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Possible Responses

Very Satisfied 28 27% 4788 50%

Satisfied 60 58% 3845 40%

Neutral 12 12% 778 8%

Dissatisfied 4 4% 112 1%

Very Dissatisfied   22 0%

No response

n=10134

90%85%

n=107

OVERALL SATISFACTION
Residents were asked to rate their overall satisfaction with the community. 
Your community’s current results are compared with similar communities.

All OthersYour Community

TOTAL PERCENT “SATISFIED/VERY 
SATISFIED”

• Your Executive Summary comprised of a summary of your key findings, benchmarking results, demographic profile of your 
residents, and the Confidence PDQ Ratings.

• The Confidence Priority Action Strategy that identifies key “drivers” influencing customers’ recommendation of your community. 

• Analyses of each Confidence Survey Item for your community in table form.  Items that measure specific information about a 
Dimension (such as Environment, Quality of Life, Management, or Staff) are grouped together.  Full color charts provide helpful visual 
aides to: (1) benchmark your current results to those of other similar communities in your state or region and (2) compare your current 
mean scores to your most recent results.

• A key resource, the Confidence Action Plan Tool and Guidelines, is included that your organization may use to develop, 
implement, and evaluate actions targeting your quality improvement goals.  The Action Plan Tool utilizes SMART Goal Planning 
methods that promote a team approach to quality improvement systems.

EXECUTIVE SUMMARY

Independent Living Resident Satisfaction Survey Report for:

NAME OF YOUR COMMUNITY HERE

Thank you for participating in the Confidence Survey process!  We are pleased to provide your community with your personalized 
report and planning tools.  This report is designed to help your organization apply results to build effective quality management 
programs.  Providing high quality services and programs builds strong relationships among residents, families, and staff ensuring 
loyalty to your organization.

The Confidence Survey Report consists of four sections:

Number of Surveys Distributed to Your Community

Number of Surveys Returned from Your Community

Percent of Respondents Participating in Your Community

166

107

64.5%

5893

Your Community All Others

In general, how satisfied are you with this community?

27%

58%

12%
4%
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Your Community All Others
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Confidence Satisfaction Survey Program
Percentile Rankings of Top Tier Responses

Overall Experience Percentile Rank
Your Community 80% 61.73

Compared to: Percentile Rank
National IL Resident Database 95% 71.50 100.00

90% 64.80 71.49
80% 57.30 64.79
70% 54.62 57.29
60% 50.29 54.61
50% 46.00 50.28
40% 41.08 45.99
30% 36.04 41.07
20% 10.00 36.03

Overall Recommendation Percentile Rank
Your Community 80% 59.77

Compared to: Percentile Rank
National IL Resident Database 95% 71.38 100.00

90% 64.81 71.37
80% 58.75 64.80
70% 55.46 58.74
60% 52.19 55.45
50% 47.15 52.18
40% 42.03 47.14
30% 37.12 42.02
20% 10.00 37.11

Grounds and Common Areas Percentile Rank
Your Community 95% 72.73

Compared to: Percentile Rank
National IL Resident Database 95% 70.50 100.00

90% 65.80 70.49
80% 60.56 65.79
70% 57.78 60.55
60% 55.01 57.77
50% 46.21 55.00
40% 40.08 46.20
30% 34.04 40.07
20% 10.00 34.03

The following charts present percentile ranks calculated for the proportion of top scoring (i.e., top tier) respondents for 
overall experiences in each domain.  Top performance is reflected by the proportion of "most satisfied" respondents 
regarding their overall satisfaction with your community.  Knowing your "most satisfied" customers is key to recognizing 
and building customer loyalty!

The percentile rank of your community’s overall "top tier" scores in each category is interpreted as the percentages of 
respondents in the national norm group who scored below your community’s "top tier" score.  For example, if your 
community’s "top tier" score for overall satisfaction is 67 (i.e., 67% of respondents rate their experience as "most 
satisfied"), your community’s score is said to be at the 90th percentile - your community ranks higher than 90% of similar 
communities nationwide. Or in other words, your community’s performance score as measured by the proportion of 
your most satisfied customers is in the top 10% of all communities nationwide. 

      "Very Satisfied" Score

"Very Satisfied" Score Range

      "Very Satisfied" Score

"Very Satisfied" Score Range

     "Strongly Agree" Score

"Strongly Agree" Score Range

Name of Your Community Here
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Male 10 28% 3328 27%
Female 26 72% 8845 73%

No Response

Less than 65 years of age   172 2%
65 - 74 years of age 3 8% 1226 13%
75 - 84 years of age 12 32% 3133 34%
85 - 94 years of age 21 55% 4436 48%

95 years of age or older 2 5% 231 3%
No Response

Demographics: What is your gender?

DEMOGRAPHIC PROFILE OF YOUR RESIDENTS
The following charts provide a demographic profile of your community's residents compared to similar communities.

3 728

Possible Responses Your Community All Others

All Others

1 488

Independent  Living Resident Satisfaction Survey
YOUR COMMUNITY'S NAME HERE

Demographics: What is your age?

Possible Responses Your Community 

27%

73%

28%

72%

0% 20% 40% 60% 80% 100%

Your Community

All Others

Male Female

2%

13%

34%

48%

3%

0%

8%
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Possible Responses
Very Good 18 47% 6922 56%

Good 15 39% 4209 34%
Average 5 13% 1040 8%

Poor 196 2%
Very Poor 22 0%

No Response

Possible Responses
Very Good 14 38% 6812 55%

Good 19 51% 4654 38%
Average 3 8% 789 6%

Poor 1 3% 50 0%
Very Poor 13 0%

No Response

*   Favorable is the percentage of  "Very Good" and "Good" 
    responses

**  Average is the percentage of "Average" responses

*** Unfavorable is the percentage of "Very Poor" and "Poor" 
     responses

Your Community All Others

Overall Experience: The living environment

1 512

2 583

YOUR COMMUNITY'S NAME HERE
Independent Living Resident Satisfaction Survey

Your Community All Others

Overall Experience: The grounds and common areas

*   Favorable is the percentage of  "Very Good" and "Good" 
    responses

**  Average is the percentage of "Average" responses

*** Unfavorable is the percentage of "Very Poor" and "Poor" 
     responses
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89.8%
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Your Community 
2007

Your Community 
2006

Percent 
Change

Number of surveys analyzed 39 26 50.0%

Educational programs 3.86 3.88 -0.6%
Volunteer opportunities 3.83 4.36 -12.0%
Variety of activities 4.23 4.06 4.1%
Frequency of activities 4.21 3.86 9.1%
Intergenerational programs 3.88 3.78 2.8%

In general how satisfied are you with this community? 4.08 4.21 -3.1%

I would recommend this community to others. 4.05 3.93 3.3%
This community offers good value for the money. 3.73 3.97 -6.2%
I a pleased with my decision to move to this community. 4.08 4.15 -1.7%

Grounds are well maintained. 4.26 4.45 -4.1%
The community has adequate parking. 3.11 3.15 -1.4%
The interior common areas are clean and well kept. 4.26 4.05 5.3%
There is adequate lighting. 4.08 4.34 -6.1%
The noise level does not bother me. 4.35 4.28 1.8%
I feel safe here. 4.24 4.50 -5.8%
I believe my personal property is safe here. 4.03 4.37 -7.8%
The staff is trustworthy. 4.28 4.49 -4.6%
I have adequate privacy in my residence. 4.38 4.55 -3.7%

I received an introduction to the layout of the community. 4.22 4.31 -2.1%
I received an introduction to the rules and policies of the 
community. 4.11 4.26 -3.5%
My financial obligations were clearly stated and understood. 4.13 4.21 -1.7%

Bills and fees are easy to understand. 4.03 3.88 3.9%
My statements are timely. 4.26 3.98 7.2%
My statements are accurate. 4.05 3.73 8.8%
Changes in fees are thoroughly communicated. 3.89 3.63 7.4%

Dimension: Start Up Services

Dimension: Business Relationship

Any decreased mean score should be targeted for Confidence Action Planning.

ANALYSES OF CONFIDENCE SURVEY ITEMS
Comparing Your Current Mean Scores to Your Most Recent Results

A recommended target "mean score" is 4, representing a rating of "good" overall for each characteristic. 
Increased mean score of 5% or more are considered significant improvements (highlighted in color). 

MEAN SCORES

Dimension: Atmosphere and Environment

Dimension: Community Programs

Dimension: Satisfaction

Dimension: Recommendation
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CONFIDENCE ACTION PLAN TOOL 
 

The Confidence Action Plan Tool is a key resource organizations may use to develop, implement, and evaluate 
progress towards quality improvement goals.  The Action Plan Tool utilizes SMART Goal Planning that promotes a 
team approach to quality improvement systems.    
 
SMART Goal Planning uses a method to set clear, measurable goals.  For example, if promptness of staff 
responses need improvement, a general goal may state “improve staff responsiveness.”  A clear, measurable goal 
would be “Personal care staff responds to resident calls within 3 minutes.”   
 

  Goals should always be: S – Specific     
  M – Measurable      

 A – Achievable      
R – Realistic      
T – Time Bound 

   
The Confidence Action Plan Tool helps organizations:  
 

• Interpret their Confidence Survey results 
• Identify SMART Goals based on these results 
• Develop action teams that are responsible for implementation of the action plan 
• Develop tasks for each SMART goal 
• Prioritize goals and tasks 
• Evaluate each goal using quantitative measures such as percent change in staff turnover and/or use 

qualitative measures such as personal anecdotes or letters from residents/families which are 
descriptive of the outcomes related to the goal.  

• Make suggestions as to ways to communicate results of the action plan to residents, families, and staff 
as a means to “loop back” on how survey results were utilized. 

 
EXAMPLE ACTION PLAN 

Target Area (from your survey report):                                                 Time Frame:   From     7/1/06     to     7/1/07 
Management/administration  
Goal/Objective:  By the next Confidence survey, the total administration/management score will increase from 80 to 
90 for both AL residents and families. 
 
(Check off if the goal meets each SMART criteria). 
S                  M                  A                  R                   T       
              
Priority (circle one):  High Priority                Moderate Priority              Low Priority 
 
Action Steps or Tasks:  
1. Meet with department managers by 8/1/06 to review Confidence Survey results.  
2. Have department managers identify one or two key processes to target by 9/1/06 (simplify billing statements; 

conflict resolution with families). 
3. Develop/revise procedures for process improvements by 10/1/06; test/implement revised procedures by 11/01/06. 
4. Evaluate impact of revised procedures by 12/01/06 (i.e., collect comments/complaints and compare to previous 

reports; telephone interviews or focus group of residents/families, etc.)  
5. Communicate results of process improvements by 1/01/07 to key stakeholders (i.e., letter to families, via 

newsletters, webpage, etc.). 
  
Person(s) Responsible: 
Administration and department managers 
Evaluation: 
Prior to next Confidence Survey, your organization may conduct brief “polls” of residents, families, and staff to evaluate 
progress.  You may also examine and compare the numbers of comments or complaints received before and after 
implementation.   
 

Sample Pages fr
om Confidence Report

Sample Pages fr
om Confidence Report




