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Methodology

Mode

Telephone survey

Sampling/Administration

Random telephone surveys with a representative sample of employers from the WCB’s 

employers’ database, including registered employers across Prince Edward Island and those 

located outside the province with operations on the Island. 

Audience

Employer clients of the WCB of Prince 

Edward Island

Weighting

Results were statistically weighted to the distribution of the true distribution of WCB 

employer clients, by company size and region. 

500 completed surveys
Response Rate

11%

Data Collection Dates

4 - 26 October 2023

Margin of Error

Overall results are accurate to within +/- 4.4 percentage points, 19 times out of 20.

Average Completion Time

10 minutes

Notes

A comment is made highlighting differences between groups (e.g., out of province vs. Kings 

County, Queens County and Prince County), when there is a difference in scores of 10 

percentage points or more, and between years (e.g., 2023 compared to 2021) when there is a 

difference of 5 percentage points or more. 
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A robust majority of PEI employers continue to perceive the service provided by WCB 

as effective. 

WCB’s Effectiveness and Fairness

Nearly all PEI employers continue to agree that the WCB is fair to employers. 
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A steady and strong majority of employers are satisfied with the WCB overall. 

Satisfaction with the WCB

Ratings of the WCB’s service remain strong again this year. 
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Employers were asked to rate the importance of various service aspects, as well as provide their level of satisfaction with these same attributes.  

Importance and Satisfaction Ratings
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Gaps between expectations and satisfaction with performance are generally consistent with the 2021 results.

By collecting separate ratings of importance 

and satisfaction it is possible to conduct a 

statistical gap analysis that compares clients’ 

expectations on a set of service factors, on one 

hand, with an organization’s performance on 

those same factors, on the other hand. Gap 

scores are calculated as the percentage of 

clients who rate a factor as critically important 

and are less than completely satisfied with 

performance on that factor. Higher gap scores 

indicate greater gaps between expectation and 

performance, and represent areas in which 

attention could be focused to achieve 

organizational improvement. 

Gap Analysis
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The WCB’s online services have been used by a strong majority of employers.  

 

Online Services

Satisfaction with the WCB’s online services is quite robust.



72023 Employers Study

WCB Service Index

The WCB’s 2023 Service Satisfaction Index is just below 2019’s record high.

To provide a method for tracking the WCB’s performance of service to PEI 

employers, an Index was created in 2003 that combined key metrics 

concerning the WCB’s service. Specifically, the Index includes employers’ 

assessments of the overall effectiveness of the WCB in providing service to 

employers; their overall satisfaction with the WCB; agreement that 

workers’ compensation on PEI is fair to employers; as well as their 

satisfaction with the WCB in terms of staff accessibility, promptness, and 

knowledge. 

In creating the Index, individual employer ratings on each of these factors 

were averaged and transformed into a scale ranging from a low of 0 to a 

high of 100. Thus, the maximum possible score on the Index is 100, while 

the minimum is 0. Any question on which a response of “don’t know” was 

offered was eliminated from the calculation, with the Index score for that 

respondent being calculated out of the remaining questions. Based on the 

sample size and variability associated with the present study’s results, it is 

estimated that a difference in the Index of approximately 2.5 points in 

either direction would be considered a significant change (improvement or 

decline) in performance, year-over-year.



82023 Employers Study

Suggestions for Improvement

Very few employers offer suggestions for improvement to WCB’s services.  

* Please note that since this code was developed in 2003, the term ‘accessibility’ has expanded in society to encompass the notion of barrier-free 

spaces/tools perhaps in the context of disability. As presented in the above table, the original definition is maintained meaning ability to access, 

contact or reach someone or something. That is, please note that in 2023 this code solely includes respondent mentions pertaining to the original 

definition regarding the employer desire or perception that the WCB should be easier to contact. 



Narrative Research
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