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Outline

ü Overview of Health Connection

ü Review Health Connection Client Survey

¸ Purpose & Objective

¸ Methodology 

¸ Survey limitations

¸ Findings 

¸ Recommendations

¸ Implementation enablers & barriers
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Health Connection

ü local public health information and referral service

ü serves as the first point of contact for the public seeking 
access to public health information and the services, 
programs and resources 

ü service consist of 8 separate lines
¸ access is primarily by phone

¸ staffed by public health nurses, public health inspectors and 
customer service representatives

¸ inquiries relate to the full spectrum of public health topics

ü health promotion approach used to help clients get the 
information, knowledge and skills required to make choices 
that support health 
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Client Survey 
ü conducted as part the data gathering activities of a larger 

Health Connection review

ü external researcher hired to conduct the survey of clients who 
access HC

ü to identify changes to improve the client experience and 
service delivery

ü undertaken as a way of obtaining information directly from 
users with respect to:
¸ client characteristics

¸ client satisfaction 

¸ how clients use the service and the information provided

¸ the impact of the service on clients

¸ client needs and expectations 

¸ barriers to using and accessing the service
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Research Questions

ü Does Health Connection provide information and service 
that meets the needs and expectations of its users?

ü How satisfied are users with the information and service 
provided?

ü What are the barriers to using and accessing the 
service?

ü What changes are needed to improve the effectiveness 
and the quality of the service?
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Methodology

ü telephone survey

ü eligible clients solicited by staff between October 9 ï
November 16, 2007

ü clients contacted 2-3 weeks later by independent surveyors

ü sample size = 290 

ü data analyzed using SPSS software and descriptive statistics 
complied for each item
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Sample

ü 60% of clients solicited to participate actually completed the survey

Target and Actual Number of Survey Solicitations and Completions
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Limitations

ü Reliance on human reporting as the primary data source 

ü Potential respondent bias related to social desirability of 

responses 

ü Potential selection bias related to staff soliciting clients to 

participate

ü Small sample size and resulting sensitivity to 

respondents responses. 
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Key Findings: Client Characteristics

ü predominantly female (88%)

ü majority had completed post secondary education (60%)

ü geographical breakdown of respondents close to population distribution in 

Simcoe and Muskoka 

Financial Status among Survey Respondents

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Not enough money for necessities Enough money for necessities Enough money for necessities & some

extras

Enough money for necessities, extras &

saving

Financial Status

P
e
rc

e
n

t



Simcoe Muskoka District Health Unit

10

Key Findings: Access to Service

ü service was accessed equally throughout the day

Number of Times Called Health Connection in the Past Year
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Key Findings: Access to Service

ü majority of respondents heard about the service through a notice to 

call

ü most were seeking information


