the resident

• Resident’s responses must be kept confidential

• Keep resident lists and tracking tool are kept 

confidential and in a secure place (this 

includes completed surveys)

• All survey tools must be returned to the site 

contact at the end of each day. No survey 

materials are to leave the facility

Consent

• Invite the resident to participate in the survey, 

confirm that they want to participate

• Use the script available in the Interviewer 

Guide

• If the resident is not interested, consider this a 

refusal and do not re-approach

• If the resident requests the interviewer return 

at a later time, re-approach up to 3 x, after 

which this is considered a refusal



Resident Interviewer Guide

The Interview

•Assess the environment- e.g., television, radio turned off

•Hearing aids and glasses are worn by the resident as appropriate

•Sit within close range (do not stand over the person)

•Be aware of personal space

•If there is difficulty with hearing, speak in a lower pitch (deeper) voice and 

ensure you are facing the resident

•Ask only one statement at a time.  If the resident struggles with 

understanding the first time, read more slowly and clearly. Clarify 

statements as needed

•Give the person time to answer

•Length of interview- varies from resident to resident

•If the person needs “a break” try to complete the survey within the next 

24 hours, can be resumed up to 7 days after initiating it; otherwise, start 

again or consider it “partially complete”

•If you find the resident is having difficulty understanding the statements as 

the interview proceeds, you can assess the need to stop the interview. 

Provide this update to the site contact at the end of the day regarding the 

resident’s ability to participate.

Recording a response

•Residents are asked to select one of seven responses which best reflects 

their perspective of the statement

•You may repeat the statement up to 3 times. If there is no response, the 

resident says something that is not understood or the resident chooses not 

to respond use the code “unsure”

•Use clarification to assist in understanding the survey items e.g. “I am 

looking for responses that best apply to you”

•Use the Survey Response Choice document to display the choices to the 

resident

•Extensive comments from the resident: listen politely and refocus the 

conversation indicating a need to complete the survey which is about 

overall experience and specific concerns and complaints can be reported 

per facility complaint process or the resident can contact Client Relations.

▪If repeated clarification is required for the resident to understand and 

respond to statements, consider pausing the interview. Discuss these 

situations with the primary contact for the site and re-evaluate if the 

resident is appropriate for the survey interview.



Resident Interviewer Guide

Protocols for disclosure

• Review protocols should the resident raise concerns about 

safety, security, or well-being of themselves or others 

• Advising the resident that concerns raised related to safety 

will be discussed with others

• safety concerns examples- person reports thoughts of 

suicide or self-harm, wanting to harm others, being a victim 

of abuse

• During the survey, should the resident voice general 

complaints/concerns explain the following:

• (Insert name of site) has a complaint process which is posted 

(insert location). You may also contact WRHA Client Relations 

at 204-926-7825.

Script

• Survey is explained in brief, aligns with the invitation to 

participate in the survey

• Process around the formal complaint process



Survey 
Tools

• Resident Survey Tracking Sheet & Completion Guide

• Survey is open to all residents with cognitive capacity to 
participate

• Each site to provide summary of the outcome of the resident 
interviews at the end of the survey process



LTC Resident & Family Experience 

Survey Walkthrough 





















Data Entry

• For resident interviews, it is recommended that interviewers use hard copy 

forms vs electronic to allow for return visit should the interview be interrupted 

o It is the site’s responsibility to ensure responses recorded on hard copy are entered 

electronically

o Each survey is entered separately

• If volunteers are assisting with data entry, the site must provide computer 

access

• Ensure resident tracking tool is completed

• Maintain paper records:

o Hard copy of the survey should be kept until the site report is received

o Tracking tool is retained until site reports are received





Resources for Volunteers and PCH

• Checklist for use by the Volunteers and the PCH

– Communication with site, residents and volunteers

– Survey tools and process

– Tips for interviews

– Complaints process

– Tracking sheet

– Data Entry 

– Follow up on safety issues/disclosures

• Available on the volunteer website



Feedback

• Provide feedback to the site contact as 

appropriate

• If there are any issues or concerns 

contact Sandra Millote, WRHA 

Manager, Volunteer Services and

Employee Events at 204-583-1469 or 

Joanne DiNicola WRHA LTC Manager 

of Initiatives at 204-940-8572.

• A post survey process questionnaire 

will be distributed to the  volunteers to 

assist us in planning for the next survey




