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Context and Objectives 

1 
• Measure the level of community confidence in Niagara Health 

System by way of its reputation score 

2 
• Evaluate what residents feel are important in the management 

and planning of health care services  

3 
• Track Hospital usage 

4 
• Measure the perceived quality of the relationship community 

members have with NHS via the relationship score 

The purpose of this study was to gauge the level of familiarity, attitudes and perceptions of Niagara 
Health System among Niagara residents as well as compare with results from previous years.  

Specifically: 



Methodology 
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QUANTITATIVE RESEARCH 

INSTRUMENT 

A survey of 1000 Canadians living in the Niagara 
region completed via telephone between August 
11th to September 1st, 2015.  

 

For the purpose of this research, the Niagara 
Health System catchment area was defined as the 
area including the communities of Fort Erie, 
Grimsby, Lincoln, Niagara-on-the-lake, Niagara 
Falls, Pelham, Port Colborne, St. Catharines, 
Thorold, Wainfleet, Welland and West Lincoln 
 

A probability sample of the same size would yield a 
margin of error of +/- 3.1%, 19 times out of 20. 
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Key Insights 

1 Niagara Health System’s Reputation Score continues to trend upwards.  

• One-half of residents in the NHS catchment area have a good opinion of the NHS (49%). 

• Good opinions continue to be driven by good care, timely/quick service, overall good 

experiences and the staff at the NHS.   

• The largest driver of bad opinions continues to be as a result of long wait times. 

Unsurprisingly when asked how residents would improve the NHS – shorter wait times 

received the highest mentions. 

2 Encouragingly, one-half of respondents feel that the NHS is moving in the right direction 

(49%) in comparison to one-third believing it is moving in the wrong direction (32%). 

• The changes to the system are polarizing.  Among those believing it is moving in the right 

direction the top reason is the building of new facilities (30%) and among those believing it is 

in the wrong direction the top reason is the closing of facilities (28%).   

• Still the level of understanding, or familiarity, with the changes is low.  Only 26% of residents 

consider themselves to be somewhat/very familiar with the changes occurring at the NHS. 
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Key Insights 

3 Familiarity with the ONE Foundation is low. 

• Only one-quarter of NHS catchment area residents are somewhat/very familiar with the 

ONE Foundation (26%).   

• The donation landscape is competitive; only 23% of NHS area residents say that they are 

somewhat/very likely to donate to the NHS in the next year (only 6% say that they are very 

likely) and the top reasons for this is that other organizations are a higher priority. 

• It is worth noting that among those who show no/low intention to donate in the next year, a 

small portion said that they were unaware that donations could be made to NHS (3%). 

 

4 Keep talking with the public and communicating to the public that you are listening. 

• Times of transition can be polarizing for the public. The data continues to highlight that many 

residents do not feel that the NHS is actively listening for example only 28% agree that  they 

believe that the NHS takes the opinions of people like me into account when making 

decisions. 

• Much like in any relationship, whether between two people or a person and their health 

system both parties, want to feel heard.  It is critical that NHS continue to voice that it is 

actively participating in conversations with the public throughout the planning, 

implementation and follow-through and actively using those conversations in the process. 
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Attitudes Towards NHS 

% Good 
opinion 

(49%) 

% Bad 
opinion 
(28%) 

Reputation 
score  

(21) 

17% don’t know the organization well enough to have an opinion and an additional 3% 
don’t know Niagara Health System at all 

Close to half of  residents in the communities served by the Niagara Health System have a good opinion of the 
NHS, generating a positive reputation score of +21 (up 3 points since 2014).  
 
It is important to note that twenty percent of residents in the catchment area do not have any opinion of the NHS 
due to low familiarity and/or a lack of awareness altogether.  

Q7. Do you have a good opinion, a bad opinion or you don’t know the Niagara Health System? Base: n=1000 
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Attitudes Towards NHS 

Niagara Health System’s corporate reputation score continues to trend upwards rising from +5 in 
2013 to +18 in 2014 to +21 in 2015.  While the previous increase was driven by  a shift from those 
unaware of the NHS to those developing a good opinion of the Niagara Health System, this year’s 
increase was driven by a shift from bad opinion to not having enough information to form an 
opinion.  This shift could be driven by a reduction of negative content in the media surrounding the 
changes at NHS. 

2011 
2012 

2013 
2014 

2015 

-18.5 
-10 

+5 
+18 

+21 

Q7. Do you have a good opinion, a bad opinion or you don’t know the Niagara Health System? Base: All  (n=1000) 

2013 2014 2015 

Good 39% 50% 49% 

Bad 34% 32% 28% 

Don’t know enough 22% 12% 17% 

Don’t know at all 2% 2% 3% 

Prefer not to answer 3% 3% 4% 
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Good Opinions of NHS 

Q7. Do you have a good opinion, a bad opinion or you don’t know the Niagara Health System? Base: All (n=1000) 

Q8. Why do you have a Good Opinion? Base: Those who have a good opinion (n=499). 

49% have a good opinion of NHS 15% 

13% 

12% 

12% 

12% 

10% 

8% 

7% 

7% 

4% 

Good care/ They take good care of 
people 

Quick/ fast/ timely service 

Good experiences 

Good staff/ doctors/ nurses 

Good service 

Been treated well/ Good treatment 

Satisfied/ Never had a problem 

They do a good job/ They're good 

Friendly/ Professional/ Helpful/ 
Knowledgeable 

New facilities 

Top Reasons for Good Opinion 

Close to half of respondents have a good 
opinion of the NHS.  
 
Positive opinions are driven by a number 
of factors including perceptions of positive 
and timely care, high quality staff and 
positive personal experiences using the 
system. 
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Bad Opinions of NHS 

Q7. Do you have a good opinion, a bad opinion or you don’t know the Niagara Health System? Base: All (n=1000) 

Q8. Why do you have a bad opinion? Base: Those with a bad opinion of NHS (n=275). 

41% 

19% 

14% 

12% 

9% 

7% 

6% 

6% 

6% 

5% 

Top Reasons for Bad Opinion 

Just over a quarter of those surveyed have a 
bad opinion of the NHS. 
 
As seen in 2014 the top reason given for 
having a negative opinion is long wait times.  
Bad opinions are also driven by a variety of 
other factors including perceptions of poor 
staffing / attitude or lack of staff as well as the 
closing of facilities and long travel times. 

Long wait times 

Lack of proper care/ Not receiving 
proper care 

Staff attitude/ Poor staff 

Poor service/ Lack of service 

Closing of facilities 

Too far/ Location of facilities 

Bad experiences 

Bad administration/ Not properly 
managed 

Not enough doctors/ nurses 

Lack of cleanliness/ Outdated 

28% have a bad opinion of NHS 



Perceptions of Niagara Health System 
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NHS compared to Other Ontario Hospitals 

9% 18% 36% 21% 8% 

Net: Best (29%) 

Net:  Worst (27%) 

Best  Worst 

Q20 From what you know or have heard, compared to other Ontario hospitals, how would you rate the Niagara Health System? Using a scale from 1 to 5 where 1 
would mean the Niagara Health System is considered the worst hospital and 5 means the Niagara Health System is the best hospital.  Base: All (n=1000) 

Q21. what in your opinion makes a great hospital? Base: Those who said “best” at Q20 n=289) 

How would you rate the Niagara Health System? 

2014: 22% 

Skilled Staff 

Quality Staff 

Excellent overall care 

Staff Listen 

Ease / speed of access to care 

25% 

11% 

11% 

17% 

19% 

TOP  
Reasons for 

‘Best’ Rating 

There is a significant shift 
upwards in terms of the 
proportion  who rate NHS 
as the best compared to 
other Ontario hospitals 
compared to the previous 
wave in 2014 (22%). 
 
It is worth noting that 
three of the top  ratings 
are due to the staff at the 
NHS. 
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Improving the NHS 

Q22. What could be done to improve the NHS? Base: Those who rate NHS 1-3 out of 5 at Q20 (best or worst hospital) (n=627) 

32% 

26% 

17% 

14% 

12% 

10% 

9% 

7% 

7% 

6% 

6% 

5% 

5% 

Mentioned unaided 

What would you do to improve the NHS? 

Shorter wait times 

More staff 

Highly skilled staff 

Better overall care 

Offer more services to the 
community 

Quality of hospital administration 

Better access to care across the 
Region 

Better facilities 

Clean and well maintained 

Availability of modern, state-of-
the-art medical technology and 

equipment 

Meets the healthcare needs of my 
community 

Stop closing hospitals 

The hospital facilities themselves 

Among those who have a 
neutral to poor opinion of NHS 
compared to other Ontario 
hospitals, top ways they would 
improve NHS include shorter 
wait times and more staff. 

 

Overall the proportion for all 
types of improvements has 
decreased since 2014. 

 

2014 

41% 

40% 

25% 

21% 

22% 

19% 

22% 

16% 

17% 

15% 

18% 

2% 

14% 
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Opinions on NHS Direction 

Q10. All things considered, would you say the Niagara Health System is currently headed in the right direction, or is it headed in the wrong direction? Base: All 
(n=1000) Q11. Why do you feel that NHS is moving in the RIGHT/WRONG direction? Base: Those who think NHS moving in the RIGHT / WRONG direction 
(n=481/320) 

Would you say the NHS is 
moving in the right or wrong 
direction? 

Similar to last wave about  one-half  of NHS community residents feel the NHS is moving in the right direction while 
about one-third  say it is moving in the wrong direction. 
New facilities and improvements along with good quality care and specialized services are top reasons respondents 
feel the NHS is moving in the right direction. Among those who feel the NHS is moving in the wrong direction top 
reasons include closing facilities and location issues.  Encouragingly, residents are more likely to feel that the NHS is 
moving in the right (49%) vs. wrong direction (32%).   

30% 

19% 

11% 

6% 

6% 

6% 

5% 

4% 

4% 

4% 

Building of a new facility 

Good care/ Quality of care/ 
Good service 

Trying to make 
improvements 

Additional/ Specialized 
services 

Cleaner facility/ Updated 
facility 

New/ better equipment/ 
technology 

Accessibility/ location of 
facilities/ Centralized care 

Better than it was before 

New staff/ doctors/ nurses 

Improved wait times 

Right Direction  
(49%) 

Wrong Direction 
(32%) 

Why do you feel the NHS is 
moving in the right direction? 

28% 

26% 

14% 

13% 

12% 

7% 

7% 

6% 

6% 

4% 

Closing facilities 

Location/ Too far away 

Lack of staff 

Wait times are long 

Lack of services/ Poor 
services 

Need more local hospitals/ 
Update local hospitals 

Not properly managed/ Too 
much bureaucracy 

Staff not caring about the 
patient/ Only care about the 

money 

Nothing has changed/ 
improved 

Lack of funding 

Why do you feel the NHS is 
moving in the wrong direction? 
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Perceptions of NHS 

52% 

48% 

41% 

34% 

31% 

28% 

The NHS treats people like me fairly 
and justly. 

I feel very confident about the NHS' 
skills. 

The NHS has the ability to accomplish 
what it says it will do. 

Whenever the NHS makes an 
important decision, I know it will be 

concerned about people like me 

The NHS can be relied on to keep its 
promises. 

I believe that the NHS takes the 
opinions of people like me into 

account when making decisions 

% Somewhat / Strongly Agree 

To what extent do you agree with each of the following statements? 

Q12. On a scale of 1 to 5 with 1 meaning strongly disagree and 5 meaning strongly agree and 3 meaning neither agree or disagree, please rate each of the 

following statements: Base: All (n=1000). 

Similar to 2014,  approximately 
one-half of Niagara residents 
agree the NHS treats people like 
them fairly and that they have 
confidence in NHS’ skills. 
 
Since 2013, the proportion of 
Niagara residents who say the 
NHS has the ability to 
accomplish what it says it will 
has continued to increase.  
 
Roughly one-third of residents 
agree the NHS is concerned with 
people like them in their 
decisions-making, can be relied 
on to keep promises, and takes 
opinions of people like them into 
account. 
 
Men are more likely than 
women to say the NHS can be 
relied on to keep its promises. 

25% vs 37% 

34% 
38% 41% 

2013 2014 2015
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Level of Satisfaction with NHS 

say they are 
satisfied with the 

services offered by 
the Niagara Health 

System  

say they are 
satisfied with the 
way the Niagara 
Health System 

operates  

63% 54% 
2014: 58% 

63% say they are satisfied with the services offered by the Niagara Health System, a 5% increase 
compared to last year. However, like last year, Niagara residents are less satisfied overall with the 
way the NHS operates (54%) in comparison to the services offered. 

Q13. How satisfied are you with the services offered by the Niagara Health System? Base: All (n=1000). 

Q14. How satisfied are you with the way the Niagara Health System operates? Base: All (n=1000). 



Relationship Measurement 
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Understanding and Measuring Relationships 

A relationship cannot be measured by a single individual score.  Leger has done extensive  research in 
understanding what influences reputation and similarly what drives a relationship.   

Respondents were asked to rate the Niagara System on several key metrics: 

• To what extent do you trust the Niagara Health System?  
• To what extent do you believe that the Niagara Health System is honest/transparent?  
• To what extent do you believe that the Niagara Health System is committed to meeting your 

expectations (or needs)?  
• To what extent do you believe that you can influence the decisions or direction of the Niagara Health 

System?  

From a communications angle, a two-way symmetrical model is often viewed as being the desired result.  The 
relationship measurement questions take into account this two-way ideal relationship as well as the other 
variables that feed into a well-developed relationship – in this case between the Niagara Health System and 
the communities it serves. 
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Relationship Measurement Scores 

Any relationship, whether it is between two people or between an individual and a health system is complex and 
multi-faceted.  In order for it to be successful, it must be built upon a solid foundation with good standings across all 
points (Trust, Commitment, Honesty & Influence).  Top performers are able to score 80% or higher across all 5 
questions.   

The Niagara Health System is particularly weak in the perception that Niagara residents have the ability to influence 
the decisions or direction of the NHS. 

No significant changes seen from previous wave (2014) 

 

Trust 

Is committed to meeting your expectations/needs 

Honest/Transparent 

Influence 
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Q15 – Q19  To what extent do you trust /  believe that the NHS is honest / transparent/ is committed to meeting your expectations (or needs)/ that you can 

influence the decisions or direction of NHS? Using a scale from 1 to 5 where 1 is not at all and 5 is a lot. Base: All (n=1000). 

43% 

41% 

37% 

13% 
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Relationship Measurement Scores – By Opinion 

71% 

63% 

56% 

20% 

8% 

9% 

13% 

4% 

Trust

Committed

Honest/Transparent

Influence

Good Opinion Bad Opinion

Those saying 4 or 5 on a 5 point scale 

There is a strong relationship 
between opinion (reputation) and 
the relationship measures.   

 

Among those who have a good 
opinion of the Niagara Health System 
relationship scores are significantly 
higher across the board. 

 

That said, it is critical to point out 
that like in the previous wave even 
among those who have a good 
opinion of the NHS, the belief that 
individuals have influence on the 
NHS is low.   

 

Q15 – Q19  To what extent do you trust /  believe that the NHS is honest / transparent/ is committed to meeting your expectations (or needs)/ that you can 
influence the decisions or direction of NHS? Using a scale from 1 to 5 where 1 is not at all and 5 is a lot. Base: Those with a good opinion /bad opinion of the 
NHS (n=499/275). 



Hospital Usage 
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Local Hospital Usage 

44% 

16% 

13% 

10% 

3% 

2% 

11% 

Which hospital have you or a member of your household gone to most 
often in the past 12 months? 

St. Catharines General Site 

Greater Niagara General Site 

Welland County General Site 

West Lincoln Memorial  Site 

Port Colborne General  Site 

Douglas Memorial  Site 

Other 

Q5. Which hospital have you or a member of your household gone to most often, if any, for the healthcare services you have needed over the past 12 months? 

Base: Those who have or someone in their household have gone to a hospital in the past 12 months (n=808) 

Visits to the St. Catharines General 
Site (previously called New St. 
Catharines Hospital) continue to 
increase compared to previous years 
(44% vs. 40% in 2014 and 29% in 
2013). 

 

Those in St. Catharines (85%), 
Thorold (81%) and Niagara-on-the-
Lake (58%) are the most likely to 
have used the St. Catharines General 
site in the last 12 months. 

 

2014: 40% 
2013: 29% 



Views on NHS Changes 
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Familiarity with NHS Changes 

Q26.  How familiar are you with the upcoming changes to the NHS?  (Base:  Total Sample n=1000)) 

Q27.  Where did you learn about the upcoming changes to the NHS? (Base:  Those somewhat / very familiar with changes, n=270) 

27% 

70% 

Not  
Familiar 

Familiar 

How familiar are you with the upcoming 
changes to the NHS?  

Sources of Familiarity                                 n=270 

Newspaper 55% 

Friends, family or co-worker 26% 

News (television) 17% 

Radio 8% 

A medical practitioner mentioned it 7% 

It was mentioned at a community meeting 3% 

I  received an email 3% 

Local politician mentioned the changes 2% 

I received a piece of mail 2% 

Other 22% 

A majority of Niagara residents say they are not familiar with upcoming changes to the NHS (70%). 

Among Niagara residents familiar with the upcoming changes (27%), primary sources of awareness  are 
newspaper (55%), friends, family or co-workers (26%) as well as television news (17%). 
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Knowledge of Changes 

53% 

16% 

10% 

6% 

5% 

2% 

9% 

3% 

7% 

24% 

To the best of your knowledge what changes will be occurring?  

New hospital to be built in the Region 

Facility to close: Welland 

Facility to close: Port Colborne 

Facility to close: Niagara Falls 

Facility to close: Douglas Memorial/Fort Erie 

Facility to close: Niagara on the Lake 

5 outdated facilities to close (general mention) 

2 new urgent care clinics in the southern tier  

Other 

Don't know 

Q28.  To the best of your knowledge what changes will be  occurring? (Base:  Those somewhat / very familiar with changes, n=270) 

Among those familiar with the changes that will be occurring at the NHS, more than one-half are aware of the 
new hospital to be built in the region (53%).  Close to a quarter of residents are not aware of any specific 
changes.  
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Concerns About Upcoming Changes 

22% 9% 32% 19% 

Net: Concerned 
(51%) 

Net:  Unconcerned  
(31%) 

Don’t know / prefer 
not to answer: 18% 

Concern over upcoming NHS Changes  
64% 

62% 

53% 

52% 

44% 

42% 

6% 

3% 

2% 

Reduced access to healthcare 

Reduced emergency 
response time 

Loss of a community 
resource 

Increased travel time 

Lack of accessible 
transportation 

Negative economic impact 
on the community 

Wait times 

Lack of doctors/ nurses/ staff 

Other 

Which of the following concerns do you have? 

Q29. To what degree are you concerned about the upcoming changes to the NHS? Base: All (n=1000). 

Q30. Which of the following concerns, if any, do you have?(Base:  Those who are somewhat/very concerned (n=509) 

One-half of  Niagara residents say they are concerned about upcoming NHS changes (51%). Top concerns relate 
to potential reductions in service such as access to healthcare and emergency response times. Loss of 
community resources and increased travel times are also concerns for about half. 



NHS – the ONE Foundation 
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Familiarity with the ONE Foundation 

Q23. How familiar, if at all, are you with the foundation at NHS – the ONE foundation? Base:All  (n=1000) 

How familiar are you with the ONE foundation? 

26% 73% 6% 20% 10% 63%  

I don’t know / prefer not to answer: 1%  

The majority of Niagara 
residents (73%) are not familiar 
with the NHS foundation – the 
ONE foundation. 

 

Only 26% say they are 
somewhat or very familiar with 
the foundation 
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Likelihood to Donate to the NHS 

Q24. How likely are you to make a financial donation to the NHS in the next year? Base: All  (n=1000) 

Q24a/b. What makes you interested/ uninterested in donating? Base: those interested in donating (n=229) / those not interested in donating (n=741) 

How likely are you to make a donation to 

the NHS in the next year? 

23% 75% 6% 17% 25% 50%  

I don’t know / prefer not to answer: 1%  

21% 

15% 

12% 

12% 

5% 

My friend/ family member was 
cared for at the hospital 

I was cared for at the hospital 

I had a good experience at the 
hospital 

I don't think that hospitals get 
enough funding 

Closeness with a certain 
department/ staff member(s) 

What makes you interested in donating? 

13% 

12% 

11% 

9% 

3% 

I currently give to another 
organization 

Bad experience at the hospital 

Hospitals already get enough 
money from the government 

Other causes are more important 
to me 

I did not realize I could donate to 
the hospital 

What makes you uninterested in donating? 

The majority of Niagara residents say they are unlikely to 
donate to the NHS in the next year (75%). Reasons for not 
donating include giving to another  organization / other causes 
are more important, bad experiences with the NHS and lack of 
perceived need. 

 

Among those who are likely to donate; personally being cared 
for or having a friend or family member who has been cared 
for by the NHS is the primary reason for wanting to give. 

 



Niagara Falls vs. Welland 

3

1 
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Welland versus Niagara Falls (Significant Differences) 

55% 

25% 

22% 

23% 

69% 

38% 

40% 

36% 

… believe that you can influence the decisions or 
direction of the NHS? 

… believe that the NHS is committed to meeting your 
expectations (or needs)? 

… believe that the NHS is Honest/Transparent? 

…trust the NHS 
Welland

Niagara Falls

Q15. To what extent do you…* 

Welland 49% 

Niagara Falls 
34% 

Welland 37% 

Niagara Falls 
50% 

Q11. 48% of respondents from Welland (n=54) say the 

closing of facilities is the reason the NHS is heading in the 

wrong direction vs 12% of Niagara Falls residents (n=64). 

Q10. The NHS is heading in the right direction.* 

Disagree 

Agree 

Welland 56% 

Niagara Falls 
37% 

Welland 26% 

Niagara Falls 
39% 

Q12D. I believe that the Niagara Health System takes the 

opinions of people like me into account when making decisions.* 

Disagree 

Agree 

40% 

49% 

59% 

46% 

46% 

61% 

71% 

72% 

82% 

82% 

Lack of accessible transportation

Loss of a community resource

Reduced emergency response time

Reduced access to healthcare

Increased travel time

Welland

Niagara Falls

Q30. Which of the following concerns, if any, do you have?** (Top 5 Mentions) 

Among those who are concerned 

70% 

52% 

Welland Niagara Falls

Q29.  To what degree are you concerned 

about the upcoming changes to the NHS?* 

Welland 46% 

Niagara Falls 
27% 

Welland 26% 

Niagara Falls 
39% 

Q12B. Whenever the Niagara Health System makes an 

important decision, I know it will be concerned about people 

like me.* 

Disagree 

Agree 

Welland 35% 

Niagara Falls 
24% 

Welland 23% 

Niagara Falls 
36% 

Q12C. The Niagara Health System can be relied on to keep 

its promises.* 

Disagree 

Agree 

* Welland n=117, Niagara Falls n=192 

** Welland n=80, Niagara Falls n=103 

Concerned 

Significantly higher scores vs. other region 
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18-24,  

8% 

25-34,  

15% 

35-44,  

26% 45-54,  

20% 

55-64 ,  

14% 

65-74,  

10% 

 
75-84,  

7% 

85 or older,  

1% 

Age 

53% 

47% 

4% 

5% 

4% 

6% 

60% 

21% 

Refusal

Widowed

Separated

Divorced

Married/Common law

Single

Marital Status 

Gender 
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In which Niagara region do you live? 

7% 

5% 

5% 

19% 

4% 

4% 

4% 

31% 

4% 

2% 

12% 

3% 

Fort Erie

Grimsby

Lincoln

Niagara Falls

Niagara-on-the-lake

Pelham

Port Colborne

St. Catharines

Thorold

Wainfleet

Welland

West Lincoln

64% 

73% 

51% 

6% 

   Yes - Myself

Yes -Someone in my
family

Yes - Friend, co-worker,
neighbour

No - I do not know
anyone who has been
treated by the Niagara

Health System

NET 

YES 

94% 

No, 95% 
Yes, 5% 

Do you or anyone in your household currently 
work for the Niagara Health System? 

Do you know someone who has ever been 
treated by the Niagara Health System? 
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I don’t know/ 
I prefer not 
to answer 

29% 

$19,999 or 
less 

6% 

Between 
$20,000 and 

$39,999 

11% 

Between 
$40,000 and 

$59,999 

14% 

Between 
$60,000 and 

$79,999 

13% 

Between 
$80,000 and 

$99,999 

9% 

$100,000 or 
more 

18% 

Total Household Income 

2% 

24% 

37% 

4% 

21% 

7% 

2% 

Elementary (7 years or less)

High school, general or professional (8 to 12 years)

College pre-university, technical training, certificate…

University certificates and diplomas

University Bachelor (including classical studies)

University Master's degree

University Doctorate (PhD)

Education 
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