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Clinic Client Service Measures (CSM) Report  
(Please base your report on the last 12 months) 

 
 

 

 Measure of Client 

Service 

(What will you 
measure?) 

Target 

 

(Please state the 
level of 
performance you 
aim to achieve) 

Reporting Method  

(When and how will you 
collect data and report 
on performance?) 

Report on Results 
 
 
(Indicate level of performance 
achieved during this reporting 
period) 

Did you 

meet 

target? 

Yes = Y 
No = N 
Exceeded 
= E 
 

Comments 

(Explain how targets were 
surpassed or why not 
met. Provide examples of 
client or agency 
comments) 

Measure #1 
ACCESS 

Partner satisfaction 
with access to clinic 
services 

Overall rating of 
clinic access 
satisfaction:  
satisfied or very 
satisfied in 80%  
of responses 

We asked agencies if 
they felt our service was 
generally easily 
accessible to them. We 
asked partners about 
their satisfaction with our 
PLE presentations, and 
with our community 
organizing/law reform 
partnerships. 

100% were very satisfied with the 
presentations.   

Yes The agencies surveyed 
indicated that they were 
able to arrange sessions 
in a timely way; that the 
PLE sessions were 
presented in a way that 
was easy to understand 
and participants had 
opportunity to ask 
questions.  
There was a suggestion 
to include more group 
exercises or other 
interactive activities.  
Another comment:  
“Always love the 
sessions.”  

Measure #2 
TIMELINESS 

Client Satisfaction 
survey at intake and 
reception stage. 

People seeking 
assistance  would 
meet with an 

We tracked response 
time at Reception and 
Client Satisfaction for a 1 

In 100% of the surveys, the 
respondents indicated that they 
felt the receptionist was patient, 

Yes Same day service at 
intake is a result of our 
having returned to walk-in 



 
 
 
 
 

intake worker 
within 24 hours or 
same day 
depending on 
urgency of the 
matter. 
 
 

month period by asking 
clients to fill out a Client 
Survey form that was 
handed out at the end of 
the Intake interview.  
 

listened carefully, was responsive 
and courteous.    In 100% of the 
surveys, the respondents 
indicated that they felt the intake 
worker was patient, listened 
carefully, was responsive and 
courteous and was either very 
helpful or helpful.   In 100% of 
those surveyed, the respondents 
had met with the intake worker 
same day.   

intake.   
 
“Very warm, welcoming 
and friendly, and helped 
out a lot.” 
“I am so grateful for your 
kindness.” 
“I was very relieved for 
the information and 
assistance as I am in the 
midst of a stressful 
situation.” 

Measure #3 

CLIENT 

FEEDBACK 

 

 

We ask clients to rate 
the overall service 
provided, whether 
they achieved what 
they wanted, whether 
they felt the staff 
understood their 
problem and whether 
their legal options 
were made clear to 
them. 
We also asked if their 
case had been 
handled in a timely 
manner and if their 
phone calls were 
returned within a 
reasonable period of 
time 

Overall rating of 
clinic services 
satisfactory or 
very satisfactory 
in 100% of the 
returned surveys 

We surveyed clients 
whose file had been 
closed as to their 
satisfaction with the 
service.   

In 100% of the responses, clients 
indicated that they were very 
satisfied or satisfied that clinic 
staff was courteous and pleasant; 
that staff explained the steps in 
the process to the client and the 
client understood; that the client 
was satisfied with the service 
provided; and, in all responses, 
clients indicated that  they would 
refer someone to our clinic for 
help.   

Yes There was a negative 

comment about the 

interpreter provided for the 

appointment; and a comment 

about having had to pay the 

doctor in advance for 

medical information and not 

being reimbursed; however, 

we explain to clients  that 

they should ask their doctor 

to invoice the clinic as we 

cannot reimburse the client.   

Other comments:  “Your 

service is perfect”.  “Great, 

professional, helpful staff”.   

 

One comment was that it 

would have been nice to 

have someone in the 

hearing.  This refers to self-

represented ODSP clients 

who we assist but do not 

represent.  This client also 

indicated that he was able to 

explain his situation at the 

hearing and he won his 

appeal. 

 


