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Executive Summary 
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The 2010 iteration of the National Client Survey was undertaken by Corporate Research Associates, on 

behalf of Veterans Affairs Canada (VAC), to gather information on client health and well-being and the 

extent to which programs are effective in meeting client needs, to allow for effective reporting of program 

and strategic performance, and to build upon client satisfaction results of previous surveys. 

 

To achieve these objectives, telephone interviews were conducted with 1,401 clients of Veterans Affairs 

Canada. Four groups of external Veterans Affairs Canada clients were surveyed: War Service Veterans; 

Canadian Forces Veterans and members; Survivors over the age of 25 who participate in the VIP; and Still-

serving and retired RCMP members. The sampling technique for this survey produced a random sample 

with equal probability of respondent selection within each client group. In order to reflect the relative 

incidence by client groups and benefits/assistance programs within the overall VAC client base, results 

were weighted before being analyzed, using weights based on the distribution of clients within the four 

client groups and within five benefits or assistance programs, specifically: Health Care Benefits, Economic 

Support, Veterans Independence Program (VIP), Case Management, and Disability Benefits.  

 

A sample of 1,401 respondents would be expected to provide overall results accurate to within plus or 

minus 2.6 percentage points, 19 times in 20. The questionnaire used in this study was adjusted from past 

iterations, although a small number of questions remain unchanged between 2007 and 2010. Prior to 

being finalized, the survey was pre-tested on a small number of respondents to ensure the 

appropriateness of the questions and response categories. This survey of Veterans Affairs Canada clients 

was conducted by telephone from April 30 to May 1, 2010 (pre-test), and then from May 6 to May 22, 

2010. The average interview length was just under 27 minutes. The results of this survey could be 

generalized to the overall populations of the surveyed groups, recognizing the limitations presented by the 

study’s margins of error and confidence intervals.  

 

Key Findings 
 

Most clients had contact with the Department in the past year. Clients prefer more traditional forms of 

communication such as mail, telephone, or in-person visits. Very few clients experience difficulty in 

contacting the Department, and the percentage of clients reporting difficulty is slightly lower than in 2007.  
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VAC’s programs and services are meeting client needs. The vast majority of clients are satisfied with the 

programs and services offered by the Department, and the needs of most clients are being met in this 

regard. Drivers of overall satisfaction with programs and services include: meeting basic needs, quality of 

service delivery, staff going the extra mile, accessibility of services, fair treatment, and the amount of time 

to get service. Veterans Affairs Canada clients are satisfied with their life and do not generally require 

assistance with their day-to-day tasks. That said, only moderate self-report ratings are offered concerning 

the overall health and well-being of clients, as also is the case concerning self-reported assessments of 

mental health. Further, a minority of clients experience challenges in undertaking activities as a result of 

physical or emotional problems, have not had energy or have felt downhearted and depressed in the past 

four weeks.  Clients have friends and family they can talk with, and generally feel they have someone they 

can count on to help them if they become sick.  

 

Various Veterans Affairs Canada programs are highly regarded, with the majority of each specific client 

group earmarked with specific program survey queries (i.e., VIP clients, Health Benefits clients, and 

Disability Benefits clients) offering high ratings of their respective programs.  

 

In many instances, Canadian Forces Veterans offer lower ratings compared with other clients.  In many 

instances the survey results for Canadian Forces Veterans differ somewhat from those for the other three 

client groups examined. This group is more likely to experience difficulty in contacting the Department, 

and is more likely to have contacted VAC in a number of different ways over the past year. Further, they 

offer lower ratings of Veterans Affairs Canada staff members, and tend to rate the various elements 

associated with contacting the Department as very important. Finally, this group is less likely to agree that 

the programs and services offered by the Department are meeting their basic needs.  

 

 


