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Introduction

§ The Alberta First Nations Health Consortium (FNHC) is responsible for the 
provision of Enhanced Service Coordination (ESC) for Jordan’s Principle. 

§ The Enhanced Service Coordination process is designed to improve access to 
health, social, and education services and supports to all First Nations and 
Inuit children throughout the province, both on and off reserve.

§ In 2022, the FNHC undertook a Service Satisfaction Survey to determine the 
level of satisfaction of families and service providers [henceforth, referred to 
as clients], in the enhanced service coordination process they experienced, 
and the impact on their access to services and supports. 

§ Carol Blair and Associates was contracted to conduct the survey and analyze 
the results.

§ This report gives the findings of the survey, which was completed in 
September 2022.
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Participants and Process

§ The survey targeted clients who had received ESC services from September 1, 
2021 to February 28, 2022, a six month period.

§ From the client database for that period, the Consultants drew a random 
sample of 500 clients.

§ Given the available contact information, a decision was made to conduct an 
online survey distributed through client email addresses. This reduced the 
sample size to 432 contacts.

§ The survey, developed in collaboration with the FNHC, consisted of 24 
questions. 

§ A draw prize was offered to encourage survey completions. Contact 
information of the clients responding to the survey was only known to the 
consultants who determined the process to select the winner through a 
random number selected by the FNHC.
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Survey Timeline and Invitation

September 
12

§ Personalized email invitations 
sent to 432 contacts 

September 
19 & 22

§ Two reminder emails 
sent

September 
23

§ Survey 
closed
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September 2022 Survey Timeline



Excellent Survey Response

§ 349 people opened the email: 137 clicked 
through (meaning they clicked on the 'Begin 
Survey' button in the email message).

§ Excellent response: 122 completed surveys, 
35% response rate
§ On average, online satisfaction survey 

response rates range from 10% to 30% 
(dependent on several factors)

§ 5 minutes: typical time to complete survey
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Interpretation of Findings

6

Interpretation of Statistical Data

§ Percentages shown in charts have been rounded to the nearest whole 
number. Hence, the total may exceed 100%.

§ Where pertinent, the number of responses are also provided, shown in 
brackets after the percentage.

§ Where appropriate, N/A responses were deleted when calculating 
percentages.

Responses to Qualitative Questions

§ Content presented in italics are direct quotes from survey respondents. Direct 
quotes are provided to help reinforce respondent sentiments.

§ Content presented in bullet form are clustered according to similar themes. 
For example:  The Theme: Positive Staff Behaviours

• The bullet point: “Staff are patient, pleasant, supportive, professional, kind / 
Staff listen. (6)” is to be understood as: 6 respondents provided answers that fit 
into the theme of positive staff behaviours.
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Who completed the survey?

Female, 
89%

Male, 
11%

Other – 19%:
§ School staff (8)

§ Guardian (6) 

§ Extended family 
(Aunt/Uncle/Nephew) 
(4) 

§ Family Support 
Services (3) 

§ Caseworker (1)

§ Physiotherapist (1)

§ Foster Home (1)

§ Caregiver (1)

71% (87), were parents

89% (108), identified as female
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When you made the request where was the child living?

§ Majority, 75% (92), children were 
living off reserve

§ RelaFvely even geographical 
distribuFon, with all regions 
being represented

§ Highest percentage, 34% (41, 42) 
respecKvely for Northern and 
Central Alberta Regions
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How would you rate the quality of the service you received 
under Jordan’s Principle?

Note: Respondents may not have disKnguished between Jordan's Principle and the 
FNHC service.

Poor, 11%

Fair, 6%

Good, 22%

Very 
Good, 
16%

Excellent, 
44% § 60% (74), excellent to very good 

service quality
§ 22% (27) good
§ 17% (21) fair to poor
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How would you rate the quality of the service you received 
under Jordan’s Principle?

12

§ Staff are patient, pleasant, supportive, professional, kind / Staff listen. (6)
§ Process was quick, straight forward (1)
§ Excellent follow-up (1)
§ Easy to contact and discuss situations. (1)

§ The process is not fast enough for when the need is urgent (i.e., mental health needs) 
or time sensitive (i.e., Oct-July of the kids' school year to get educational supports set 
up) (4)

§ After I submitted the required documents Jordan's Principle requested additional 
documents that seemed unnecessary/unrelated to the request. This stalled the 
process / This felt intrusive and rude. (2)

§ Some submitted information was not seen/was overlooked by the receiver which 
caused a delay in the application process. (1)

§ The worker tried to help but the school did not agree with the request and refused to 
supply the required letter. (1)

§ The process seems slightly different depending on who you speak with. (1)

‘Good’

‘Excellent’ or ‘Very Good’



How would you rate the quality of the service you received 
under Jordan’s Principle?

13

§ Client transport was sent to the wrong community. (1)
§ The psychologist that did my child's neuro-assessment was racist, 

biased, and unethical resulting in my child being denied AISH. (1)

‘Fair’

§ I didn't get any help, any direction / Our application was denied / 
Client travel is sometimes not reimbursed. (8)

§ I never heard back / I had to go through the Minister's office to hear 
back. (3)

§ Services not continued long enough (e.g., until the child was at grade 
level) (1)

‘Poor’

“Please stop delaying the process for children who badly need it, and 
please stop requesting every little thing that has nothing to do with the 
request. I felt very violated and discriminated against when all I wanted 

was funding.”



How would you rate your overall level of satisfaction with the 
service provided by the First Nations Health Consortium?

Very Dissatisfied, 
5%

DissaEsfied, 
6%

Unsure, 13%

Satisfied, 
25%

Very 
Satisfied, 

51%

§ 76% (93), either very satisfied or satisfied
§ 11% (13) dissatisfied to very dissatisfied

Note: Respondents may not have distinguished between Jordan's Principle and the 
FNHC service.
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How would you rate your overall level of satisfaction with the 
service provided by the First Nations Health Consortium?

15

§ Staff were kind, helpful, friendly, responsive, knowledgeable, 
patient. (5)

§ There are too many rules to follow / The process was slow because 
of Jordan's Principle / The process is tedious. (4)

§ It's a good resource / The child got what was needed. (2)
§ The connection between the parent and FNHC was quick / My 

approval was received quickly (2)
§ They should have people to help with filling out the applications for 

reimbursements because it can be confusing. (1)

‘Very Satisfied’, ‘Satisfied,  or ‘Unsure’



How would you rate your overall level of satisfaction with the 
service provided by the First Nations Health Consortium?
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§ I didn't get a response from the staff member. / Communications 
were slow / Communications were inaccurate (we were told the 
child was approved and then the next day that the approval was in 
fact for another child). (4)

§ I didn't get the help I asked for / I now have to pay for the services 
out of pocket and I can't afford it. (2)

§ The application process took a long time to get started and to 
finish. (2)

§ It is a barrier to require people to use a fax machine as a part of the 
process since fax machines are obsolete. (1)

§ I am not sure if all the documents I submitted to FNHC were 
actually submitted to Jordan's Principle. (1)

§ When I called, the staff member seemed to have no intention to 
tell me what services or help was offered (and I didn’t know what 
to say or expect). (1)

'Very dissatisfied', ‘Dissatisfied', or ‘Unsure‘’



How would you rate your overall level of satisfaction with the 
service provided by the First Nations Health Consortium?
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“The people who work for this 
company, when you call in, they 

should at least tell you what you can 
qualify for your child instead of the 
parent not knowing what to ask.”

“Workers were very kind. 
Connected with me often to 
check in and took the time 

to help me with feeling 
overwhelmed with the 

processes, amount of things 
to be done etc. Very patient 

with me.”

“The FNHC was 
patient and helpful
but the request was 

slow because of 
Jordan’s Principle.”



If your original application was denied, did you understand the 
reason given by the Federal Government? 

“I didn't understand the 
process. I just left the 

application.”

“The reason given was unclear 
and when this writer inquired 

what they could do to re-
evaluated decision there was 

no response.”

Notes: 
§ N/A responses (88) were deleted from the analysis. In some cases, people had applications that 

had been denied but no responses had been received at the time of answering the survey. 
§ In some cases, when people stated they did not understand the reason given for the denial, their 

comments often reflected whether they agreed with the reason given for the denial.

Yes, 
26%

No, 74%

§ 74% (25) did not understand the reason
§ 26% (9) understood the reason
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If your original application was denied, did you understand the 
reason given by the Federal Government?

19

§ No response was received / the file was closed with no chance for follow up 
with my representaKve. (3)

§ The reason given was unclear / The reason given was inaccurate (I believe 
they had the wrong informaKon). (2)

§ I didn't understand the process. (2)
§ Others are receiving help with things I was denied for (e.g., the ad on TV 

said they can help with some hockey fees but our applicaKon for hockey 
school was denied) (2)

§ It was not a denial but the noKficaKon of approval for services between Jan 
and March was not received unKl March. (1)

§ We received funding in the past for her learning disability and those don't 
just go away with age. (1)

§ The request was not sent at the right point in Kme (before the work was 
done). (1)

§ It was denied for something out of my control (I could not get le^ers from 
the school). (1)

§ I feel we saKsfied all the requirements that were listed as the reasons for 
the denial in the le^er we received. (1)

I did not understand the reason because:



Did you work with a Regional Services Coordinator to submit 
an appeal? What was the outcome?

Yes, 
48%

No, 
52%

Approved, 
41%

Denied, 
59%

§ 48% (16) of denied applications were 
appealed

§ 52% (17) of denied applications were 
NOT appealed
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§ 41% (7) of appeals were approved
§ 59% (10) of appeals were NOT approved

Note: N/A responses (88) were deleted from the 
above analysis. 



Did you work with a Regional Services Coordinator to submit 
an appeal? What was the outcome?

§ My appeal is still in process/ I don't know what my 
appeal status is. (3)

§ I don't know about the appeal process / I have not 
appealed yet (2)

§ Closed too soon (1)

Comments

“Why keep applying when you get denied in the first 
place?”
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When you called FNHC and completed an intake…

Very DissaEsfied, 
4%

Dissatisfied, 2%

Unsure, 12%

Satisfied, 
34%

Very 
Satisfied, 

48%

How satisfied were you with the help you received?

§ 82% (99) very satisfied or satisfied
§ 6% (7) dissatisfied to very dissatisfied
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When you called FNHC and completed an intake…

How well were your questions 
answered?

3%

13%

20%

23%

41%

-10% 10% 30% 50%

Poor

Fair

Good

Very Good

Excellent

§ 64% (77) excellent to very good
§ 20% (24) good
§ 16% (19) fair to poor
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When you called FNHC and completed an intake…

How satisfied were you with the amount of time taken 
to listen to your concerns?

Very 
Dissatisfied, 4%

Dissatisfied, 5%

Unsure, 10%

SaEsfied, 34%

Very Satisfied, 
47%

§ 81% (97) very satisfied to satisfied
§ 9% (11) dissatisfied to very dissatisfied
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When you called FNHC and completed an intake…

How satisfied were you with the respect shown 
towards you?

Very 
Dissatisfied, 2% Dissatisfied, 3%

Unsure, 7%

Satisfied, 33%

Very SaEsfied, 
56%

§ 89% (107) very satisfied to satisfied
§ 5% (5) dissatisfied to very dissatisfied
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Did you work with a Regional Services Coordinator?

Yes, 72%

No, 10%

I'm not sure, 
18%

72% (86) said they worked with a 
Regional Services Coordinator
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Note: Respondents may not have distinguished a Regional Services Coordinator from the 
Access Worker (previous questions on intake were pertinent to the Access Worker).



When you worked with the Regional Services Coordinator to 
meet the child’s need...

How saLsfied were you with the help you 
received?

Very 
Dissatisfied, 

2%

Dissatisfied, 
1%

Unsure, 8%

Satisfied, 
32%

Very 
Satisfied, 

56%

§ 88% (75) very satisfied to satisfied
§ 3% (3) dissatisfied to very dissatisfied
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n = 85 respondents



When you worked with the Regional Services Coordinator to 
meet the child’s need… 

4%

4%

18%

24%

52%

0% 20% 40% 60%

Poor

Fair

Good

Very Good

Excellent
§ 76% (64) excellent to very good
§ 18% (15) good
§ 8% (6) fair to poor
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How well were your questions 
answered?

n = 85 respondents



When you worked with the Regional Services Coordinator to 
meet the child’s need…

How satisfied were you with the amount of time taken 
to listen to your concerns?

Very 
Dissatisfied, 

4%

Dissatisfied, 2%
Unsure, 6%

Satisfied, 32%

Very Satisfied, 
56%

§ 88% (75) very satisfied to satisfied
§ 6% (5) dissatisfied to very dissatisfied

29

n = 85 respondents



When you worked with the Regional Services Coordinator to 
meet the child’s need…

How saLsfied were you with the respect shown 
towards you?

Very 
Dissatisfied, 

2%

Dissatisfied, 
1%

Unsure, 5%

Satisfied, 
29%

Very 
Satisfied, 

62%

§ 91% (78) very satisfied to satisfied
§ 3% (3) dissatisfied to very dissatisfied

30

n = 85 respondents



How did you hear about the First Nations Health Consortium?

Legend:

§ 1 = Community Referral: 
E.g., health centres, 
schools, social services, 
child services

§ 2 = Service Provider 
Referral: E.g., health 
professional, teacher, 
social worker, etc.

§ 3 = Community Event: 
E.g., Teddy Bear Fairs, 
Treaty Days

§ 4 = Other: Through our 
band office / our Chief / 
Victim Services / BSW 
training / Treaty 8
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§ 69% (81)of respondents heard about the FNHC through community referral (45) or word 
of mouth (36)

§ Followed by Service Provider Referral (24%, 28) and Jordan’s Principle Referral (23%, 27)
§ Brochures, social media, newsletters and radio ads were the least frequent forms



How likely would you recommend FNHC to your family and 
friends?

Extremely 
Unlikely, 3% Unlikely, 1%

Unsure, 11%

Likely, 26%

Extremely 
Likely, 59%

§ 85% (99) extremely likely to likely 
§ 4% (5) unlikely to extremely unlikely
§ 11% (13) unsure
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How likely would you recommend FNHC to your family and 
friends?

33

§ Because many don't think they would qualify / Because it is needed when 
needs are not being met by the systems in place. (2)

§ The staff is amazing to work with. (1)
§ No other service helps in this way. (1)

'Extremely Likely’ or ‘Likely’’

§ It's not an easy process to access, especially in small communiKes / The 
process is long and complicated. (4)

§ There are all kinds of referrals, le^ers, proof needed for the applicaKon. (1)
§ Too many obstacles to obtain funding (1)
§ The government sKll holds the power. (1)
§ The Jordan's Principle in AB does not provide the same things that are given 

in other areas of Canada (e.g. in the North they give food). (1)

‘Unsure’

§ I was denied twice. (1)

‘Extremely Unlikely’



How likely would you recommend FNHC to your family and 
friends?

34

“I refer all family and friends 
to request help as it is there 

to be utilized and many 
don't think they qualify or 

will be approved for 
services.”

“A much needed resource 
for families living on and 

off reserve when their 
needs are not being met 
by the systems in place.”

“It is easier and 
faster to go 

through FNHC than 
directly to Jordan's 

Principle.”

“The intent is to address 
funding for Indigenous kids 
looks good on paper but to 
actually receive it and have 

many obstacles placed in 
your way to obtain it, is not 

right.”



What did you like most about our services?

§ The worker was respectful, kind, helpful, understanding, encouraging, 
compassionate, polite, a good listener, very professional / The worker was nice to 
talk to, willing to listen and willing to problem solve. (25)

§ The support and the help we received / It felt like someone truly cared / That my 
child's needs were validated and given the appropriate attention / Things I couldn’t 
normally afford or access were able to be done. (20)

§ The worker was clear and concise with all we needed for approvals and completion / 
The worker was knowledgeable, effective, hands-on, gave good guidance, walked me 
through everything / The worker followed-up. (11)

§ Your services exist, that they are available / The commitment to children's health. 
(8)

§ I spoke to a human / That I get to speak to the same person every time I call. (7)

§ Services were received quickly / Approval was given in no time without delay / 
Questions were answered quickly. (7)
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Responses by Common Theme (by frequency of mention)



What did you like most about our services?

§ Nothing (3)

§ Honest and fair treatment (2)

§ The worker did all the paperwork (2)

§ The understanding of generational trauma and systematic racism; both of which 
make it difficult to not only ask but also receive services for your child / The 
understanding of how parents can be overwhelmed by trying to get services they 
need. (2)

§ It's run by First Nations. (1)

§ It somewhat reduces the  gaps in accessing proper non-abusive, non-racist service 
providers. (1)

§ The process was easy (1)
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Responses by Common Theme (by frequency of mention)



What did you like most about our services?

37

“Coordinator was 
upfront why request was 

denied and we 
appreciate her honesty.”

“That there is someone 
who cares to help when 
help is really needed.”

“The idea that 
we could get 

help.”

“I appreciate that we 
have someone on our 

team, to work alongside 
to assist us in advocating 

for our students.”



Was there anything that disappointed you about our services?

38

Yes, 27%

No, 74%

§ 74% (86) No
§ 27% (31) Yes



Was there anything that disappointed you about our services?

§ The process is too long: Service seems slow / There are delays / The time taken to 
process (especially when the need is urgent) / Given the run around / Long wait times 
for replies to questions. (11)

§ The application process: There are too many barriers and hoops / Some of the 
documents requested are unnecessary/unrelated to the need / It takes too much time 
to apply / The process of applying was traumatizing. (7)

§ Services ended too soon / My file was closed too quickly / I lost contact with the staff 
that I sent my information to. (3)

§ I was given many unclear answers (e.g., for what was needed on the application) / 
Information and process not consistent. (3)

§ There is a disconnect between everyone / Changes in staffing delayed receiving 
funding. (2)

§ The paperwork process was frustrating / The process for accessing funds and services 
is complicated and confusing. (2)
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Responses by Theme (by frequency of mention)



Was there anything that disappointed you about our services?

40

“The amount of 
time it takes to 

apply for anything is 
almost offensive.”

“While I understand the reasons behind the 
questions that I had to answer, it was extremely 
difficult for me to relive and process old traumas 
and recount personal events. My daughter also 

had to write a letter and it had a negative impact 
on her self esteem as she had to try to think of 
how life would be like and how bad her dental 

situation could get without the benefit of 
orthodontic braces. ”

“The whole process would be a 
reason some families don't seek 

help, they're already under 
so much stress, they wouldn't have 

the energy to finish all the 
requirements or have the 

knowledge or means to do what 
must be done.”

“It was very discouraging 
to find out that so much 
info was needed before 

your application was even 
looked at.”



What suggestions do you have for improving our services?

§ No improvements to suggest (18)

§ Make the process easier for accessing services / Lessen the amount of things 
required to be approved / Accept other forms of proof rather than only letters / Don't 
make me re-apply every year / Only request information relevant to the need / don't 
request unnecessary documentation. (6)

§ Maintain more communication with applicant throughout the whole process / Inform 
the parent when the final application is submitted and provide them with a copy of it / 
Call or email the parent on the status of the application periodically.  (5)

§ Need workers you build relationships with, that support you throughout the process 
(e.g., to celebrate approvals, console after denials, etc.) / Need workers to follow 
through and ensure help and funding are provided. (4)

§ Answer emails and return phone calls in a timely manner / Make it a faster process 
(e.g., offer an expedited process for tutoring requests). (4)

§ Don't let the government hold all the power / Need more funding for FNHC. (3)

Responses by Theme (by frequency of mention)
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What suggestions do you have for improving our services?

§ Funding should be readily available not just for extreme cases / Help instead of 
denying children. (3)

§ No everybody heals the same, not every child is the same so offer options for where to 
access services. (3)

§ Do more advertising / Do community-level information sessions. (2)

§ Outline the process on the website / Make forms (i.e., consent forms) available to 
download off the website. (2)

§ Promote cultural activities more / Invest more in traditional healing. (2)

§ Paperwork: 1) Break down the substantive equality questions on the application form 
into clear, meaningful statements. 2) Offer a template for parents to use when 
requesting information and documentation from teachers, doctors, etc. (2)

§ Continue tutoring support until the child is at grade level, not just showing 
improvement. (1)

Responses by Theme (by frequency of mention)
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What suggestions do you have for improving our services?

43

“There needs to be a higher approval rate for 
First Nations children as this will allow more 
services to be utilized as many are unaware 

or even second-guessing the approval seeing 
as it has to go through government. If more 

parents are thoroughly involved in the 
process and have a reassurance that their 

children's needs are able to be met without 
conflict, long wait times and that the 

individual they are dealing with actually 
cares and have a mutual connection when it 

comes to dealing with Jordan's Principle. 
Mother to mother type connection... 

someone who will have their backs if denied.. 
or will celebrate in a sense when approved 

with kind words and encouragement.”

“I appreciate the 
services of Jordan's 
Principal and have 
seen it posiFvely 
impact students.”

“Sometimes parents need that extra 
support in filling out papers and 
knowing what to ask teachers  

doctors, etc. In terms of the support 
letters. Perhaps a template that the 
teachers/doctors need to fill out.”



What suggestions do you have for improving our services?

44

“Focus on the request and what is needed to complete it. I don't agree with questions 
about if the parent works, their grades etc. have anything to do with what is being 

requested… I felt ashamed to request for services after how I was treated but at the end 
of the day the intake workers who requested unnecessary documents and made it hard 

to access services should be ashamed. I have had wonderful experiences in the past 
with Jordans Principle and its sad that one incident left me traumatized.”

“Find other ways such as his report cards I submitted to show his 
decline in his grades to ensure the youths needs are met even if letters 
are not received. He had 80/90% in grade 8 and 9, part of his grade 9 

and all of grade 10 he was in online learning and struggled. I first 
request support in this time frame but was not accommodated since 
the school did not answer my request for a letter. Again, I applied in 
his grade 11 year only to receive an email from the school declining 

my request for a letter.”
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