GLB2021-0975
Attach #3

Green Line Qualitative Research

Final Report on In-Depth Interview Findings

For more information, please contact:

Contact: 603 -191 Lombard Ave.

P R \) B E Curtis Brown Winnipeg, MB R3B 0X1
Principal (204) 894-3298

Probe Research curtis@probe-research.com

RESEARCH INC.




AL Table of Contents

Research Summary

Methodology/Profile of Respondents

Key Findings, Conclusions and Recommendations
Assessment of Construction Disruption
Communications Assessment/Evaluation

Views on Assistance for Businesses

Advice/Suggestions Related to the Green Line

April 2021 | Green Line Qualitative Research Report

Page

19
32
38
45




kY  Research Summary

Traffic congestion and loss of More than anything, business owners

parking were the biggest pain wanted clear, sustained and honest
points for businesses communication about how construction
experiencing construction. will affect their business.

Businesses were most likely to be Businesses wanted multiple

frustrated by lane closures, touchpoints — particularly direct

@ reductions in parking and other contact with engagement staff —

measures that make their and a clear deadline for when
businesses harder to access. construction will end.

Support for businesses may be especially

Better signage and forums for sharing : :
important in the wake of COVID-19.

feedback were viewed as the most helpful
things The City can offer.

10 of 15 Calgary-based

'- businesses interviewed said an
online discussion forum would be
“very helpful” during construction.

Businesses noted that it may be
devastating for those along the
Green Line to have to deal with
construction right as they emerge
from the pandemic.

m . o “There's no access, and then you've got
9 of 15 said making signage COVID on top of it... That's just adding fuel
larger and more prominent near to the fire.”
construction sites would be “very - Calgary business owner
helpful.”
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Methodology
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Introduction/Methodology

« The City of Calgary is about to embark on the construction of the Green Line
Light Rail Transit (LRT), the largest infrastructure project in Calgary’s history.
This line will run through Calgary’s commercial core as well as several areas
with a relatively high number of businesses.

« The City wished to understand how it can better engage businesses located
along the Green Line path and address any of their potential concerns, while
also helping them deal with the negative impacts of construction. To this end,
The City wished to better understand:

» The experiences of business located within Calgary that have dealt with
both transit and non-transit-related construction in recent years; and

« The experiences of businesses located in other Canadian cities, including
Toronto, Ottawa, Edmonton, Kitchener-Waterloo and Mississauga, where
light-rail transit lines have been constructed recently.

» The City commissioned Probe Research to conduct a series of 30 in-depth
interviews (IDIs), including 15 with representatives of Calgary-based
businesses and 15 interviews with representatives of businesses in these other
Canadian cities.

« The table later in this section provides an overview of where these businesses
were located, as well as their other characteristics.

Al'uulll\. l
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Introduction/Methodology

» To contact businesses, Probe Research developed a database using public
listings taken from Google Maps in areas where these construction projects
have occurred.

+ A customized screening survey was administered via telephone prior to each
interview, and all participants were provided with a $150 incentive in exchange
for their participation.

» Atotal of 30 interviews were completed between March 8th and March 27th,
2021 by Curtis Brown, Mary Agnes Welch and Katelin Neufeld of Probe
Research. These conversations followed two customized discussion guides:
one for Calgary businesses and one for businesses located in other cities.

» All interviews were audio-recorded with participant consent and transcriptions
will be available once the final report has been submitted.

TR -
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Company Size

<
f

<25 employees

| 25-49 employees
CTrain West LRT 17th Avenue S.W. (non-transit)

Built 2009-2012; opened 2012 Under construction 2017-2019

Number of interviews: 6 Number of interviews: 4 50+ employees

Rl
1]
o
' ERTE—

|

Sector Categories

Retail, hospitality,
accommodation, food
services

Glenmore Landing/ Professional/financial

" . )
o Lyt (5D
Built 2017-2019; open 2020 Number of i’nt(F-:-)rvieWS' 5
Number of interviews: 3 ' Construction,

manufacturing, wholesale
trade and resources

Other (various)
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Profile of Respondents: Other Cities

Eglinton Crosstown LRT Project Com pany Size

<25 employees

25-49 employees

20 METROLINX 9
[}

Toronto: Eglinton Crosstown LRT Ottawa: Confederation Line
Under construction; opening in 2022 Built 2015-2018; opened in 2019
Number of interviews: 4 Number of interviews: 4

50+ employees

C
P

= Hurontario LRT

__1\\ Sector Categories

S

Retail, hospitality,
accommodation, food
services

Professional/financial

Kitchener-Waterloo: lon services
Light Rail Edmonton: Valley Line Mississauga:
Built 2014-2019; Southeast LRT Hurontario LRT Construction,
opened in 2019 Under construction; open Under construction; manufacturing, wholesale
Number of interviews: 3 in 2021 open in 2024 trade and resources
Number of interviews: 3 Number of interviews: 1

Other (various)
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Key Findings and Conclusions/
Recommendations
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Key Findings

Assessment of Construction

The perceived impact of transit-related construction varied a great deal among businesses.

« Frustration with construction tended to boil down to three main factors: business sector, their proximity
to construction and the ability to access alternate routes around the construction.

« Those in the retail and hospitality/service industry tended to note that construction had the most
devastating impact on their business, while those in areas where there are limited access points (such
as Glenmore Landing in Calgary) were more likely to say construction negatively affected their business.

Traffic congestion and lack of parking tended to be the main pain points for businesses.

« For most businesses, their chief frustration with construction was the inability of customers to access
their business due to lane closures and turning restrictions.

« Those in more urbanized locations tended to point to both congestion and a lack of parking together as
frustrations which kept customers away, while for those in suburban areas, frustration was more related
to access points being blocked off.

« Other pain points that emerged were vibration/noise (which caused items to break within the business),
dust/debris, and issues with flooding due to drainage changes.

Many businesses experienced a decrease in revenue during construction, with several not seeing a
noticeable rebound due to the COVID-19 pandemic.

« The financial impact of construction varied significantly, with businesses dependent on walk-in traffic
(e.qg. retail, hospitality) more likely to report significant losses. While some businesses bounced back
relatively quickly, some did not because the COVID-19 pandemic closely followed the end of
construction.
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Key Findings (cont'd)

Assessment of Construction (cont’d)

Businesses had mixed views on the long-term benefits of transit construction.

« Those in denser, more transit-oriented areas of Calgary and other cities were more likely to feel the
short-term frustration of construction was outweighed by the long-term benefit of having a transit line
near their business, with the associated increases in pedestrian traffic, property values, etc.

« Those in more suburban areas, on the other hand, questioned whether there will be much of a long-term
benefit to them or to the area, as they observed relatively few people using these new transit services.

Communications Evaluation/Assessment

Businesses that interacted with someone directly tended to have a better assessment of the
municipality’s overall communications approach to construction.

« Calgary businesses who dealt with a more recent construction project (such as 17th Ave. S.W., 17th
Ave. S.E. or Glenmore Landing) were more likely to report they had direct contact with someone from
The City, and more likely to provide a positive assessment of The City’'s engagement with businesses
prior to and during construction.

+ Those who were affected by construction on the CTrain’'s West LRT line were less likely to recall dealing
with someone directly — and less likely to be happy with The City’s approach to communication.

« This was also the trend in other cities, as businesses in Toronto were more likely to feel their civic
government and the agency responsible for constructing the Eglinton LRT (Metrolinx) was not
accessible enough during construction.
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Key Findings (cont'd)

Communications Evaluation/Assessment (cont’d)

The biggest communications-related frustration among businesses was a lack of clarity about how
long construction will last.

» Businesses valued clear, honest updates about how long construction will last and grew frustrated when
they were told about a series of extensive delays in finishing.

« Some businesses reported a gap in communication as their landlords may not have shared information
sent by the municipality.

* Those who lease their buildings were more likely to say they did not always find out about construction
In a timely manner because the municipality communicated with their landlord, who did not always pass
along the information (or only shared some of it). While most felt they had enough time to prepare, many
felt this is a problem that should be addressed.

Calgary-based businesses who raised concerns tended to be happy with how The City addressed
them.

« Those who raised an issue with The City were generally likely to feel their concerns were heard and
considered.

« Those in other cities were more likely to express frustration with their local government’s response to
concerns, as some said planning officials were more focused on dealing with the next area under
construction than addressing concerns about construction in the moment.
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Key Findings (cont’'d)

Communications Evaluation/Assessment (cont’d)

The biggest communications-related frustration among businesses was a lack of clarity about how
long construction will last.

» Businesses valued clear, honest updates about how long construction will last and grew frustrated when
they were told about a series of extensive delays in finishing.

« Some businesses reported a gap in communication as their landlords may not have shared information
sent by the municipality.

* Those who lease their buildings were more likely to say they did not always find out about construction
In a timely manner because the municipality communicated with their landlord, who did not always pass
along the information (or only shared some of it). While most felt they had enough time to prepare, many
felt this is a problem that should be addressed.

Calgary-based businesses who raised concerns tended to be happy with how The City addressed
them.

« Those who raised an issue with The City were generally likely to feel their concerns were heard and
considered.

« Those in other cities were more likely to express frustration with their local government’s response to
concerns, as some said planning officials were more focused on dealing with the next area under
construction than addressing concerns about construction in the moment.
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Key Findings (cont'd)

Views on Assistance for Businesses

Many businesses did not perceive their municipality as offering a great deal of help — although most
did to some degree.

* In both Calgary and elsewhere, many businesses did not perceive the local government as doing a
great deal to help them during construction. While temporary signage was the item they were most
likely to recall, many said the signs posted were not that helpful.

* Many businesses who experienced something more devastating — such as items breaking due to
vibration, or other construction-related damage — were generally pleased with the efforts of city
government and/or the contractor to “make things right.”

Businesses in other cities were more likely to expect some kind of financial assistance from their
government — and were disappointed not to receive it.

+ Those who were based in cities where transit-related construction dragged on longer than expected
were more likely to think their municipal government should have provided some degree of tax relief to
account for their hardship. Those in Calgary, on the other hand, were less likely to advocate for outright
tax relief, but to want The City to offer help through both financial means (e.g. waiving licensing fees)
and non-financial methods (e.g. better signage, events).

Creating online discussion forums, providing better signage could help businesses affected by
Green Line construction.

» Calgary-based businesses who experienced construction felt these two ideas would be the most
beneficial, as the discussion forum would give businesses an ongoing way to share ideas and feedback
while also receiving updates. Many felt signage should be improved by making it more prominent.

« There were mixed views on hosting special events, with some indicating this idea was tried on 17t Ave.
S.W. and was not successful.
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Key Findings (cont’'d)

Advice for the Green Line

Direct communication about construction —including a clear estimate of how long it will take — was
viewed as the most important thing The City can do for businesses affected by the Green Line.

* Businesses in Calgary and elsewhere urged The City to be as clear and transparent as possible about
where and when construction will occur and provide a prominent channel for businesses to express any
concerns or frustrations, as well as ask questions.

* Those who have been through the experience before expressed how important it is to have dedicated
staff in place who are responsive and can provide useful information on a timely basis, particularly
about key project milestones.

Many businesses also felt that it will be important for The City to do as much as possible to solve
other construction-related aggravations facing businesses.

« Many of these suggestions were modest and included things like removing no-parking signs near
businesses temporarily, fixing damaged curbs and pavement and ensuring sidewalks remain clear
during construction.

Businesses stressed that the impact of COVID-19 makes it especially important to ensure there are
supports in place for businesses affected by the Green Line construction.

« Although they did not immediately make the connection — and it may be less of an issue if the first leg of
construction has been delayed until 2022 — many businesses felt it is important not to hit Calgary
businesses with another devastating blow just as they are recovering from the pandemic.

* Many of those interviewed suggested alleviating the impact by making construction proceed
incrementally or providing even more supports to businesses — including some form of financial relief.
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Conclusions/Recommendations

Be as clear as possible about construction timelines and their impacts.

« It became very apparent during the interviews that one of the greatest sources of frustration for
businesses that have experienced transit-related construction was the amount of time required to
finish. Those in Toronto — where the Eglinton LRT has experienced major delays — were especially
frustrated with their city government and Metrolinx for the extended period required to build this line.

« Although it may not be entirely possible to do this given the nature of construction, The City should
ensure that it is very clear about how long it will take to build each phase of the Green Line and have
an extensive plan in place to engage businesses, answer their questions and alleviate any concerns.

Small gestures can make a major difference.

| » Businesses did not have a clear sense that their municipal
governments truly provided help during construction. But
what many of them noticed — and deeply appreciated — were
situations where the municipality or the contractor did things
that alleviated some of their frustration. For example, this
included temporarily removing no-parking signs near some
businesses while regular parking spots were not accessible,
or re-paving a parking lot that had been damaged by heavy
vehicles during construction. These relatively modest efforts
appear to have been appreciated, as they kept businesses
already annoyed with the main aspects of construction from
spiraling into further frustration and anger.
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Conclusions/Recommendations (cont'd)

Ensure there are multiple and sustained touchpoints with affected businesses.

» It became apparent from these interviews that businesses that had direct contact with municipal
engagement staff tended to be more satisfied with their local government’s efforts to keep them
informed. The City appears to do this to a greater degree now for major construction projects (e.g.
Glenmore Landing, 17t Ave. S.W.) than in the past, and it was clear that even if businesses were
angry about the effects of construction, they were more likely to give The City credit for listening to
their concerns when they had someone they could call or email who would be responsive and

empathetic.

+ Direct engagement through dedicated staff is likely ideal, but should also be supplemented by other
touchpoints, including printed notices prior to construction, ongoing email updates and a dedicated
discussion forum (discussed in more detail below). One of the key arguments for having dedicated
staff reach out directly to businesses (rather than relying on sending notices to property owners) is
that this ensures actual business owners are reached, as landlords may not provide information to
their tenants in a timely or complete manner.

Ensure communications are simple, direct and in plain language.

« This is a fundamental component of communication, but some businesses reported that notices they
received did not make it clear how extensive the construction would be or how exactly it would affect
them. Any notices sent to businesses need to be written in accessible language and explain — briefly
and at a very high level — what will happen, how the business will be affected and who they can
contact if they have concerns.
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Conclusions/Recommendations (cont'd)

Better signage and discussion forums were viewed as the most helpful potential types of
assistance.

* When Calgary businesses were asked to consider ideas that could support businesses affected by
the Green Line construction, they were most likely to point to having better signage to notify people
that business are open. Many also felt that online discussion forums would be a useful place for
businesses to learn more, vent and have their questions answered.

« The City may wish to prioritize these two items when preparing to support Green Line businesses.
The idea of having a centralized business continuity hub — that is, a place where businesses could
pick up and drop off courier items, leave waste and recycling, or that could serve as an alternative
retail space — did not test well. The City may wish to set this idea aside wen considering supports for
businesses.

Carefully consider the impact and aftermath of COVID-19 on
affected businesses.

+ Although this may be less of an issue now that construction will
not fully begin until 2022, business owners recognized that
Green Line-related construction could be very detrimental,
particularly to retailers and hospitality-related companies whose
operations have been restricted to a great degree during the
past year. The City’s approach to communicating with and
supporting these businesses should acknowledge this reality, as
The City should also be prepared for additional concerns and
complaints once some of the work (including relocating utility
lines downtown, which is slated to happen in 2021) begins.
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Assessment of Construction Disruption

This section looks at how business owners perceived the experience
of construction, including the main pain points and the perceived
short- and long-term impact of construction.
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Overall Assessment of Construction

* When patrticipants were asked to indicate how much of an effect construction had on the normal
operations of their business, their views tended to vary based on three key factors: the type of industry
they are in, their proximity to the construction and their ability to access other routes around the
construction.

* Not surprisingly, those who were based in areas that experienced more prolonged periods of
construction were more likely to say construction was more disruptive to their business. As well, those
in areas where there were fewer potential access points (such as the Glenmore Landing area in
Calgary) were also more likely to say it negatively affected their business.

* Retailers and those in the hospitality industry were most likely to say they experienced a significant
amount of disruption due to construction, as they pointed to a noticeable drop in walk-in and drive-up
traffic due to the disruption. In their view, customers began to avoid their area entirely because they
knew it would be challenging to access parking, while some retailers and hospitality service business
representatives pointed out that sidewalks were often blocked off by construction materials, which made
it less appealing for customers to visit.

« Those in professional or white-collar occupations that are not reliant on walk-in traffic to a significant
degree, meanwhile, were likely to say while construction was frustrating for them and their clients, they
were not affected to the same degree. Many of these businesses dealt with these frustrations by going
out to see clients rather than asking them to come in.

« Participants were asked to assess the impact of construction using a 1-10 scale where a 1 meant
construction did not disrupt their business at all and a 10 meant it completely disrupted it. The results of
this question can be found on the following two pages.
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ereadly Assessment of Construction Impact
Calgary-based Businesses

Perceived degree of disruption on the business

@ WwestLlRT @ 17" Ave. SW. @ Glenmore Landing 17" Ave S.E.
1 2 3 4 5 6 7 8 9 10
Not disruptive at all Very disruptive

/ “It’'s affected my operation \ / \ / \

because it's hard to put signs “Most of my customers, “Probably nine out of ten. It
when things are normal in the when they realized that was pretty severe. Sales
world to market my (business). It iver;(/jthlng \(/jvas blocked, dropped about 35 to 38 per
was difficult because people they decided not even to cent that first year.”
couldn't see the signs.” park. ... Most of them - Business at Glenmore Landing

ey aiant even snow up.
%essalong 17t Ave. S.VV./
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Assessment of Construction Impact
Businesses in Other Cities

Perceived degree of disruption on the business

‘ Toronto (Eglinton LRT) ‘ Kitchener-Waterloo (lon Light Rail)

@ Edmonton (Valley Line) Ottawa (Confederation Line)
' |
1 2 3 4 5 6 ! 8 9 10
Not disruptive at all Very disruptive

“The road that comes into

/ “We can do a lot of our business \ my location literally was not ﬂ‘lt would be a 15, like we//\

through phone and email and courier accessible f_or_over ayear, over 10 ... We don't have
services, so we don't rely on foot traffic S0 a majority of my lots of traffic anymore
necessarily ... I know other businesses customers ac_tually had to because the roads and
that are on the same strip as us where talfe a service road ... sidewalk are all torn up.
a lot of the construction was going on. that's filled with potholes There's no parking

| think a lot of them were a little more and grunge to get_ into th”e anywhere around.”
back of our parking Iot.

impacted, that's for sure.” BUS] i Kitch - Business in Toronto/
- Business in Ottawy - Business in Kitchener-
Waterloo
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Construction Pain Points

* In both Calgary and elsewhere, businesses tended to point to two major pain points —
traffic congestion getting to and from their businesses, coupled with the loss of
parking due to construction.

* Businesses located along grid roads in relatively urbanized areas were more likely
to point to both the loss of parking alongside issues such as lane closures (and
resultant congestion) and blocked access along the sidewalk for pedestrians.

the Glenmore Landing area in Calgary) were more likely to cite traffic congestion
on its own as their chief frustration. The main impact of this cited by these
business was customers avoiding coming to their locations.

* In afew instances, business owners mentioned how contractors and other people
associated with the project also took away parking on their properties.

« Some of the other specific frustrations cited by businesses included:

* Vibration/noise from construction. This was often cited in instances where
tunneling was required (such as along Toronto’s Eglinton Avenue), but was also
mentioned by a few other businesses that mentioned how machines working on
the street made objects in their buildings vibrate.

« One Calgary business owner along 17t Ave. S.W. described how vibrations
led to fragile inventory breaking, while another business owner in the West
LRT area described how vibration from driving piles into the ground broke
some computer monitors.

* Those based in more suburban locations with fewer access points (for example,

 One Toronto-based business owner attributed these vibrations to an influx of rats
in their business due to the noise and vibration making these animals flee, and
noted he had to invest in extermination measures.
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Construction Pain Points (cont’'d)

* One business owner in the West LRT area said their building flooded due to a change
In drainage after construction took place, while a business owner in Kitchener-Waterloo
mentioned how pressure from a water main break shot water onto his business’
windows, forcing staff and clients to evacuate.

» Another business owner along the West LRT lined noted that someone climbed onto the
overhead train line and threw a bag of metal weights through their roof, causing
significant damage. Fortunately, it was late at night and no one was injured, and he
was able to have the damaged fixed at no cost to their business.

+ Additional dust and debris was mentioned specifically by a business owner who
experienced this in the West LRT area of Calgary, although they may have inadvertently
attributed this to a more recent construction project on Crowchild Trail than the West

@ LRT construction project. Some businesses in other cities, however, did mention that
they had to spend more money and time cleaning their storefront or dusting within their
buildings due to dust and dirt stirred up by construction.
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Construction Pain Points:
Calgary Businesses

[“The main entrance to the mall off 14t Street, the main
Earl Grey Golf Club @

street, was taken away. There is another street that
intersects with 14t Street, 90" Avenue, so that kind of .
created a bottleneck at that entrance. And | just think it GenerallHospital
rk

was too hectic for people.”
- Business at Glenmore Landing

70 Ave SW

“Sy,

Heritage Park n
Historical Village !
ilemporarily closed

-

/ “We’re on the west side of the 14" Street and a lot of
customers came from the east side of 14th Street to

our store. It was an absolute pain to get across. So,

for probably two years, we lost all of that business for
two and a half years where those customers found

somewhere else to shop just due to the inconvenience

of trying to get in here.”
\ - Business at Glenmore Landing /
SOou

MSISvZ
o
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& LERALd  Construction Pain Points (cont'd)
Calgary Businesses

Kensington Rd NW
o
o o:t
\,\t‘f“

WESTMOUNT
4 A

-

SAve SW

i ‘88 Downtown West
WEST vul,AcE/'—“""e‘ ~Kerby station

FAveSW ™

“To this day, it's kind of graded towards our shop.
We've been phoning and phoning and asking. And
finally, we just went out and got a couple of truck
loads of gravel and filled it ourselves. There's no

MS 1S

. . ” 11 Ave SW
point asking anymore. SUNALTAL § 22t Sheldon M. (
\ - Business along Calgary West LRT line BELTLINE Health
=
el Western Canada High
& School | Calgary Board
\0@0\«?’ ‘:’
HMOND BANKVIEW Y
NOB HILL 2
13 Ave SW
( o~ QJeHy Modern Doughnuts
14 Ave SW

“Just with the construction, it was
displacing other individuals where they
normally park. You could tell parking

e@ 9 Fire N Ice Bar & 15 Ave SW

Sheesha Lounge

was more congested than usual during oardh e |
that period of time.” Toaesw 3 2 ¢ z BAesW @
i E 2 3 2 2 ! ,
\ - Business along 17t Ave. S.W. R 2 < Saint Mary's
tOYAL 5, 19 Ave SW =
[Ave SW R, T 20AvesW |
('/A"'OSW
thaee BNE Sy 21 Aua Cw 21 Ave SW
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Other cities

Construction Pain Points (cont'd)
) «

N

“l would say the traffic was the biggest pain.
Losing customers through the door would be

GLEN PARK MID1
FOREST TOR!
BRIAR HILL - HILL-NORTH 5:
BEL CIRAVLN =5 FOREST HILL % %
Rose® wwe\“ g;e m’c‘» %i
the .result of the zfrafflc. sl ' 2 2
- Business along Eglinton Avenue, Toronto VORK \
\ el 2
egito” FOREST 3
EGLINTON WEST OAKWOOD-VAUGHAN HILL SOUTH g
KEELESDALE g "4,
MT DENNIS KEELESD/\ANLEES-TEGLINTON ey % %“;
Wss, o Qi Ave (-5
Drm(/ ‘wge‘f'\m g;
K STRATHEARN HOLYROOD \
o “We have service vehicles that leave here all
Nelle hours of the night. With road closures and
McClung Park . . . .
. extra traffic going down 86th Street, it kind of
BoNNiE DooN el slowed us up. We had to add extra time to our
“ service calls.”
LHCONA Bonnie Doon a
3 Shopping Centre @
¥ %]
82 Ave NW 82 Ave NW [ﬂ

EDWARD PARK

KING
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- Business in southeast Edmontonj




Calgary [#s¥

whiy

Other cities

-

\_

~

“l experienced traffic headaches and delays.
But compared to some of the businesses that
were right along the line and lost access for
long periods of time, there were others that

were far more impacted than myself.”
- Business in Kitchener-Waterloo

AURELWOOD

“They cut our Rogers cable line coming in
about four different times. They hit a water
pipe. And it shot up a stream of water into one
of our windows that was strong enough that
people were evacuating the room. They
thought it was going to bust through the
window. They had a backhoe there. And he

just put the backhoe bucket in front of the
\ water stream. ”

every 10 min

T&T Supermarket 9

Waterloo
WESTMOUNT . s
G{ndeer L) ona

gWOooD

- Business in Kitchener-Waterlch

onestogam Conestoga Station

% ESOmin)

) every 15 min

¢

VICTORIA HILLS

FOREST HILLS'

FOREST HEIGHTS

hlmart Supercentre @

LAURENTIAN
weeT

ST. MARYS
HOSPITAL

Construction Pain Points (cont'd)

| @
&
&

® Rosendale

Walmart Grocery, Pickup

VICTORIA NORTH

GRAND

RIVER NORTH Bre

oD
Amy& e
myse

Kitchener

IDLEWOOD

STANLEY PARK
F‘resHCoe
/4 &

KINGSDALE
VANIER

CENTREVILLE,
CHICOPEE </

Fairway Station

LAURENTIAN
HILLS

Fairway Station

Go gle Costco
TRILLIUM

Huron
INDUSTRIAL PARK

Natural Area
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Short and Long-Term Impact

* A majority of businesses interviewed indicated their companies experienced decreases in revenue
during construction.

« About one-half of the Calgary-based businesses reported decreases in revenue, which ranged
from a low of 10 percent to 50 per cent reported by two businesses. In other cities, only about half
reported losses, with those along Toronto’s Eglinton Avenue reporting the highest and most
sustained losses over time.

* In several instances, business owners had a difficult time measuring how quickly business bounced
back following construction, since for some of the more-recently completed projects, the COVID-19
pandemic struck shortly after construction ended. Businesses in the retail and hospitality sector were
most likely to state that their business has never fully recovered from the impact of both construction
and COVID-19.

« There were mixed views regarding the perceived benefits of these projects. Those in growing and
densifying areas, such as those along Eglinton Avenue in Toronto and in downtown parts of Ottawa and
Kitchener-Waterloo, pointed out their property values have increased significantly following construction
and that they expect to benefit from additional traffic. A couple of those along the West LRT route in
Calgary mentioned that they advertise to their customers that the line is close by and makes their
business more accessible.

« Those in less dense and more historically car-centric locations, on the other hand, were more
likely to question whether there will be a longer-term benefit to having the LRT near their business.
Some of those interviewed in more suburban areas (such as Glenmore Landing in Calgary,
Ottawa’s east end or southeast Edmonton) pointed out that they often see empty train cars on
these lines and really wondered whether the headaches they experienced as part of construction
will be worth it for their businesses.
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Calgary |#8»

Calgary Businesses

“It was hard - it wasn't just for those months. It

was down 20 per cent, I'd say, for three years

and then more when (the construction) was in
front of me.”

- Business on 17t Ave. S.W.

~ ~

4 )

“I think we probably even bounced back
before because | think some of the
construction eased off from the roads.
Whenever the road traffic wasn't affected, we

were fine.”

Short and Long-Term Impact:

/“But once everything got completed, it\
was a good aspect for us. It's another
addition that we have a train station
next door to us. It makes it 10 times
more accessible for individuals to come
to our facility.”

\ - Business along West LRT

“It started (coming back) actually when (the
construction) moved more to the west side. It
started getting better and improving. It came

back quickly, it didn't take long.”

\ - Business near West LRT

/“That whole part of 17th Avenue, there\
was a Moxie’s there, there was Boston
Pizza, there was quite a few other
places, everyone's gone under. There's
no one left. They just never recovered
after that closure.”

- Business along 17" Ave. S.W.

-
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Other cities

“All I can tell you, | don't know how, but we
had better business after they opened the
LRT than before. It was good before, we lost
a lot, but it's much better after. Much better.”

- Business in Ottawa

~ ~

“‘We get some (staff) that are actually from
Toronto. So, they have a long way to go. And
busing is not always all that great on that
line. So, for them to be able to use the LRT, |
think it will make a big difference.”

Short and Long-Term Impact:

4 “(It’s) hard to say because of COVID, )
everything is so crazy these days. One
month can be our best month we've
ever had and then the next month you
have zero income.”

- Business in Mississauga

~ — <

\ - Business in Toronto

f “l think it was bringing more people \
downtown or at least making it easier.
The traffic was better. People were able
to come downtown and pick up their
projects. | think it made things a lot more
convenient.”

\ - Business in Ottawa

-

\_

“The one thing now, five years later, whatever it is since
this started, | can safely say | know that our property
values have gone up and the tax values, too. But at the
end of the day that would be the only bonus or plus to this

whole thing.”

- Business in Kitchener-Waterloo

~N
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Communications Evaluation/Assessment

This section examines how businesses in Calgary and elsewhere felt
about efforts to keep them informed about construction.
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Communications Assessment

Calgary Businesses

» Calgary-based participants had mixed views on how well The City communicated with them about
construction. As a general rule, those who interacted directly with someone — either in-person or
over the phone — tended to have more praise for The City’s efforts to keep them informed. Those
who had less direct interaction were more likely to rate the degree of engagement as fair or poor.

« Those who experienced a more recent construction project (such as 17" Ave. S.W.) were
more likely to report having sustained communication from The City, and therefore to rate them
more positively. Those who experienced transit-related construction a long time ago (such as
those along the West LRT) were less likely to recall experiencing the same degree of in-
person or telephone communication with someone from The City.

* Businesses at Glenmore Landing mentioned
receiving email updates from The City and
overall, most felt these were an effective way of
keeping them informed. When asked what they 7
would prefer when it comes to communication,
most businesses expressed a preference for
receiving information via multiple touchpoints,
including in-person and telephone consultation,

Communications Assessment:
Calgary Businesses

with emails used to provide updates. 2

* There were mixed views on receiving items in 1
the mail, with some saying they would be helpful B
if they were short, illustrative and written in plain Excellent Good Eair Poor Unsure

language — but others indicating they are more
likely to be overlooked.
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Communications Assessment
Other Cities

Communications Assessment:
» Participants had mixed views on how well their Other Cities
local governments or transit agencies
communicated with them about construction.

* As was the case in Calgary, those who interacted

directly with someone in-person or via telephone 3

tended to have a more positive assessment of

how well they were informed, with those who had -
less contact not providing a high assessment of | | ‘
their municipality’s efforts. Excellent  Good Fair Poor  Unsure

* One of the frequent complaints raised by some businesses elsewhere was that communication and
engagement was more intensive during the pre-construction phase, but that once construction began
officials became less responsive. There were two perceived reasons for this. First, some pointed out
that there are more actors involved once construction is underway, including construction contractors,
utilities, the municipality and/or transit agency, etc. For some, it was difficult to know who exactly to
go out and speak with as issues arose. Second, some felt that engagement liaisons they had
engaged with prior to construction tended to shift their focus to other areas once construction was
actually underway.

* Those based in Toronto were especially critical of their government and the local transit agency
(Metrolinx) and their efforts to keep people informed. While some mentioned that they received
regular email updates (which was perceived to be somewhat helpful), they noted that this
organization set up liaison offices in local neighbourhoods. However, these businesses pointed out
they were not allowed to go into these offices if they had a more specific complaint and that staff from
them were not always very responsive.
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Perhaps the biggest complaint when it came to
communication — which was echoed to the greatest
extent by businesses along 17th Avenue S.W. in
Calgary and Eglinton Avenue in Toronto — was that
officials were not sufficiently clear about the scope and
duration of the construction.

* In the case of 17th Avenue S.W., some
businesses indicated they did not realize just how
extensive construction would be based on the
initial information provided by The City of Calgary.

* In the case of Eglinton Avenue, businesses
expressed a great deal of frustration with
significant and ongoing construction delays and
wished that both Metrolinx and the city
government been clearer about how long
construction would last.

When it comes to communication, businesses were
most likely to value clear, honest updates about how
long construction would last. This was among the most
common desires, and one many business
representatives felt municipalities and transit agencies
too often failed to provide.

April 2021 | Green Line Qualitative Research Report

Communications Assessment (cont’'d)

/ “It wasn't very clear about what exact/y\
was going to happen. It just said

construction. So when | think of
construction, | think of everyday
construction, like you have to go around
guys on the street, and it's kind of
irritating, but the road is still open. So, it
took a while to realize that the road was

actually going to be closed.”
\ - Business on 17 Ave. S.W., Calgary

“l would say poor because you never\

knew what's happening unless you kind

of heard it on the radio or news. That's

where you'd hear the delays, too. They
weren't very direct with the business
owners on Eglinton, at least from our

perspective. It's not like we were getting

calls, updates or anything like that.”

k - Business on Eglinton Avenue, Toronto

35



» Participants who lease their properties were also
more likely to point out there was a gap in
communication, as the municipality/transit agency
provided information to the landowner only. In some
cases, the landlord proactively provided their tenants
with information, but in other cases the businesses
felt they were not sufficiently informed because their
landlord did not pass along the information.

* When it came to evaluating the frequency of
communication, participants in both Calgary and
other cities generally felt their local government
communicated with them often enough. Those who
were more dissatisfied with communications overall
were more likely to say they would have preferred to
receive more communication and outreach from
municipal officials.

« Even though there were some challenges with the
degree of communication, the majority of participants
in both Calgary and elsewhere also felt they were
provided with enough time to make preparations prior
to construction actually taking place.
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Communications Assessment (cont’'d)

/ “So because | had that good \
communication (with the landlord) | was
able to know. But personally, nothing
came to our unit number that was ‘Hey,
this is what's occurring on our street and
this is a new projection of what's going to
happen.”

\ - Business along West LRT in Calgary

4 )

“They came a couple of months before
and they told us that this road was going
to be blocked like that. They told us ahead

of time. Of course, we were prepared.”
- Business along West LRT in Calgary

- M_/




«wlEyBLd  Resolution of Complaints

 Among Calgary-based businesses, only about a third of those interviewed said they actually took
the step of raising a specific concern or complaint with The City. The manner in which this was done
varied to some degree, with some contacting what sounded like public engagement staff and others
reporting they (or someone else in their business) contacted their councillor. All but one of these five
individuals who made a complaint said they felt like they were listened to and that The City did what
it could to act upon their complaint.

« Half of those interviewed in other cities, meanwhile, said they made a complaint - with others saying
they would have considered doing so but felt it was not worth it to do so.

* Those business owners in Kitchener-Waterloo and Toronto expressed frustration with the
responsiveness of local officials, with a couple saying they were hard to reach and did not always
return phone calls. One business owner said these officials kept redirecting them to the website
rather than directly answering their question, and that this was frustrating.

ﬁ always had someone to talk to at the beginning. ‘OIA

you got a backhoe sitting in the middle of our driveway. // believe that | called to complain that my\
Can you move it?’ ‘Oh, yes. So we'll get rlght onit.’ customers were |eaving the store
And they were fast; they jumped. So | give them credit because of their noise. .. They
for that. ... But like | said, it went from excellent to fair explain(ed) it. They know. And they did a
to poor. | think the worst thlng IS they moved away good job, yeah_ They exp|ained what was
from our business and then they moved their phone happening. And | believe that they said
service away from our business. (It was) ‘OK, we don't that they would stop for a little bit, you
talk to him anymore. Let's go to the next one.” know, something like that.”

\ - Business in Kitchener-Waterloo k Business along 17t Ave. S.W. in Calgary
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Views on Assistance for Businesses

This section explores perceptions of the degree of assistance offered
to businesses during construction, as well as provides an assessment

of potential supports that could be offered during Green Line
Construction.

April 2021 | Green Line Qualitative Research Report



Views on Business Assistance

* In both Calgary and in other cities, business owners did not
perceive their municipality as providing them with much assistance
— although once the conversation unfolded, it became apparent
that these municipalities did, in fact, offer some support, even if it
was limited in scope and not to the level businesses hoped for.

“So as far as | know, there
wasn't anything. Not that |

am personally aware of, no.”
- Business at Glenmore Landing

* Many of those interviewed said their municipal government
provided signage directing potential customers to their
businesses, although several said that overall, these efforts were / “It was hard with the heavy\

not that helpful. Several of these participants felt the signs used construction ripping out all of
were too small and not prominent or enticing enough to really the sidewalks. We could
attract people to their businesses. have put some signs facing

the street because we get a

« Afew participants located in denser urban areas (such as Toronto) _
lot of cars that drive by and

noted that in some cases the city removed parking restrictions -

from nearby side streets, which they said was helpful because this we get more advertising foz
meant their customers did not have to walk as far from their our business and V\ﬁalk-ms.
vehicles to their business. Other businesses, however, said their \ i Busmessw
local government kept some of these parking restrictions in place,

which they — and their customers — found aggravating.

(“Side streets have no parking or whatever, so What\ (" “They made a little entrance to our )
the City did was they would get rid of that and restaurant, but there was no parking.
allow(ed) people to park on the side streets... that People were parking on the government

definitely did help.” parking and getting tickets.”

\_ - Business in TOI’OI’]IO) \_ - Business in Ottawa
—
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e \Views on Business Assistance (cont'd)

* Some participants pointed to specific things their city government (or the contractor) did to
essentially “make things right” when they suffered some degree of obvious damage related to
construction. This included replacing computer monitors broken vibrations (in the case of one
Calgary-based business) to the contractors on Ottawa’s Confederation Line repaving a business’s
parking lot after their heavy vehicles had been parking on it during construction.

« Similarly, a couple of individuals mentioned that getting some degree of business from those
involved in construction was also helpful. For a restaurant owner, that meant having construction
crews and inspectors eat in their restaurant from time to time, while for another contractor it meant
getting an opportunity to supply a product to construction crews. For these individuals, the benefit
of unanticipated business mitigated, to at least a small degree, an overall decrease in business
due to construction.

* In many cases, these relatively inexpensive gestures paid dividends in terms of fostering
goodwill and making the business feel like their most significant frustrations were addressed.

ﬂ‘We had such a good experience with them / - \
LRT part of it. It was frustrating the one All the managers, all the people who were like from

: out of town working on this project, they used to
day when we came in and the computer : ,
. come here and let us know everything about what's
monitors were on the ground. But then : .
. going on. ... They would bring more people to eat
when the guys gave us new ones, it

looked like they're being good about here an_d they (would) make appointments heje,
S meetings here. They really helped us a lot.
everything.

- Business in Ottawa
\ - Business along West LRT \ %_/
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Expectations of Financial Relief

« In other cities, several participants wished that their municipality would have provided some degree of
property tax relief to those most affected by the construction.

« Those in Toronto, Kitchener-Waterloo and Ottawa were especially likely to focus on this, as their
chief frustration had to do with the amount of time required for construction to be completed.
These businesses pointed to sustained losses over a long period of time and said they and many
others in their area have asked their city government for some degree of compensation, whether in
the form of an outright break on their municipal property taxes or waiving certain fees, such as
business licenses.

» Calgary-based businesses who experienced construction were less likely than their counterparts
elsewhere to go this far, with most wanting “help” to take other forms (such as better signage,
promotional activities to attract businesses, etc.) or simply steps to alleviate the specific frustrations
associated with construction.

» Asmall number of business owners, however, did say it would be helpful to receive some degree
of financial relief, such as waiving licensing fees or other costs paid directly to The City that are
required as part of doing business.

4 “That's the most disappointing thing N ( “My taxes, of course, have to have the regular )
that | saw in this region. From the increase, which | get, our operating costs as a
regional standpoint, from our municipality, they don't go down. They never will. But
government standpoint, not a penny. perhaps just an equilibrium while development is going
Very disappointing.” on or something of that nature.”

\ - Business in Kitchener-Waterloo \ - Business in Edmonton
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Assessment of Potential Supports

Calgary businesses

« Calgary-based businesses were asked to Assessment of Potential Supports
evaluate four ideas that could potentially help (Calgary Businesses)
those who will be affected by the Green Line. m Very helpful ® Somewhat helpful ®Not helpful ~ Unsure
Overall, most businesses thought efforts to offer _ _
improved signage near businesses and creating D'Scﬂthom“ 10 5

an online discussion forum for businesses to

share ideas and feedback would be very helpful.

Those that advocated for this expected it would Better signage
keep businesses informed and provide them with

an opportunity to share ideas and criticism, thus

allowing them to feel heard. Special events
* There were mixed views regarding hosting

special events, with some indicating these Central location

would be helpful and others noting that for service

- ervic
similar efforts along 17th Avenue S.W. were continuity

not successful because people continued to
avoid the area for a prolonged period.

* Most business owners did not think setting up a centralized point for business service continuity
would be helpful, as they felt it would be inconvenient to go elsewhere to drop off waste/recycling or
pick up items from couriers. Some, however, did like the idea of offering additional retail space in a
more accessible area for those who may be able to benefit from this.

* Some of the additional ideas that were suggested included incorporating murals and public art to
beautify areas near where construction is taking place, as well as having in-person meetings with
local businesses in addition to an ongoing online discussion forum.
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I EVALE  Assessment of Potential Supports (cont'd)
Calgary Businesses

r Online discussion
forum

“Very helpful ...just to keep everybody
in the know and for the business owners
to have some say or maybe bring
something to light, that the planners

Better signage

ﬂ‘Something (signage) just to say, ‘Hey,\
these businesses are over here’ -
something that's fairly prominent that's
going to let people know that "on the

overlooked, that type of thing.” other side of this construction, this
i Bu’siness in Glenmore L.anding particular business is there."

\ %_/ \ - Business along the West LRT

(" “That sounds very helpful... the ability\ / “If you're talking about those little \
for business owners directly affected orange ones (signs), if I'm somewhere
and perhaps substantially affected by with construction, | don't find those all

the project, would just have that easier that helpful. But if maybe they were a
access to have input and feedback with little bit bigger... especially in some of
respect to what's being contemplated.” the areas where it’s sort of

\ - Business on 17t Ave. S.W. Congested"
\ - Business along the West LRT
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Calgary Businesses

‘ .
ﬁ Special events

“‘We did try to do that. It wasn't as well
attended as we'd hoped because, again, it's
a disaster, right? Like it's like an open pit.
So, people are already frustrated with the
whole thing.”

~

“I just know with our economy right now ...

unless the meeting was literally in front of

my building, | don't know how many people

would actually show up to this area, but it
may be somewhat helpful.”

Assessment of Potential Supports (cont'd)

Centralized point for
business service continuity

4 ‘Being able to say, you can take your )
stuff and put it to this other spot - | mean,
now you have to go and pick it up. | can't
imagine that would be all that much
helpful because you're getting everybody
fo do everything twice.”

- Business along the West LRT

\_
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\ - Business along the West LRT

f “l know a few business owners that are\
on 17th (Ave. S.W.) and they have their
business kind of cut off from the front.
Any type of resource that could help a
business have a little bit easier
transition during construction period is

always helpful.”
\ - Business along the West LRT




Advice/Suggestions Related to the Green Line

This final section provides participants’ perspectives on what the City
of Calgary should keep in mind as it proceeds with construction on
the Green Line, including how to communicate about and mitigate the
impact of construction on local businesses.

April 2021 | Green Line Qualitative Research Report




ALY Advice for the Green Line

* When thinking about how the City of Calgary should work with
businesses to deal with the effects of construction on the Green
Line, there was a high degree of unanimity among both Calgary
businesses and those located in other cities that high-quality, honest
and direct communication about the construction process is a must-
have. More than anything, businesses said The City needs to be
clear and transparent with businesses about when construction will
occur, what the specific impact to their business will be and whom e
they should reach out to if they have concerns. o Lo

b ™
o

= v ——"
N -3 R *

* One of the key pieces of advice offered by those who had been s )\'--
through the experience of construction in other cities is to ensure e )
The City has a way to hear from all businesses — not just those who Simieesad  revid
are most vocal about bringing forward complaints. These businesses e .\1 :
stressed The City should make sure that it clearly communicates
how the Green Line will benefit their business, the neighbourhood e
and the city overall and be sure to point these benefits out as much =

as possible to create buy-in.

ﬂ‘You’ve got to stick to your guns and know that you're\ 4 ™\
going to get complaints no matter which way you do
it. But if it's for the benefit of the whole city, you've got “Just (do) more public awareness other
to put up with it. There's going to be a few that suffer, than, ‘Hey, we're building this, it's coming.™
but the majority are going to enjoy it or take - Business in Kitchener-Waterloo

advantage of it.” \
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Advice for the Green Line (cont'd)

* Businesses in other cities who had been through this experience stressed that it is especially
important to provide sustained and ongoing communication, preferably from dedicated staff who are
easy to reach and who proactively engage businesses prior to construction beginning. Those who
were deeply critical of the job their municipalities did during construction and frequently mentioned
that their frustration was made worse by either:

* Not knowing whom to get a hold of;

* Project/engagement staff being unresponsive — for instance, by not returning calls in a timely
manner, or not being available at their on-site office; or

* Not being able to provide enough information or specific answers, as some businesses felt
frustrated they were only given pat responses when they had more detailed questions about
the effects of construction.

» Some of these businesses also noted that having City staff contact businesses directly also means
they are more likely to hear about things directly and eliminates the possibility their landlord will not
inform them of when construction will occur. Some also advocated for City staff to check in
frequently and give businesses a forum for sharing concerns or feedback.

ﬁ‘l think they have to actually literally drop off\ [ ‘I think having those initial conversations and \

notices to people's buildings instead of understanding what the impact might be and |
having it done by ... the BIA (Business think that regular check-ins — this was a two-year
Improvement Association). Some people project and I think it would behoove them to
just don't read their emails or especially perhaps every six months have a conversation to
language differences or whatever.” say what is the impact?”

- Business along 17" Ave. S.W. \ - Business at Glenmore Landing
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* One of the key points made by businesses — especially
those in other cities — is to ensure there is better project
planning in place about when the most disruptive
components of construction will occur.

* These businesses — especially those in Toronto,
Kitchener-Waterloo and Ottawa - pointed out they
would especially want a clear sense of the
milestones, as the most aggravating aspect of their
construction experience was that it took much longer
to finish the project than initially anticipated. These
businesses hoped those along the Green Line route
will be given a clear sense well in advance of when Construction on the Eglinton Avenue LRT in Toronto
construction will finish, and that this timeframe will Source: BlogTO
be met.

/ “Plan ahead and support the small businesses, because\ /
no matter what they think, it's probably going to have a far
greater impact on the small retailers than the planners
say it will. And also, from our experience here, there's

construction timelines that are published which | don't definitely bring more trust from the
think on any project like this are ever adhered to. There's businesses and the locals.”
always overruns in time and cost.” '

. L - Business in Toronto
\ - Business in Kitchener-Waterloo \ /)

“You've got to have accountability. \
Accountability means that somebody
has to be accountable for their promises
to finish on budget. ... | think that would
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Advice for the Green Line (cont'd)

* As noted earlier, some businesses also suggested The City can build goodwill by addressing other
easy-to-solve problems, such as removing no-parking signs near businesses or quickly fixing
parking lots and curbs after construction has been completed. Some also mentioned that The City
needs to ensure construction crews keep pedestrian access points clear of debris, especially for
businesses that rely on walk-up traffic (and as an accessibility measure).

+ Afew businesses also recommended staggering construction or staging it in a way that it is less
detrimental to businesses. This could include completing construction in stages, or only doing
extensive work in a small area rather than making a larger area under construction for a longer
period of time.

« Some businesses also urged The City to ensure there is a sufficient degree of support for
businesses in place. While some suggested providing financial assistance to some degree, others
focused on items such as better signage.

[ “On the sidewalks especially, you got \ /
seniors, you got people with

wheelchairs, crutches, walkers and stuff
that we see struggling during

“Make sure there's strong \
communication where they're doing
their work with those businesses, and |
think they got to know there's going to

construction times because the be a percentage of businesses that
walkways aren't kept clear.” aren't going to make it.”

\ - Business on 171" Ave. S.W. \ - Business in Kitchener-Waterloo
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Impact of COVID-19

* When businesses were asked to consider what impact, if any, COVID-19
may have on those about to be impacted by Green Line construction, it was
clear many had not taken this into account earlier — but once they thought
about it, they were highly mindful that prolonged construction could be
devastating for these businesses.

« Many of those interviewed said The City needs to take into account the fact
these businesses — especially those in the retail, accommodations and food
services sectors — have struggled significantly in the past 12 months and
may not be able to survive if their customers stay away further due to
construction-related issues like congestion, lack of parking, etc.

* When asked what could be done to help these businesses, some suggested
staggering construction so that it takes place incrementally, doing so in a
way that ensures access to these businesses is not affected for a longer
period of time.

« Some also suggested The City needs to consider doing more to provide
direct supports to businesses, including by offering some kind of financial
relief — either a reduction in property taxes or by reducing other costs, such
as waiving business license fees.

« Although this was not a widespread view, some businesses mentioned
that since so many companies survived due to assistance from the
federal and provincial governments during lockdown, it may be justified
for The City to provide some type of financial aid for those who will be
most severely impacted by construction on the Green Line.
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e LERALd  |mpact of COVID-19 (cont'd)

/“It’s probably a broken record\
thing, but our taxes, my
operating costs are probably
almost 30 percent of my rent.
So even if you're only paying
your operating costs, it's still
significant.”

(" “I don't know what you could possibly do. I'm just trying to )
think of other businesses and how it would affect them.
There's no access, and then you've got COVID on top of it.
Nobody's going to show up. ... yeah, that's just adding fuel to
the fire.”

\_ - Business along the West LRT /

_—

ﬂ‘l would definitely say maybe not increasing property taxes at\
that time - putting a hold on it to give some sort of a financial
benefit that the company doesn't have to go and struggle and
try to apply for. Maybe giving a reduction on the business
license fees. You know, something - anything helps out a
business.”

Q&ss on 17t Ave. S.Wj
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\ - Business along the West LRU

P

“Certainly if there's anything in the way of tax reductions or
even business licensing fee reductions that can be made so
that people feel like The City is doing something to help them
out as much as they can.”

- Business in Edmonton

- J
_—




