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Methodology

INSTRUMENT

A Data collection for the study was conducted via CATI telephone interviewing between February 15t to
February 20, 2009.

SCOPE

A Arandomly-selected, representative sample was achieved by inviting catchment residents aged 18 years
of age and older to complete the survey. A total of 600 interviews were completed. The margin of error for
a sample of this size is +/- 4.0%, 19 times out of 20.

QUOTA REGIME AND WEIGHTING

A In order to ensure the statistical reliability and comparability of regional results, a regional quota regime
was employed as illustrated in the chart on the following slide.

Ve

A However, the final data are statistically weighted using the most current Census and government data to
ensure the results are representative of the actual population of the Central West LHIN catchment.

REPORTING

A A similar study took place in August 2006. Where possible results of this survey will be compared to this
previous wave.

Ve

A Throughout this report, an * will signify a statistically significant difference, to a 95% confidence level,
between the two waves.
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Regional Breakdown

Margin of Error at the

Sample Size | go0" onfidence level

Total (Central West LHIN) 600 +4.0%
Brampton 150 +8.0%
Caledon/Bolton 109 +9.4%
Dufferin/Oville 99 +9.9%
Etobicoke/Rexdale 102 +9.7%
Mississauga/Malton 75 +11.3%
Vaughn/Woodbridge 65 +12.1%
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Key Findings and
Conclusions
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Key Findings

While satisfaction with health care services remains high, there is less confidence that it will continue to get better

A There is a mixed reaction on whether health care has improved or worsened, with one-quarter thinking it is better, one-
guarter worse and the remainder saying it has stayed the same.

A However, residents remain satisfied with the health care services in their area. There is a stronger satisfaction with the
accessibility and efficiencies of these services than there was in 2006.

A Confidence in the sustainability of this health care service has increased, however, there has been a decrease in the
confidence of further improvements in the future.

There has been little change in the awareness of LHINs

A Both name and concept awareness of the Local Health Integration Networks remains low. However, fewer residents now
say that they have never heard of them at all compared to the 2006 test. Instead, almost half say they are not at all
familiar with it.

A  However, most of those who are familiar with LHIN are also aware of the Central West LHIN.

Residents feel LHINs should focus on overall quality and accessibility, particularly of primary health care, cancer,
cardiac and seniors care.

A While all improvement strategies are rated important, improving the overall quality and accessibility of health care is seen
as most important. However, there has also been a rise in the importance of sustainability.

A Most health care services are also considered important, with primary health care being seen as the most important,
followed by cancer, cardiac and seniors care. Not surprisingly, more family doctors will be an indication to residents that
the LHIN is on the right track.
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Key Findings

Residents continue to have high expectations of local health care
A While four-fifth remain willing to travel outside their region for specialty health care, there is an even stronger importance

on being able to received care in onebs own community, cc
team, want health care focused on wellness, rather than illness and want help to manage complicated condition. The
desire to play an active role in onebs own healthcare has

Residents want communication and consultation, particularly through direct mail

A Residents believe it is important that LHING6s consult wit
plans back to residents.

A While doctors and newspapers remain the most used source of information about local health care services, there has
been an increased use of the Internet in this role. Most say they would prefer a direct mail communication.

There is low awareness of seniors investment

A Most residents are unaware of the LHIN investment to support seniors living in their own home. Those who are aware of
it, simply know that the government is supporting care to seniors to allow them to live at home.
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Conclusions

A Overall, the Central West LHIN is managing health care services in its catchment area well, with
residents having a high satisfaction with these services. In particular, satisfaction with accessibility and
efficiencies has increased in the past three years. Residents believe that overall quality and accessibility
of health care is of utmost importance, and these are two areas that residents of the Central West area
are particularly satisfied with.

A However, despite the fact that residents believe communication and consultation are important,
awareness of the LHIN itself remains low, as does awareness in its investment to seniors.

A Increased awareness in the LHIN, and its investments in healthcare, may help strengthen a waning
confidence that the future of the health care system in the Central West catchment area can continue to
improve.
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Detalled Results
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Satisfaction and
Confidence Ratings
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Almost Half Feel Quality of Health Care has Remained the
Same - Mixed Feeling From Remainder

While almost half believe the quality of healthcare has remained the same over the past three years, one-quarter feel it has improved and the same
proportion feel it has worsened.

Residents of Caledon are most positive with 16% saying it is much better and only 8% saying it is worse. Men also feel more positively, with 28%
saying it has improved.

Much better

Better
> 24%

Somewhat better

Stayed the same 47%

Somewhat worse

Much worse

A4. Overall would you say that the quality of health services in your community is better, about the same or worse than it was about three
years ago? Base: All (n=600)
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Caledon/Bolton are Least Likely to Feel Service i1s Worse

A Residents of Caledon/Bolton are less likely than those in Mississauga, Etobicoke, Woodbridge, and Brampton to feel the health services in their
community is worse than it was three years ago.

BETTER
29%
29%
C
WORSE
28%
C

® BRAMPTON E CALEDON BOLTON @& DUFERIN O ETOBICOKE B MISSISSAUGA 0 WOODBRIDGE
Significantly higher than B=Brampton, C=Caledon/Bolton, D=Dufferin, E=Etobicoke, M=Mississauga, W=Woodbridge at a 99 % Confid ence level

A4. Overall would you say that the quality of health services in your community is better, about the same or worse than it was about three
years ago? Base: All (n=600)
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Avallability of Service Most Influential in Opinion of Change to
Quality of Health Care in Past Three Years

When asked why they feel that the quality of health care has improved in the past three years, a new hospital was most often mentioned,
particularly by residents of Brampton (36%) and Caledon (41%).

Availability also topped the list when examining reasons residents believed quality of service had gotten worse, particularly a lack of doctors and
long wait times.

Reasons for Improvement TOTAL Reasons For Decline TOTAL

Because now have a new hospital 25% ,

Lack of available doctors 36%
Service has improved 12% — -

Long waiting times/ lines 28%
More services (walk in clinics) 10%

Service was bad 14%
Shorter waiting times/ lines 7%

: Lack of available family doctors 10%

More available doctors 6%

Service is still slow/ slow response 0
Don't know 23% time 9%

Quality of doctors are poor 8%

Lack of available nurses 6%

Lack of hospitals and facilities/ not

) 6%
enough clinics
Because now have a new hospital 4%
Quality of nurses are poor 3%
Don't know 9%

A5. Why do you feel that way?
Base: Those who mentioned the quality of health services in their community was better (n=140)
Base: Those who mentioned the quality of health services in their community was worse (n=134)
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Wait Times Becomes Top of Mind Health Care Priority

A In 2006, the availability of doctors was most often named the most important community health care issue. While that is still considered a priority to
almost one-fifth, wait times was mentioned more often, with one-quarter feeling this is the most important priority.

Wave | Wave Il

Waiting time/ lists - hospital emergency room 13% 25% *
Availability of Family Doctors - not enough 24% * 19%
Number of doctors - not enough 12% 18% *
Waiting time/ lists - non-emergency medical procedures 6% 10% *
Number of hospitals - not enough 6% 9% *
Chronic diseases - Cancer, Bronchitis, Heart, Diabetes, Blood pressure, Asthma 5% 5%

Any other issues not listed above were mentioned by less than 5% of the respondents

Ala + Alb. Are there any other important health care issues in your area? (Total Mentions)
Base: All (n=600)
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Most Regions Have Similar Concerns

A There were few differences in the areas of concern of the various regions within the Central West Catchment area.

A However, residents of the Dufferin are most concerned about a lack of doctors than any other region

CALEDON/
. BRAMPTON DUFFERIN ETOBICOKE MISSISSAUGA WOODBRIDGE
Important Health Care Issues in Your Area - 2009 BOLTON
(B) © (D) G (M) W)
Waiting time/ lists - hospital emergency room 25% 18% 19% 31% 27% 29%
Availability of Family Doctors - not enough 16% 32% B 27% 21% 18% 17%
Number of doctors - not enough 15% 19% 43% 18% 14% 14%
BCEMW
Waiting time/ lists - non-emergency medical procedures 8% 8% 9% 13% 10% 21%
Number of hospitals - not enough 10% 9% - 8% 4% 21%

Chronic diseases - Cancer, Bronchitis, Heart, Diabetes, Blood pressure,
Asthma

6%

4%

4%

8%

3%

Availability of specialty care near my home/ community - General

4%

8%

3%

7%

1%

1%

Affordability - High cost of prescriptions

5%

3%

1%

5%

6%

7%

Number of nurses - not enough

5%

3%

5%

2%

%

3%

Number of specialists - not enough

4%

5%

6%

2%

Lack of Funding for health care

3%

2%

7%

5%

Availability of hospital beds

4%

3%

3%

2%

3%

4%

Affordability - High cost of health/ medical care

3%

2%

1%

4%

5%

1%

Waiting time/ lists (general)

2%

3%

2%

3%

2%

3%

Number of walk-in clinics - not enough

3%

5%

2%

1%

1%

Ala + Alb. Are there any other important health care issues in your area? (Total Mentions)

Base: All (n=600)
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Increase in Satisfaction of Health Care Accessibility and
Efficiency

Satisfaction with community health care remains moderately high, with almost four-fifths being satisfied with the overall quality of this care.
While this has not changed significantly since 2006, residents are significantly more likely to say they are very satisfied with the accessibility and
efficiencies of health care services.

Satisfaction with accessibility and coordination is highest in Etobicoke (76% and 73%) and Mississauga (75% and 76%) and lowest in Dufferin (59%
and 61%). Men are also more satisfied with these aspects (accessibility 76%, coordination 75%), while 18-34 year olds are more satisfied with
most aspects (accessibility 83%, efficiency 80%, coordination 80%). Overall satisfaction is similar across demographic sub-groups.

> >

% Very Satisfied Total Satisfied
Wave Il Wave |
_ 22%
The owverall quality of health 79% T77%
care 19%

The owverall accessibility to 24% %
health care senices and

providers

71%  68%

The owerall coordination and
integration of health care
senices and providers

69%  70%

*
The owerall efficiency of

providing health care senices

68%  68%

= Wawe | B Wawe I

A2a. Overall, are you very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied with the following aspects of health care
in your area? Base: All (h=600)
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While Satisfaction Has Increased, There is Less Hope for
Future Change

While there has been a higher trend in satisfaction, and residents are more likely to be very confident that the health care system is sustainable,
they are slightly less confident that there will be improvements in the future. Confidence in the vision for the future has decreased significantly.

Residents of Woodbridge are most confident in the vision for the future (64%), while Mississauga is least so (46%). Residents of Caledon are most

likely to be very confident in improvement of overall quality (27%) and accessibility (25%), while this is felt much less in Brampton (15% and 14%)
and Dufferin (14% and 11%).

A Men, and residents between the ages of 18 and 34 are more likely to be confident about all aspects.
% Very Confident

Total Confident
Wave Il Wave |

_ 220 *
The health care system in 71% 71%
your area is sustainable
17%
The owerall quality of health
care in your area will improve 63% 67%
in the future 21%

The overall accessibility to
health care senices and
providers in your area will

improwe in the future 20%

63% 67%

There is a workable plan or
vision for the future of health
care in your area

53%  59% *

= Wawe | B Wawe I

A2a. Overall, are you very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied with the following aspects of health care
in your area? Base: All (h=600)
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Dufferin Region Less Satisfied with Accessibility and
Coordination of Health Care Services and Providers

A Residents of Dufferin are less satisfied with the overall accessibility of health care services and providers, with 59% being satisfied (significantly
lower than results in Etobicoke and Mississauga) and 40% being dissatisfied (significantly higher than results seen in Brampton, Etobicoke or
Mississauga).

A Likewise, Dufferin residents are less likely to be satisfied with the overall coordination and integration of health care services and providers when
compared to Mississauga.

% Very/Somewhat Satisfied

BRAMPTON CQI(SEE(()DIL\I/ DUFFERIN  ETOBICOKE MISSISSAUGA WOODBRIDGE

() ©) (D) (E) M) (W)

The overall quality of health care 78% 79% 80% 78% 82% 74%
The overall accessibility to health care services and providers 71% 70% 59% 76%D 75%D 64%
The overall coordination and integration of health care services and providers 68% 65% 61% 73% 76%D 72%
The overall efficiency of providing health care services 67% 71% 68% 69% 74% 67%

A2a. Overall, are you very satisfied, somewhat satisfied, somewhat dissatisfied, or very dissatisfied with the following aspects of health care
in your area? Base: All (h=600)
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