
 
 

Measuring Quality of Care in Virtual Health   
Launch of the Virtual Client Experience Survey for Mental Health & Addictions (VCES) 

NEW RESOURCE AVAILABLE FOR DOWNLOAD! 

To help organizations evaluate the quality of their virtual care services from a client perspective, CAMH has 
developed the Virtual Client Experience Survey for Mental Health and Addictions (VCES). This 23-item tool, 
available to download free of charge, has been adapted from a survey that underwent initial validation. A 9-item 
version, the VCES-Brief, is also available to download, to enable more rapid measurement of client perceptions of 
care, such as with follow-up virtual visits. Further work will be conducted to validate recent changes to the tool, 
including: alignment with the Ontario Perception of Care Tool for Mental Health and Addictions (OPOC-MHA, 
Copyright © 2015 by CAMH); addition of socio-demographic questions; and three new questions addressing ease 
of access to care; emotional and physical safety; and compassionate care.  

The VCES takes a person-centered approach to considering all dimensions of health care quality, including: safety; 
timeliness; effectiveness; efficiency; and equity.1 Demographic questions help organizations gather information 
on gender, age, ethnicity, and geography, to allow consideration of health equity factors.  

Subscales of the VCES 

Quality of Care Domain VCES Survey Items 
Patient-centered  e.g., “I was involved as much as I wanted to be in decisions about 

my treatment services and supports.” 

Timeliness and Access to Care e.g. “The wait time for services was reasonable for me.” 

Equity  Demographic questions2  

Efficiency  “It was easy to book my virtual mental health and/or addiction 
appointment.” 

Effectiveness e.g., “I believe virtual mental health and/or addiction care is just as 
effective as in-person healthcare.” 

Safety  e.g. “I felt safe (emotionally and physically) during my virtual mental 
health and/or addiction appointment.” 

Items from OPOC-MHA Items 2, 11, 12, 13, 17 
 

WHY MEASURE VIRTUAL CARE EXPERIENCE? 

As a result of the COVID-19 pandemic, many organizations have rapidly shifted to providing a range of virtual 
health care services. Prior to the pandemic, interest in virtual care was already growing. According to Ontario 
Health’s Quality division (formerly Health Quality Ontario), Ontarians attended nearly 900,000 virtual care visits in 
2018. Virtual service delivery has increased exponentially since the pandemic started; growing over 750% at 
CAMH since the start of the pandemic, for example. When implemented properly, virtual care offers benefits for 
clients and providers, but it is essential that we evaluate the care experience to ensure that virtual services 
increase access to care, are person-centered, and of high quality.  

In March 2020, the Ministry of Health released the Roadmap to Wellness: a plan to build Ontario’s mental health 
and addictions system. This plan describes a system level approach to guide investments and address key 
challenges in the sector. The Roadmap highlights the need for a standardized approach to data collection to 
enable parts of the system to speak to one another. A common client experience survey for virtual care helps to 
ensure the rapid adoption of virtual services that occurred out of necessity is also effective. Recognizing the 
importance of using standardized tools to collect data across a person’s entire lifespan, the VCES is also being 
reviewed to consider its applicability for all persons and services, with an openness to adapt the language of the 
tool and/or create additional versions of the tool, such as for caregivers, and for children and youth.  

https://edc.camhx.ca/redcap/surveys/?s=7CRKNYT7FY
https://edc.camhx.ca/redcap/surveys/?s=PK3EH48CNX
http://improvingsystems.ca/projects/ontario-perception-of-care
https://www.ontario.ca/page/roadmap-wellness-plan-build-ontarios-mental-health-and-addictions-system
https://www.ontario.ca/page/roadmap-wellness-plan-build-ontarios-mental-health-and-addictions-system


 
 
HOW IS THIS DIFFERENT FROM THE OPOC-MHA TOOL? 

As a standardized, validated tool with a provincial database, the OPOC-MHA is helping fill existing data gaps, 
providing a common language, and bringing the client voice forward as a source of evidence to support program, 
agency and system quality improvement efforts. The OPOC-MHA has been widely adopted across the Ministry of 
Health-funded mental health and addiction sector. Organizations are encouraged to administer the OPOC-MHA at 
least once annually and, to obtain a comprehensive overview of the client’s experience, are required to provide 
the tool in its entirety to the service user.  

In March 2020, Guidelines for Using Select OPOC-MHA Questions were released by CAMH, allowing organizations 
who have signed the OPOC-MHA Memorandum of Understanding to use a small number of OPOC-MHA questions 
for quality improvement and program evaluation purposes. This process is meant to support rapid improvement 
cycles for specific initiatives, and is intended to complement full OPOC-MHA administration, not replace it. 

The VCES includes five questions from the OPOC-MHA and similar socio-demographic questions to support data 
comparison. The VCES is not intended to replace the OPOC-MHA, but does provide a complementary approach to 
measuring client experience with a specific focus on virtual care. As an example, an organization may conduct an 
OPOC-MHA blitz in November; administer the full VCES in July with every client on their first virtual visit; and then 
use the VCES-Brief (which includes 2 questions from the OPOC-MHA) during follow-up visits in August and 
September, to provide feedback on a specific improvement project on virtual care.  
 
NEXT STEPS 

Organizations are encouraged to download the VCES and VCES-Brief and begin using them immediately to gather 
client feedback on the virtual service experience. A webinar on July 14th from, 1:30-2:30pm EST, will offer an 
overview of the tool and its alignment with the OPOC-MHA. To register for this webinar, please click here. 

In addition, CAMH will identify a process to solicit stakeholder feedback on both versions of the tool, with the 
intention of completing validation. French translation of the VCES and VCES-Brief will be completed as soon as 
possible, with the intention for a full French review as part of the validation process.  

We look forward to collaboration across healthcare systems in Ontario to achieve the highest quality in virtual 
mental health and addictions care. 
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https://camh.webex.com/camh/onstage/g.php?MTID=ec6fcda73773842002de4e1b67b440a91


 
 
For Information about the VCES contact:  

 

Dr. Allison Crawford 
Associate Chief, Virtual Mental Health and Outreach, CAMH  
allison.crawford@camh.ca  

 

Dr. Eva Serhal  
Director, Virtual Mental Health and Outreach, CAMH 
eva.serhal@camh.ca     

 
 
 
 

1. For information on the quality of care domains, see:  
 

Health Quality Ontario. Quality Matters: Realizing Excellent Care for All. 
https://www.hqontario.ca/Portals/0/documents/health-quality/realizing-excellent-care-for-all-1704-
en.pdf 

Institute of Medicine (US) Committee on Quality of Health Care in America. Crossing the Quality 
Chasm: A New Health System for the 21st Century. Washington (DC): National Academies Press (US); 
2001. http://www.ncbi.nlm.nih.gov/books/NBK222274/. 
 

2. Demographic items adapted from Wray, R., Agic, B., Bennett-AbuAyyash, C., Kanee, M., Tuck, A., Lam, R., 
Mohamed, A. & Hyman, I, for the Tri-Hospital + TPH Steering Committee.(2013). We ask because we care: 
The Tri-Hospital + TPH health equity data collection research project: Summary Report. Toronto: ON. 
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