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Project Overview
On 2021 March 22, City Council directed Administration to develop a more user-friendly and inclusive Public 

Hearing process that includes but is not limited to:                                                                                                   

“1. Creating a collaboration between the City Clerk and the Chief Information Technology Officer to identify 

the best method to implement an integrated and automated registration system for Public Hearings;                                                                                 

2. Exploring the feasibility of holding Public Hearings at more accessible times; and                                                                         

3. Developing an endorsement statement for members of the public to sign when they register for Public 

Hearings which outlines the City of Calgary's commitment to anti-racism, equity, diversity and inclusion.                                                                                                                         

Returning to the next Priorities and Finance Committee no later than end of Q4 2021 with the recommended 

approach” (Motion Arising from the Guidebook for Great Communities Report (PUD2021-0015)). 

This public engagement explores how the system could be more user-friendly and inclusive by focusing on 
learning what works well, and what barriers members of the public may experience that prevent them from 
participating in a Public Hearing. 
 
Feedback from the engagement was analyzed to inform The City’s Recommended Approaches and Next 
Steps to improve the Public Hearing process. 

 
Engagement Overview
 

The input collected as part of this engagement is as follows: 

 Improving accessibility and inclusion around the Public Hearing process, including an evaluation of current 

processes, and understanding barriers for participation and how The City could improve accessibility and 

inclusion in the process; and 

 Exploring opportunities around an integrated and automated registration system for the Public Hearing 

process. 

 

Engagement Strategy 

Date June 14 to July 9, 2021 

Objective To get input on: 

 Understanding the Public Hearings Process 

 The Automated Registration System for Public Hearings 
Activities  Online Engagement through engage.calgary.ca/publichearings  

Participation  230 unique participants, 17 representing community groups 
 Many with high or higher familiarity of the Public Hearing Process 
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What We Asked 
Feedback from the public about The City’s Public Hearing process was sought to inform the review. We 

asked the public 16 questions about: 

 Understanding the Public Hearing process; and  

 Exploring an automated registration system for Public Hearings.

 

The complete survey questionnaire for citizens and City employees are included in Appendix A – Citizen 

Public Hearing Questionnaire, of this report. 

 

What We Heard  

Citizen Results  

The common themes that arose from the citizen survey engagement are summarized in the table below:

 

Theme 

 

What We Heard from Citizens* 
*prepared by the Corporate Research Team  

 

Awareness and 

Knowledge of 

the Public 

Hearing process 

at The City 

 Most respondents have some or high familiarity of the Public Hearing process. 

 Two thirds of respondents indicated that they have participated in a Public Hearing process in the 
past. 

Experience with 

the Public 

Hearing process 

at The City 

 The majority of respondents answered that their experience with the Public Hearing process is 
neutral, while many others shared varying levels of unsatisfied experiences.  

 

Improvements to 

the Public 

Hearings 

process at The 

CIty 

 Respondents gave many examples of how to improve the Public Hearing process. Among those, 
the top answers were:  

o Clarity on influence of submission; 

o Respectful/Welcoming environment; and 

o More Times/Specific Times/Flexible Time/Time Management  

 

Automated 

Public Hearing 

registration 

system 

 

 Over 90% of respondents indicated that they are in favour of using an automated (online) 

registration system to sign-up for Public Hearing opportunities. 

 

 Several respondents also indicated that it is crucial to offer options for registration to make it 

accessible for all Calgarians. 

        



 

 

P a g e  | 5 What We Heard Report_Attachment 3.docx 
5 

148

91

Yes No

Have you participated in any public 
hearing processes in the past?

Awareness and Knowledge of the Public Hearing Process at The City 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Experience with the Public Hearing process at The City  

 

5

15

13 13

10

21

8

10

6

2
3

Unsatisfied Neutral Satisfied

What has been your overall experience with public hearings 
that you had participated in?

1

6 7
9 9

41

14

20
17

28

56

Not at all familiarSomewhat familiar Very familiar

How familiar are you with the current 
public hearing process?
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37

21

18

16

11

10

8

7

2

1

1

3

4

4

7

6

6

24

Ability to participate

Electronic Access / Virtual Participation

Ease of process

Scheduling & Organization

City Staff / Equipment Support

In- person

Multiple platforms

Ease of presenting

Being  prepared

Direct communication with Council

Unable to deal with complex problems

Lack of opportunity to participate

Time consuming/Time uncertainty

Unsure if input is used

Inconsistent process

Unpleasant treatment

Frustrating process

Not much/nothing

What worked well when you participated in the public hearing process?

58

39

17

16

14

11

8

5

5

4

1

1

1

1

1

1

Time Concerns/Time Consuming / Time Uncertainty /…

Was not a respectful/welcoming environment

Other / None

Confusion about how to get involved, how the process works

Tech issues

Don't feel that input is used

Concern about who has/does not have influence

Didn't know about opportunity

No Childcare

Lack of back and forth with Councill

Some topics are not suited to Public Hearing process

Information Sharing and Transparency (clear agendas…

Same message repeated

Parking

No food or drink

Lack of language support

What challenges did you experience when you participated in the public hearing 
process? 
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Improvements to the Public Hearing Process at The City 

 

 
 

 

53

45

33

24

20

12

I don’t think my input 
will be used by 

decision-makers

I haven’t been aware 
of when they are

The hearing times
make it difficult for

me to attend

I don’t feel welcome I’m not sure how to 
participate virtually 
during the COVID 

pandemic

I haven’t been 
interested in 

providing input into 
any of the topics

If you haven’t participated in a public hearing, what were the reasons for not 
participating?

26

20

10

8

8

7

8

5

5

3

2

1

1

1

1

More Advertising or Targeted Outreach

More Times / Specific Times

Clarity & support on How to get involved, how the process…

Other / None

Clarity on Influence of Submissions

Electronic Access / Virtual Participation

Different ways to submit or be involved

Respectful Welcoming Environment

Information Sharing and Transparency (clear agendas…

Childcare

Language Support

Verify but Protect Identity

Seeing more people like me there

Use More Plain-Language Throughout

More/Different Locations

What would make it easier or more likely for you to participate?  Please be 
specific.
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186

126
120

106

81

The ability to pre-book a
specific time to speak

More use of plain
language

New or different
technology

Having them at different
times of the day

Having them on
different days of the

week

What would make public hearings more user-friendly or accessible?

26

10

10

8

8

8

6

6

5

5

5

4

3

3

3

2

2

2

0 5 10 15 20 25 30

Respectful Welcoming Environment

More Advertising or Targeted Outreach

Clarity & support on How to get involved, how the…

Clarity on Influence of Submissions

Other / None

Electronic Access / Virtual Participation

Use More Plain-Language Throughout

Technology support

Information Sharing and Transparency (clear agendas…

More Locations

Better support for hearing or vision impairments

Language Support

Childcare

More Times / Specific Times

Suggestions for changes to format

Opportunity for Back and forth

Youth Participation

allow food and drink

What would make public hearings more inclusive? (close-ended)
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43

30

27

12

19

18

17

14

10

9

3

2

2

1

1

Clarity on Influence of Submissions

Respectful Welcoming Environment

More Times / Specific Times/Flexible Time/Time Management

Other / None

Electronic Access / Virtual Participation

Information Sharing and Transparency (clear agendas…

More Advertising or Targeted Outreach

Meaningful Engagement Before

General Accessibility

Clarity & support on How to get involved, how the process…

Use More Plain-Language Throughout

More Locations

Opportunity for Back and forth

Childcare

Allow Food & drink

Please share any additional ways in which we could improve the public 
hearing process?
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Automated Public Hearing Registration System 

 

 

 

48

47

41

32

28

17

14

12

10

7

6

5

5

5

4

1

1

1

17

Better use of time

Access at any time/Convenience

User friendly/easy/open to all

pre-booking/exact booking times/schedule

Accuracy/Efficiency

Provides confirmation

Reach out to/inclusion of under-represented individuals and…

Provide updates/notification ex: electronically like a text…

more methods of participation (ex: virtual, phone call)

expectation of view points/ideas

Cost effective

collection of demographic Info/better collection of info

Positive

other

Potential abuse/manipulation of process

Allow representatives of the speakers

Could limit in person participation in fear of negative response

Secure storage of related documents and presentations

Not applicable/not sure

In your opinion, what are the benefits of automated (online) registration 
system?

67
20

15
15
15

12
12

10
10

9
9

7
7
7

6
6

4
4

3
3
3

2
2
2

1
13

Tech/internet barriers (no access, time, ability to use or…
no cocerns

Shouldn't be the only option to register (ex: contacting Clerks…
could be confusing to use/ not user friendly

System could be manipulated; work in favour those…
potential tech issues (system failure, deleted info…

too many registered/overwhelmed system less meaningful…
Less able to make changes/edits quickly/opt out/ask…

People can register and not show up
still wouldn't support inclusion of all voices

other
Online system not needed. Person/human involvement…

could be inefficient/disorganized
less/no accountability/transparency

privacy concerns
info about meeting needed further in advance and real time…

Won't address people going over allotted time/time…
could discourage participation if people think they need to…

could create longer hearings
time waster

less participation or engagement
ability to register multiple people at once

could limit expression or adressing difference
lack of respect/fear of sharing different views (ex: if council…

could limit special commodations needed
not applicable/ not sure

In your opinion, what are the drawbacks of an automated (online) registration 
system?
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211

17

0

50

100

150

200

250

A
x
is

 T
it
le

Yes

Would you use an automated (online) registration system to sign-up for public 
hearing opportunities?

67

51

46

41

24

20

18

14

14

14

13

12

9

7

6

6

6

5

4

1

8

5

Address

Phone Number

Comfortable with sharing basic contact info (i.e. address,…

Ensure information privacy

Personal and contact information

Depends on who have access to info & topics

Other personal information (i.e. Religion, financial info,…

Email

Gender

Fine with email

Race/Ethnicity

Age

Date of Birth

Name

Occupation/Employment info

Fine with Name

Concern about website security

Postal code

Last Name/Full Name

Prefer no password

Other

N/A

What information about yourself would you not share as part of the registration 
system? (i.e. phone, email, address).

No 
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58

45

32

32

19

11

10

9

9

8

8

7

7

6

5

4

4

4

2

2

7

16

How to register & access - instruction & FAQ

Website/links/QR code/App

Agenda/topics & hearings process guidelines

Timing/wait time

User friendly/Plain language

Information privacy and use of info

Contact info (i.e.Name, phone #, email, postal code, etc.)

Confirmation and notification

Booking options: i.e. Type of speakers, multiple speakers,…

Method & platform: In-person/location or online

System not needed/not interested in using system

Ability to upload presentations/submissions & pre-recorded…

Provide user support  & alternate options - i.e. Help desk,…

Access to equipment (i.e. computer, internet, etc.)

None/Not much

File/item number

Informed & Transparent

Password/System security

Registrant verification

Language support/Translation

Other

N/A

What information would you need to use an online registration system?
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152

54

32

21

16

12

10

9

4

3

2

1

1

1

7

3

0

0 20 40 60 80 100 120 140 160

Website/online

Email

311

offer options

All of the above (311, other number, email, website, etc.)

Phone

NOT 311

In-person

App/City App

Text

311 App

Social Media

Paper mail

Fax

Other

N/A

How would you like to be able to register for public hearing (i.e. 311, other 
number, email, website, etc.).
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Majority of participants 
answered that their 

experience with the Public 
Hearing process is neutral 
with many others sharing 

varying levels of unsatisfied 
experiences.

About half of the 
participants noted that 

waiting all day for their turn 
to speak without knowing a 
realistic time frame was a 

challenge they experienced.

Language support or 
translation was the top 

answer on how to make  
Public Hearings more 

inclusive

oClarity on Influence of 
Submission was the top 

answer on how to improve 
the Public Hearing process

Increasing advertising or 
targeted outreach is the 

most identified theme that 
would make it easier for the 

public to participate.

Appendix A: Public Hearing Process - Key Findings 
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Over 90% of participants are 
in favour of using an online 

registration system.

The majority of respondents 
would like to use a website or 
an online method to register 

for a Public Hearing 

The majority of participants 
shared that an online system 
would be a better use of their 

time.

oThe top needs for online 
registration as identified by 

participants were: 

1.Information on how to 
register & access with simple 

instructions and frequently 
asked questions.

The most common drawback 
of a registration system 

identified by participants was 
the inability to access 

technology or the internet.

Appendix B: Automated Registration for Public Hearings - Key Findings 


