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Introduction 
 

During the months of April, May and June, the 39 clients who are currently a part of the 
S.A.S.H.A. Residential Program were surveyed. The intent of this survey was to review what 
areas of strength and weakness exist in the S.A.S.H.A. program, as well as recording suggestions 
for improvement from the client themselves. The survey was broken down into 4 sections: 

 1. Recreation and Programming,  
2. Treatment support 
 3. Independent life skills  
 4. Other. 
 Each client was interviewed in private using the Quality of Life Satisfaction Survey that 

has been used in previous reporting years. Clients were assured that their answers to survey 
questions will be included in S.A.S.H.A’s yearly report in a confidential manner. Clients were 
encouraged to give comments to provide qualitative data to supplement the quantitative data that 
the survey questions provide.  

The overall satisfaction level from this 2019 survey was 92.43% the results are further 
broken down by each question in detail below. Last year’s overall satisfaction was at 94.62%. In 
2017, overall satisfaction was 94.09%, 86% in 2016, and 89% in 2015. This year’s survey 
indicates that client satisfaction with the S.A.S.H.A. program has slightly decreased compared to 
last year.  

Comparably, the percentage of satisfaction for the Residential Program was recorded as 
94.60% the 2.0 program was 94.90% and the Community Client Program was 87.33% 
Community Treatment Order clients also had a 92.88 satisfaction rate. Within the Residential 
program, House A had a satisfaction rate 92.67% of House B 93.64% and House C 97.50%.  
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Results 
 
The survey contains 35 questions, which focus on the level of satisfaction regarding recreation 
and programming needs, emotional well-being, physical health factors, independent living skills, 
staff support, students/volunteers, safety, as well as opportunity for finding employment and skill 
building opportunities. Clients were also given the opportunity to provide relevant situational 
remarks, an over-all review of the S.A.S.H.A. program, and suggestions for improvement. 
 

Questions  
Residential and 2.0 answers: 
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CTO and Community Answers:  
 

 
Image 2.1 
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Comments 

 
Residential and CTO  
1) How satisfied are you with the recreation opportunities at home: more different opportunities 
like art, making sun catchers and painting.  
3) Rec opportunities with your family? SASHA is part of my family 
6) How satisfied are you with SASHA help in maintaining good eating habits: I managed to gain 
healthy weight 
12) How satisfied are you with staff helping you deal with emotions on a day to day basis: I like 
the 24hr support  
23) Do you feel like your skills have improved since moving to SASHA regarding nutrition: Yes 
but I need more supports & no there needs to be more diabetic friendly meals  
22) Do you feel like your skills have improved since moving to SASHA regarding cooking: Yes as 
I used to cook ichiban and never used to cook on my own. I never used to have cutlery or bowls 
until now. 
25) How satisfied are you with the help in finding employment or setting goals: Anything you 
want to set for your goals, they’re there for you  
29) Do you feel safe at SASHA overnight: Yes, but it bothers me when the flashlights are in my 
eyes during checks 
31) Do you feel like you are informed about the rec options that SASHA provides: I am very 
satisfied but I would want more field trips like the Calgary zoo or stampede 
37) What could we do to make SASHA better? 

● Diabetic friendly meal plans 
● More updates on personal progress 
● Education for staff on different triggers 
● Staff should learn to not be too pushy 
● More lunch/pre made foods 
● More privacy 
● More regard to client opinions  
● Cheaper rent 

What services that SASHA provides do you use? 
● Transportation 
● Groceries 
● Staff connection/communication 
● Staff assisted appointments 
● Independent Life Skills 
● 24 hour support 
● Medications 
● groups 
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2.0 And Community clients 
14) How satisfied are you with the staff support: Satisfied but sometimes you can’t get a hold of 
them 
26) Do you feel better able to cope with your illness since becoming a SASHA community client: 
My symptom awareness has gotten so much better, I put myself into the hospital because I felt a 
manic episode coming? 
37) What can SASHA do to improve your living situation: Help facilitate a meeting with my 
family & more one on one time to help skill building and goal setting. 
What could we do to make SASHA better? 

● More one on one support  
● More help and involvement with family 
● More goal setting help 
● More help with personal improvement with not just mental health 
● Cheaper rent 

Is there anything relevant to your situation that we should be aware of? I feel stuck and I don’t 
know where to go from here. My mental health is good but now I am thinking about budgeting 
and goals and I would like help with that.  
 
What services that SAHSA provides do you use? 

● Venting/ advice seeking  
● 2.0 Transportation 
● Rec activities  
● Trustee program 
● Budgeting assistance 

 
 

Some of the Residential clients had noted during this interview that they would like staff 
to communicate more and be aware of individual client needs such as past traumas and history. 
By more communication within staff, there will be less incidences of triggering or upsetting 
certain clients. It was also noted that during the interview there was a substantial number of 
comments about gathering more nutritional foods during grocery trips as the foods and meals 
prepared at SASHA are not diabetic friendly or easily made for lunch or breakfast. These were 
also commented by the some of the CTO clients as well, as well as their concern for more 
recreational activities in the house as sometimes they do not wish to go out.  Also, once again 
regarding staff, some of the residential clients had concerns about staff and that they at times 
over hear or think they over hear staff “gossiping” about them and other co clients. 

As stated in previous reports, such as the report in 2018, that there are circumstances 
where it would be beneficial for staff to take into account the different situations each client has 
experienced in their past and their individuality as there has been instances mentioned by some 
clients that staff needs to be aware of their tones and sensitivity when working with different 
clients as sometimes there are instances of clients becoming triggered or reactive.  

It was also mentions by CTO and residential clients that the work that staff puts in is 
value such as their knowledge of community programs such as the YMCA, YWCA and CMHA. 
As well as their medication and nutrition knowledge. One client commented that they enjoyed 
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the nutritional groups presented at SASHA as well as the morning stretching activities and they 
would like to continue those activities as it got many other co clients moving and one of the 
clients mentioned they were able to gain a healthy amount of weight from when they have 
moved into SASHA or became a community client as they have learned how to cook, eat and do 
physical activity on their own.  

Regarding 2.0 and community clients, it was stated a few times for more staff assistance 
with transitioning into a new place such as becoming a 2.0 client from residential or a residential 
client to a community client and the steps they may need to take before and after the transition. 
As well as assistance in continuing or creating other goals for their lives once they have become 
a community client as some of them have mentioned they feel “stuck” and do not know what 
else to do as their mental health has become manageable and now they would like to work on 
other things but do not know where to start or what to do. So, by having more one on one 
conversations with the community clients and if possible more staff support in some regions of 
their life, it would greatly help them in things they need to improve, change or create in their 
lives regarding, hygiene, finances, relationships and other important aspects of their lives.  
  

Conclusion 
 

As mentioned before, the overall satisfaction level from this 2019 survey was 92.43%. 
This is a slight decrease from last year but an increase compared to the previous years. There 
were many positive comments about staff such as their knowledge of community organizations 
that clients may go to, medication knowledge, and nutritional knowledge as well. Clients have 
requested more support regarding their family relationships, nutrition and physical activity which 
was highlighted more with community and 2.0 clients. As well as offering different opportunities 
for recreational activities that interest different types of clients. Clients would also like more 
training or change regarding staffs ability to manage their tones towards different clients as at 
times, there tends to be tension and triggering factors during staff and client interactions.  

Although many of the clients are satisfied with the food and groceries that are offered at 
SASHA, some of them have mentioned during this years, survey, that they would benefit from 
more diabetic or nutritional types of foods and dinners made as many of them have medical 
dietary restrictions and it has been difficult finding food or meals that would benefit them. Many 
of the clients, residential, 2.0 and community are mostly satisfied about how they are informed 
regularly about the recreation opportunities even when they are not on SASHA property. Many 
of the clients have stated they have benefited greatly from the SASHA program and that they 
would not know where they would be without the program and the improvements they have 
made throughout the months or years they have been in contact with SASHA house.  

Many of the clients, Residential, CTO and Community, have stated during the survey that 
they use many of the programs offered by SASHA such as transportation, medication, and 
especially venting and one on one motivational interviewing. This is more prevalent in 2.0 and 
community clients as they have stated that they do not have many friends or supports outside of 
SASAH and that they value that they are able to express and talk about themselves to staff and 
that they feel validated.  
 

 
  


