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.:. Telephone survey conducted with a randomly selected sample of 
2,500 Calgarians aged 18 years and older between August 16th and 
September 10th , 2017. 

• Both landline (70%) and cell phone (30%) sample were used. 

• The average interview length was 31 minutes . 

• :. Final data were weighted to ensure the overall sample's quadrant, ward, 
and agelgender composition reflects that of the actual Calgary population 
aged 18 or older according to 2016 Municipal and Federal Census data . 

• :. The margin of error (MOE) for the total sample of 2,500 is 
± 2.0 percentage points, 19 times out of 20. 

The margin of error by quadrant is as follows: 

Northeast: n=465 (MOE ±4.6) 

Northwest: n=745 (MOE ±3.6) 

Southeast: n=583 (MOE ±4.1) 

Southwest: n=707 (MOE ±3.7) 

• The sample size per ward ranged from n=156 (MOE H.9) to n=21 0 (MOE ±B.8) . 

• :. Where possible, results are compared to previous iterations of the Citizen 
Satisfaction survey. 

• l' indicates number is significantly higher than 2016 

• ~ indicates number is significantly lower than 2016 

201 / Ount.tv of l Ifo Md CJ!llon Snll"nction SUiVov 2 

29/01/2018 

1 



Quality of Life 

Overall Quality of Life in Calgary 

Very good - 10 6% 

9 _ 15% 

8 40% 

7 

6 1 6% 

5 5% 

4 12% 

3 11% 

2 0% 

Very poor-1 0% 

On a sce/. 0("1" to "10" where IIf " represents ~ery poor- and "1011 ropros.ents "V&IY good," 
how would you rat. the overall quality of life in tho city of Calgary today? 
Ba .. : Valid respondents (n-2,499) 

Si22ll 
2017: 85% 
2018: 83% 
2015, 86% 
2014: 81% 
2013: 88% 
2012: 88% 
2011: .83% 
2010: 78% 
2009: 76% 
2008: 69% 
2001: 61% 
2006:17% 
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Perceived Change in the Quality of Life 

_ Worsened _ Stayed the same _ Improved 

Late Fall 2017 

Stayed the same 43"1" 

Worsened 38"1 . 
Improved 19"1, 

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=999) (n=971) (n=978) (n~987) (n=991) (n=988) (n=987) (n=987) (n"994) (n=2,419)(n=2,417)(n=2,479)(n=o2,484) 

And, do you feel that the quality of life in the city of Calgary in the past three years has ... ? 
Base: Valid respondents 
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Sustainability: Connectedness 

I • Complotoly AS"'. (10) • Agree (9, 8 or 7) . Haut,.1 (6 or 5) . Dls"g' •• (4, 3, 2 or III 

2017 89% 

2016 90% 

I am proud to be a Calgarian 2015 90% 

2014 91% 

2013 92% 

2017 85%>1-

2016 88% 
I am proud to live in my 

2015 neighbourhood 86% 31% 

2014 86% 

2013 88% 

2017 30% 

I am regu larly involved In 
2016 

neighbourhood and local 2015 
community events 

2014 

30% 

30% 

30% 

28% 42% 

2013 32% 

Next, I'm going to read you a series of statements that some people have said about life in Calgary. Please Indicate whether you agree 
or disagree with each statement using B scale from 1 to 10, where "1" Is "completely disagree" and "10" Is "completely agree." 
Base: Valid respondents (Bases vary) 

89% 

84% 

28% 
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Sustainability: Making a Life 
and Making a Living 

2017 

2016 

Calgary is a great place 2015 
to make a living 

2014 

2013 

1i9~ 

82% 81% 

82% 

84% 

85% 

89% 

68% 68% 

65% 

80% 

86% 

90% 

Next, "m going to read you 8 series of statements that some people have said about life in Calgary. Please indIcate whether you agree 
or disagree with each statement using a scale from 1 to 10, where "1" Is "completely disagree" and "10" Is "complete/y agree." 
Base: Valid respondents (Bases vary) 

201'1 OUl'Illlv 01 U fl)und CI IW)n SaUi!lt"oIIClIlSUIVUY 1 

Sustainability: Inclusivity and 
Direction for the Future 

I - Compleloly Agree (101 ~ Agroe (9. 8 or 71 _Neutral (6 or 6) _ DI.oglee (4. 3, 2 or 1)1 

2017 61% 15"'/( 

2016 80% 101 %, 

The City of Calgary municipal 
government fosters a city that 

is inclusive and accepting of all 
2015 81~ 14% 

2014 62,% 140/" 

2013 1\2-% 15°/., 

G'I, 

5% 

M~ 

S'lto 

2017 52", 2G% 12% 

2016 56% 
Calgary Is moving In the right 

dirocllon to onsuro a high 
2015 56\\ qualily of lifo for future 

generations 
2014 

2013 

% Agree 

79%-.1-

81% 

80% 

81% 

82% 

62%-.1-

66% 

66% 

71% 

78% 

Late 
Fall 
2017 

76% 

58%-.1-

Next, I'm going to read you II series of statements that some people have said about life in Calgary. Please indicate whether you agree 
or disagree with each statement using a scale from 1 to 10, where "101 is "completely disagree" and "10" is "completely agree.". 
Base: Valid respondents (Bases vary) 
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Calgary: On the Right Track 
to Being a Better City? 

Strongly agree 

Somewhat agree 

Somewhat disagree 

Strongly disagree 

2% 

. 2017 (n=2,489) 

.2016 (n=2,485) 

.2015 (n=2,442) 

. 2014 (n=2,433) 

. 2013 (na'I,OOD) 

Agree 

2017: 84%"-
2016: 86% 
2015: 88% 
2014: 89% 
2013: 90% 
2012: 89% 
2011: 86% 

~ 
There are a wide array of challenges facing The City of Calgary today. but also many success stories. Please indicate whether you agree 
or disagree with the following statement about Calgary's future: Calgary is on the fight track to be a better city 10 years from now. 
Base: Valid respondents 

79% 77% 

Tracking Perceived Safety in 
Own Neighbourhood 

83% 85% 
81% 

77% 

70% 

30% 

22% 23% 
19% 17% 15% 

84% 83% 81%,j, 

16% 17% 16% 
19%1-

2005 2006 2007 2008 20D9 2010 2011 2012 2013 2014 2015 2016 2017 
(n=998) (n=998) (n=999) (n=998) (n=999) (n=993) (n=I,OOO) (n=999) (n=998) (n=2,446)(n=2,450)(n=2,494)(n=2,495) 

How safe do you feel or would you feel walking alone in your neighbourhood after dark? 
Base: Valid respondents 
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Economic Perceptions 

Current Economic Situation (Citizens) 

• SomewhAt good • Somowhal bad • Very bod I 

Canada 

Calgary 

Alberta 

Jul-17 

Apr-17 

Jan-17 

Aug-16 

NoY-IS 

Ju~17 

Apr-17 

Jan-17 

Aug-16 

NoY-IS 

Jul-17 

Apr-17 

Jan-17 

Aug-16 

NoY-IS 

B 31~ 

26~ 

26% 

How would you describe the current economic $hustian in ... ? 
Base: All .. spondants (n0 5OO) 

31% 10% 

36'k 9% 

43% 26% 

44'% 16% 

40% 27% 

44',. 32% 

43"1. 24% 

l' Statistically higher than Apr '17 
'" Statistically low.r than Apr '17 
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Current Economic Situation (Businesses) 

How would you rate the current economic situation in ... 

Calgary Alberta Canada 

• Very good Somewhat good • Somewhat bad • Very bad • Don'L know 

Base: All respondents n=320 

2017 Qualltyof Life and Citizen Satisfaction Survey 13 

Good or Bad Time for The City to Invest in 
New Projects (Citizens) 

Very good time 39% Good time: 

Somewhat good time 42% 

Jul 2017: 81% 
Apr 2017: 77% 
Jan 2017: 74% 
Aug 2016: 76% 
Nov 2015: 75% 

Somewhat bad time 

Very bad time 5% 

Don't know 11% 

13% Bad time. 

Jul 2017: 18% 
Apr 2017: 22% 
Jan 2017: 25% 
Aug 2016: 24% 
Nov 2015: 24% 

Generally speaking, do you think that it is a good or a bad time for The City of Calgary to be investing 
in new projects like roads, public transportation, and local facilities? 
Base: All respondents (n=500) 
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Good or Bad Time for The City to Invest in 
New Projects (Businesses) 

To what dog,.. doyou thtnk that-now I •• good tlma or a bad linJe for The City of Calgary to be 
fnvOI,lou In new projecla llke roade, public Iransportatlon, and local facilities? 

- Very good ~me - Somewhat good time - Somewhat bad time - Very bad time • Don't kn~w 

Base: AJI respondents n::320 

Context Regarding City Investment in New 
Projects 
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Issue Agenda 

Issue Agenda 

I • First Mention Ii Other M~nth;mJ I 
Infrastructure, Traffic & Roads (NET) }S: 

Traffic cOnQesilo~ fllP. 10% 
Infrastructure maintenance! improvement! development -tm 5% 

Road condilions an, 7% 

(Lack of) snow removal D' 4% 

- Tro".!!~T) ___ 61' 19% 

P,,-b~Ic T!l' n.~~"-~~nJItl~.!>.'!.!...~_~·~!~~~~rv!~)_ ml-._ 11% 

Tr;ln.pOf\aUo~ lun~&ifilCd) mfa 7% 
Crime, Safety & Policing INET) li3Ii 13% 

Crime [lnct breaklng and enter1ngigangsl drug deale,s,elc.) 'm3 7% 
- - Public saf.ly - 6% 

TaxesiNET) §liI 8% 

Recreation (NET) -\ti3 7% 

Environment & Waste ~3n~.menl (~ET) tma; 7% 

_ Eco~o.!".J' (~) II:! 6% 

Budget & Spending INET) 6% 

Education IN-ET) 1m'" 6% 

Homele.sn ... , P OV.My & Affordable H ou.lng -INET) R 5% 

Total mentions <4% 
are not shown 

Note: A I'NET" Is a CiClmbina1Jon of 
2 or more menl10ns lhat covor a 

specific theme 

Growth & PI.nn l~g INET) Q: 4% 
Other • ___ I11III 25% 

None 15% 

-1 

-1 

-N> 
+1 

·2 

·1 
·2 
·1 

.N> 

+1 

·N 
+21' 

·1 
+1 

In your view, as a resident of the city of Calgary. what;s the most Important Issue facing your community, that is, the one issue 
you feel should receive the greatest attention from your local leaders? Are there any other Imporlant local issues? 
Base: Valid respondents (n=2,441) 
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Tracking Most Important Issue Facing Calgary 

360/. 

12% _ "':'::.:z.<-

2'% 
0% 0% 0% 

'#h,·:m+ 
_ Infrastructure, Traffic & Roads 
_ Transit 

_ Crime, Safety & Policing 

1-Economy 

1% 0% 0% 0% 

35'10 

0% 4%'" 

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=926) (n=924) (nc953) (n~919) (n-900) (nm908) (n-896) (n=878) (nE2,176) (n-2,395) (n=2,449) (n-2,431) 

'n your vIew, I"S .a resJdcflt 01 tho cUy of Calgary. what is tho most Important issue facing your community. thilt is, the one Issufl 
you ,.,., should ,,,.,elva tha 1lre;r,oSl a".ntlon (rom your local loaders? 
Base: Valid respondents 

JOlt Oun,1I1yr.nlltn (IIul CIII/"n S.'l1111fnctlon Slll!,O't 19 

City Programs and Services 
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Overall Satisfaction with the Level and Quality 
of City Services and Programs 

Very satlsflod - 10 

9 

8 

1 

6 . 10% 

5 . 1% 

412% 

311% -2 0% 

Not at all satisfied - 1 11% 

Satisfied 

2017; 79% 
2016; 79% 
2015:110% 
2014:,79% 
2013; 84% 
2012: 81% 
2011: 75% 
2010: 71% 
2009: 68% 
2008: 64% 
2007: 64% 
2006; 68% 

On a scale from "1" to "10"where "1" represents "not at all satisfied" and "10" represents "vety satisfied," how 
sallsned are you with the overall level and quality of services and programs provided by The City of Calgary? 
Base: Valid respondents (n=2,486) 

2011 O\lnl,lyol1..1Io m'd C1117.tJPl S:![I'llncllon SlJtvoy 21 

Importance of City Programs and Services 

9-1-1 

Calgary Fire Department 

Calgary Police Service 

• Very Important • Somewhat Important 

97% 

96% 

94% . 

100% 

:r. 100% 

% 100% 

The quality of drinking water •••••••• IIIl •••••••• Dp 99% 

Residential garbage collection service 84'4 14%' 98% 

City operated roads and infrastructure ••••••• 11111 ...... ... 
Road maintenance including pothole repairs ••••••• II •••••• L WA 

Snow removal 78% ~91 

Traffic flow management 78% 19~ 

20 Transportation planning ••••••• Il ••••••• :-ooi:: 
Calgary's parks, playgrounds and other open 

spaces 75% 

Disaster planning and response •••••• 1111 •••••• 
I am going to read a list of programs and services provided to you by The City of Calgary. 
Please tell me how important each one is to you. 
Base: Valid respondents (Bases vary) 

U% 

98% 

98% 

97% 

97% 

97% 

97% 

97% 

+1 

-1 

-1 

-1 

+1 
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Importance of City Programs and Services 
(continued) 

Social services for individuals such as seniors 
or youth 

Calgary Transit including bus and CTrain 
service 

M 'um·I.MbW 
. Very Important Som.what Important 

18Ci'/o 

1"9!11. 96% 

16% 94% 

Affordable housing for low-Income families :::::::::::::~: 27.% 94% 

Residential Blue Cart recycling 

City growth management ••••• 11 •••• 

City land use planning :::::::::::~ 
City operated recreation FACILITIES such as 

pools, leisure centres, and golf courses 

Property tax assessment ••••• 11 ••••• 

2:ii1'o 

311".4 

3* 
:&* 

mtI 

36~ 
Calgary's pathway system ::::::::::~~:...~ 

Spring road cleaning 

311 service •••• II •••• [~ 

I am goIng '0 f""~ • list 0' "",groms an~ servIces prov/~~ to you by The City of Calgary. 
Please tell ma how Imporllm. f1iJch one Is to you. 
Base: Valid respondents (Bases vary) 

sa 

93% 

92% 

92% 

92% 

92% 

92% 

92% 

90% 

-1 

-1 

-1 

+1 

+1 

2011 OUDIIIV 01 Uk\ cuttl C.llllJn SWnlClctlonSwvuy 23 

Importance of City Programs and Services 
(continued) 

M'.ha·',fi,i • 
• Very Important Somewhat Important 

Development and building inspections and iiiiiiiiiii[=~3Alii%~---' 
permits 89% 

Protection from river flooding ::::::::~~~~~~~2~6%~~ 87% 
Community services such as support for 87% 

IC(lmlmulnilv associations & not for profit groups . 6% 

City operated recreation PROGRAMS such as I •••• II •••• C:- 33%. 
swimming lessons 

Business licenses and Inspections ::::::::~~~ '38~ 
Bylaw services for things such as noise I . iI4~ 

complaints, fire pits and weeds 

Animal control services for stray animals and I •• IIIII ••• [ =­
pet licensing 

Support for arts and culture including festivals ••• 11 ••• 

85% 

85% 

84% 

82% 

80% 

City of Calgary website •••••• I:=_~4[l1%!. ___ 77% 

Downtown revitalization :::::~. 
On-street bikeways 55% 

I am goIng fo rea" a list of programs ond servIces provld~ to you by The City of Calgary. 
Please tell m. how Importonr each ono IS to you. 
Base: Valid respondents (Bases vary) 

77% 

-1 

-1 

+31' 

-1 

+1 

+2 

-1 
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Satisfaction with City Programs and Services 

MiiI@i¥-
• Vory satisfied • Somewhat satisfied 

Calgary Fire Department !::::::::::~:;~~~; +1 9-1-1 

The quality of drinking water -1 

is' 100% 

20% 98% 

$ 94% 

Calgary's parks, playgrounds and other open 
spaces 

Calgary's pathway system 

Disaster planning and response 

52% 

50"4 

44% 

Residential Blue Cart recycling ••••• 1111 •••••• 
311 service 53% 

City operated recreation FACILITIES such as ::::::::i~ pools, leisure centres, and golf courses 

Spring road cleaning 

City operated recreation PROGRAMS such as ::::::~~=~-swimming lessons 
Community services such as support for 

community associations & not for profit groups 68% 

I am going to read a list of programs and services provided to you by The City of Calgary. 

'42, ' 

44M 

5jl'6i. 

2.9%. 

.40% 

Please tell me how satisfied you a;e with the job The City is dOing in providing that program or service. 
Base: Valid respondents (Bases vary) 

94% -1 

94% -1 

94% -1 

93% 

93% -1 

93% 

92% 

92% -1 

92% 

Satisfaction with City Programs and Services 
(continued) 

-il§Uif!-
a Vary satisfied • Somewhat saUsfled 

Residential garbage collection service 28% 91% 

55% Calgary Police Service 361Xi 91% 

Animal control services for stray animals and .1111111[:-­
pet licensing 1fJlW> 91% 

Business licenses and Inspections ::::::~i~~=~:;-~~-
Protection from river flooding 

fi 81'3 91% 

89% 

Development and building inspections and .1111. 
permits 

City of Calgary website I.IIII •• C= 
Social services for individuals such as seniors •• 11 •• =--== 

or youth 

Downtown revitalization IBIIL::: 
City operated roads and infrastructure 11111-::== 

Bylaw services for things such as noise ••• 11 •• 
complaints, fire pits and weeds 

.. 
~59 

1r4~ 

B5~ 

-I am going to read a list of programs and services provided to you by The City of Calgary. 
Please tell me how .. tisfled you are with the job The City Is doing In providing that program or service. 
Base: Valid respondents (Bases vary) 

89% 

88% 

87% 

86% 

85% 

84% 

-N 

-3"-

-N 

-1 

'-1 

-1 

-1 

-2 

-1 

-3"-
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Satisfaction with City Programs and Services 
(continued) 

-t'M'i¥. 
City land use planning ........ ________ ~~~ ______ ~ 83% 

Support for arts and clilture including festivals 1.lllle: 
Calgary Transit including bus and CTrain .11111[ : 

service 

Transportation planning 

City growth management ___ .... 

51% 

111% 

60'A 

62% 

Property tax assessment ::::i~~--~U% 
Snow removal 4l~ 

Road maintenance il'lcluding pothole repairs IIIIL~ 5196 

Affordable housing for low-Income families 

Traffic flow management 

On-street bikeways 

lam going to read a list of programs and services provided to you by The City of Calgary. 

83% 

82% 

80% 

80% 

79% 

75% 

73% 

72% 

68% 

64% 

PloaBa rl1l1 rna how •• r/,/I1!d you are with the Job The City Is doing in providing that program or service. 
B .... : .... Ud respond.nrs (B.""s vary) 

IMI_ 
-1 

-6'" 

+2 

+61' 

+2 

-1 

-1 

~()I((JlJdlll/rtllll IIlILlII/(rl<-')lI"dl(II(HI~I!lV( ,/ ) 7' 

Investment in City Programs and Services 

• More III Same _ Less 

Affordable housing for low-income families .iiiiii&i.iiiiiiiiir=:-~a~l%:-=j1 
Calgary Transit including bus and 

CTraln service 
Social services for individuals such as 

seniors or youth 

Traffic flow management 

Road maintenance including pothole repairs 

Calgary Police Service 

Transportation planning 

61% 

60% 

55% 

55'~ 

54% 

Snow removal ::::::::::~~ 
City operated roads and infrastructure • . . 

Calgary's parks, playgrounds and other ••• EiI ••• === 
open spaces 

Calgary Fire Department 38% 

Protection from river flooding 37% 

I am going to read a list of programs and services provided 10 you by The City of Calgary. 

<llW 

46% 

Please tell me If you think The City should Invest more, less or the same amount on the program or service. 
Base: Valid respondents (Bases vary) 

lil 
; 
I 

I 
II 
:m 
I 
-I 
i 

• 

-1 

-2 

+2 

+1 

+31' 

+3 

-2 

+31' 

-1 

+31' 

+1 

-1 

2017 Qunhl'{of lilt) nnrl ClllliJn Sntl u.tllcl lfmSu"~(I\, 28 
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Investment in City Programs and Services 
(continued) 

I Same _ Less 

57% II 
64% I 

_ More 

City operated recreation FACILITIES such as :::::::~~;=~::~~~-I~ pools, leisure centres, and golf courses . ' , 

9-1-1 

City growth management ::::::~~~ 
The quality of drinking water 

Disaster planning and response fg. 
Community services such as support for ::::' :' :~ community associations & not for profit groups 

City operated recreation PROGRAMS such as 
swimming lessons • , 

Calgary's pathway system -Ii-­
Downtown revitalization Ml_ 

City land use planning N;_ 
Spring road cleaning I.II[ 

55% 

67% 

64% 

59% 

65% 

65% 

56% 

67% 

71% 

I am going to read a list of programs and services provided to you by The City of Calgary. 

I 
a 
II 

• .. 
II 
rI 

Please tell me if you think The City should invest more, less or the same amount on the program or service. 
Base: Valid respondents (Bases vary) 

111111111·11. 
IIld 

-1 

-2 

+1 

-1 

+1 

-2 

+2 

-3 

+31' 

2017 Quality of Life and CItizen Sajlsfar.:tron Survey 29 

Investment in City Programs and Services 
(continued) 

_ More 

Bylaw services for things such as noise 
complaints, fire pits and weeds 

Support for arts and culture including festivals 

Development and building inspections and -k_ permits ___ _ 

Business licenses and inspections Ed 
On-street bikeways 

Animal control services for stray animals and 
pet licensing 

Residential garbage collection service _ 

City of Calgary website _ 

311 service Ell 
Property tax assessment .. 

Residential Blue Cart recycling _ 

Same 

63% 

55% 

71% 

70% 

37% 

71% 

76% 

70% 

76% 

70% 

76% 

I am going to read a list of programs and services provided to you by The City of Calgary. 

e Less 

44% 

III 
11 -• . . 

a 
Please tell me if you think The City should invest more, less or the same amount on the program or service_ 
Base: Valid respondents (Bases vary) 

+41' 

-2 

-1 

+2 

-1 

+31' 

+21' 

+1 

-2 

-N 

2017 Quality of Ufe and CILlzen Satisfaction Survey 30 
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Importance vs. Satisfaction Grid 

Primary Weakness Primary Strength 
Fire 

Police krvlu 9~1-1 Department 

Ir-------------------------------------------r--R-.-.-jd-.-m-�.-�~-----.--Q-u.-I-I~-O-f-----. 
Tr!~h; Flow Malnt.:.~~~ • Inf:!~~~~:un~ . c~i'.r:t~~~ • Drinking Wat.r 

MII .... g.m.nt . S~owRemova1 . . ~,:~rhcgna'lon . Park_, Playground 

·~~r~8a ~,~:a~~rslr:~~~li 

75% 
65% 

Affordable 
Housing . Calgary Transit . 

Bylaw Sarvlc .. 

P'otIC Ion h om . 
Rh ... , loodlng 

R •• ponse 

. Communlty Servic •• 

. Bulln ..... Recreation Programs 
Llc."~ .. & 
Inapectlon 

. Animal Control 
Service. 

. Clty of Calgary Wabarta 
Downtown 
ttovUaUn,'on 

~'econdary Weakness 86% Secondary Strength -

4tim;;·h. 

Environmental Performance 
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.... 
92% 

85% 

15% 
9% 

12% 

Tracking Perceptions About Overall State of 
Calgary's Environment 

95% 97% 97% 
94%-v 92% 93% 94% 

88% 90% 

~ 
20"17: 43%+ 
2016: 48% 
2015: 41% 
2014:41% 
2013: 41% 
2012: 35% 
2011: 31% 
2010: 2S0A, 
2009: 23'>/; 
2008: 24% 

12% 10% 8% 7% 7% 5.% 6% 6%1-
3% 3% 

--~-

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=998) (n=998) (n=999) (n=998) (n=998) (n=999) (n=996) (n=999) (n=1,001) (n=2,449) (n=2,448) (n=2,498) (n=2,492) 

Thinking about things such as air. water and land quality in the city, how would you rate the overall state of Calgary's environment today? 
Base: Valid respondents 

.?01' Ou,\lllvul LlhlUml C,l llfttt SnhO,(QI,lltlll SUIVtJ~· 33 

Satisfaction with The City's Environmental 
Programs and Services 

Very satisfied 

Somewhat 
satisfied 

Not very satisfied 

Not at all 
satisfied 

••••• 111!!1~ 35%1-
28% 

. 3% 
2% 
2% 
2% 
2% 

8% 
11% 
12% 

11"'/m 
12% 

. 2017 (n=2,478) 
.2016 (n=2,472) 
. 2015 (n=2,429) 
.2014 (n=2,405) 
_ 2013 (n=991) 

~ 
2017: 89%1' 
2016: 86% 
2015: 85% 
2014: 87% 
2013: 86% 
2012: 83% 
2011: 80% 
2010: 78% 
2009: 80% 
2008: 61% 
2007: 63% 
2006: 68% 

How satisfied are you with The City of Calgary's programs and services aimed at helping Calgarlans reduce their environmental impact? 
Base: Valid respondents 

WI' Ouulrly 01 t.t!o nlTl CllJlol1 Sn!I:.lnclionSwvc.v 34 
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Taxation 

Knowledge Levels of Tax Dollar Spending 

Very knowledgeable 

Somewhat 
knowledgeable 

Not very 
knowledgeable 

Notat all 
knowledgeable 

_ 10% 
10% 
9% 
9% 

. 2017 (na 2,494) 

. 2016 (n=2,494) 

. 2015 (n=2,442) 

.2014 (n-2,440) 

. 2013 (n-999) 

Knowledgeable 

2017: 59% 
2016: 57% 
2015: 57% 
2014: 61% 
2013: 620/. 
2012: 60% 
2011: 59% 
2010: 60% 
2009: 63% 
2008: 59% 
2007: 60% 
2006: 61% 

I 'ROIIiIf/ingI 
Thinking about how The City of Calgary government Is run. and whot services It provides, would you say you .re very, 
somewhB1. not vety, or not at all knowledgeable about how City tax dolJars aI'O spent? 
Base: Valid respondents 

ILl II OuuJJL'Iot llhJ lint! CtlllfJl1 SIiIl~,larJ:IOHSU'\lII'Y 36 
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Tracking Perceived Value of Property Taxes 

Late Fall 2017 
Good value 55(1/" 

Neutral 29()/" 

Poor value 16"/" 

60% 
65% 65% 64% 63% 62% __ ... __ .. __ ... __ ..:.;~~ 60% 

53% 53% 
~ .. ____ ~~_ 50% 49% 

.... ----4 ..... - ... 

36% 36% 34% 36% 34% 
31% 29% 29% 27% 27% 27% 27% 

• • .~ • .. 
11% 110;' 14% U% • • • • 11% 10% o 9% 8% 9% 8% 9% 10% 

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=974) (n=969) (n=975) (n=976) (n=980) (n=986) (n=979) (n=978) (n=988) (n=2,417) (n=2,414) (n=2,466) (n=2,467) 

Your property tax dollars afS divided between The City and the Province. In Calgary, approximately half of you,. properly tax bill goes to 
The City to fund municipal services. Considering the services provided by The City, please rate the value you feel you receive from your 
municipal property tax dollars using a scale of 1 to 10 where "1" represents livery poor value" and "10" represents "very good value". 
Base: Valid respondents 

Balancing Taxation and Service Delivery Levels 

Increase taxes 
- to expand services 

Increase taxes 
- to maintain $ .. rvlces at currenl 

levels 

Cut services 
- to maintain current tax level 

Cut services 
- 1.0 reduco laxes 

None 5% 

I 'Rounding I 
Municipal property taxes are the primary way to pay for services and programs provided by The City of Calgary. Due to the increased cost 
of maintaining current service levels and infrastructure, The City must balance taxation and service delivery levels. To deal with this 
snuatlon, which of/he following four opt/ons would you most like The Cny to pursue? 
Base: Valid respondents (n=2,459) 

lO I , Qunilly 0' I,.r 10 .nntJ ell r:r.N'I SahArliOlrOtl SUI'YtlV 38 
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2005 
(n=975) 

64% 

Tracking Balancing Taxation and Service Delivery 
Levels: Increase Taxes versus Cut Services 

65% 

~Increase taxes to malntain or oxpand services 

~Cut services to maintain or reduce taxes 

59% 59% 

35% 

60% 59% 

33% 

Late Fall 2017 

Increase talCes 44"/" 
Cu t services 48% 

27% 27% 

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=972) (n=962) (n=980) (n=967) (n=979) (n-981) (n=966) (n=986) (n=2,404)(n=2,406)(n- 2,457)(n=2,459) 

Municipal propfH1y I""e. are Ihe prlmery way 10 pay for service. and programs provided by The CIIy of Calgary. Due 10 Ihe 
Increased cost of ma/nrSJnlng wrrQnt nrvlce levels and Infrastruc1ure, The City must balance taxation and servIce dellv.,-y 
level.. To deal wllh ,hi. sIIu. llon, whiCh oflhe following four opl/ons would you moSfllke The CUy 10 pursue? 
Base: Valid respondents 

Property Tax Dollar Investment 

I am mterested In knowmg how my 
property tax dollars are Invested In 

various City selVlces 

Strongly 
agree 

Somewhat 
agree 

So'!'owhat 16% 
dIsagree 

I 

S.trongly 12% 
dIsagree 

42% 

~ 
2017: 92% 
2016: 93% 
2015: 93% 
2014: 93% 

The City does a good Job 01 
provldmg CItizens with mformatlon 
about how thel' property tax dollclfS 
are Invested In various CIty servIces 

Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
dlsagreo 

12% 

14% 

25% 
~ 

2017: 60%-1-
2016: 63% 
2015: 65% 
2014: 67% 

I "Rounding I 
Please indlca1e If you strongly agree, somewhBt agree, somewhat dlsagfH or strongly dIsagree with each of the following st4tements. 
Base: Valid respondonts (n=2,4881 n=2,4&4) 
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Contact with The City 

Tracking Past 12 Months Contact with 
The City of Calgary 

69% 67% 67% 68% 65% 66% 66% 
61% 

2005 2008 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=998) (n=998) (n=999) (n=998) (n=992) (n=997) (n=998) (n=998) (n=998) (n=2,444) (n=2,447) (n=2,486) (n=2,494) 

Have you contacted or dealt with The City of Calgary or one of Its employees In the last twelve months? 
Base: Valid respondents 

iNl' I OUn.lIiYOJ Ldormd Cill/un Sflll!§f:11.1IonSuJ'lIuy .12 
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Satisfaction with the Overall Level and 
Quality of Customer Service 

Vory satisfied - 10 22% 

_ 15'Y. 
~ 

9 2017: 18% 
2016-: 80% 

8 25% 2015: 80% 
2014: 78% 

7 16% 

6 . 7% 

5 1 5% 

4 13% 

3 12% 

2 12% 

Not at all satisfied - 1 13% 

On a scale of 1- 10 wh~ "1" represents "not at aI/ satisfied" and "10" represents "very satisfied", how sat;sfled are you with the overall 
level and quality of customer service provided by The City of CalgalY? 
Base: Valid respondents who contacted or dealt with The City In tho last twelve months (n=I,649) 

7.0 17 a.MIIIV'JI Lifo IIIltl Cdll{111 Snhl'l.rnr.llon SU1Yuy ...13 

Tracking Type of Contact 

_ Calling 311 

_ Phoning The City at another number 

_By Internet (City website, mobile app) 

_Visiting a City office or facility 

56% 57% 

65% 

15% 

7% 

20% 
16% 17% 

9%9% 
6% __ ------~--_,----

54% 

23% 

8% 

2005 
(n=484) 

2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n-547) (n-553) (n=599) (n=572) (n=571) (n=577) (n=575) (n=552) (n=I,687) (n-l,597) (n=I,080) (n=I,084) 

When you contacted The Clly was II ... ? 
B . ... : 2017 and 2018: Valid r.spondants who~ Tho City 01 Calga'Yln Iholast twolv. monms l 
2006 to 2015: Valid , •• pondonl. who fontaC!1iifOideiIj wilt> Tho City of Caloa'Yln the last twelve months 
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Satisfaction with Most Recent City Contact 

Very satisfied 

Somewhat 
satisfied 

Not very satisfied 

Not at all satisfied 

_ 9% 
80/. 
8% 
9% 

8% 

7% 
7% 
7% 

6% 
8% 

. 2017 (n=l,085) 

2016 (n=l,081) 

_ 2015 (n=l,602) 

_2014 (n=l,702) 

_ 2013 (n=616) 

Satisfied 

2017: 84% 
2016: 86% 
2015: 85% 
2014: 85% 
2013: 83% 
2012: 84% 
2011: 83% 
2010: 81% 
2009: 78% 
2008: 81% 
2007: 80% 
2006: 81% 

How satisfied were you with your most recent contact with The City? 
Base: 2017 and 2016: Volld .. 5PQndon15 who ~On!.tM The City of Calgary In the last twelve months I 
2006 to 2015: Valid respondents who tontocta or Galt wHh The City of Calgary in the last twelve months 

20 II OLl,"III','ol LII(l rlml ClhzunSitll!iohmUoti SUI 'tI II ', 45 

Tracking Attitudes Regarding City Service 
Delivery and Transparency 

City staff are courteous, helpful, 
and knowledgeable 

The quality of customer service 
from the city is consistently high 

The City of Calgary makes 
customer service a priority 

The City of Calgary prnclicos open 
ahd accosslble government 

........................ 92%w 
94% 
93% 
93% 
93% 

87% 
85% 
86% 

85% 

. 2017 

2016 

a 2015 

.2014 

- 2013 

Thinking about your personal dealings with The City of Calgary. your generallmpress/ons and anything you may have read, seen or 
heard, please tell me whether you agree or disagree with each of the following statements about The City? 
Base: Valid respondents (8ases vary) 
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Tracking Attitudes Regarding City Service 
Delivery and Transparency (continued) 

City staff are easy to get a hold of 
when I need them 

The City responds quickly to requests 
and concerns 

The City uses input from Calgarians hi 
decision-making about City projects 

ItlOH& 

1111111111111111111111111111 77% 
79% 

78% 
79% 
80% 

••••••••• 68%-J-
74% • ___ .. _____ 75% 

and services Not asked prior to 2015 

The City allows citizens to have 
meaningful Input Into decision-making 

1111111111111111111111 65%-J-
69% • _______ 1IIIi 72f. 

Nor asked prior to 2015 

. 2017 

2016 

. 2015 

.2014 

;' 2013 

Thinking about your personal dealings with The City of Calgary, your general Impressions and anything you may have read, SHn or 
heard, please tell me whether you agree or disagree with each of the following statements about The City? 
Base: Valid respondents (Bases vary) 

City Communications 
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The Amount of Information Received 

~ _ Just the right amount 

"'Toolillie 

~Toomuch 

Jusl the right amount 50% 
ToolltUe 48% 

Too much 2% 

69% 
64% 62% 61% 59% 

56% 57% 55% 54% 
51%~ 

40% 39% 37% 36% 36% 
33% 33% 32% 30% 

43% 44% 

4% 3% 3% 3% 4% 3% 2% 2% 2% 2% 2% 2% 1% • , • , • , 
. ~ , • ,..- ' , , , 

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 
(n=995) (n=987) (n=990) (n=991) (n=985) (n=986) (n=992) (n=985) (n=990) (n=2,431) (n=2,440) (n=2,487) (n=2,474) 

In your opinion, do you currently receive too much, too little, or just the right amount of information from The City? 
Base: Valid respondents 

201' Qunhly of lIifJ IIIxl Clll:~-(Jn SlIMfnclloll Surv"v ~\9 

Note: A "NET" Is a 
comb)noUon of Z or mor. 

monUons thot covor. 
spoctnc thomo 

Top Areas for Information from The City 

Budget & Spondlng (Not) I!!!!!!!!!!I~ 36% 
T""~'" governm .. H spenaln9_ 33% 

Infrastructure, Traffic & Roads "N.,) 32% 

Roads 

Construction 6% 

Infraslructure (unspecifled 5% 

Planning & Development (N~~~ ...-16% 
Planningl future grQW\h !m 

Land use p lanning! d .. velopmenl 4,4 
TaxatlonJNat) _ 16% 

Taxesl taxation (unspecified) 10% 

Property taxes 

TE'~!t l'!.iJt) 15% ___ _ 
Transit 

Transportation (unspecified)_ ~-.--------.--------
Government.(Nal) 12% 
Recrea~on j N.t! __ !m 

~~creationlleisure cenUCs! p;Ogrtl~s . • n£ 
Commu nlly & Soc.!!'1 Services INot) _ 9% 

CUy· Services (Not) _ 8% 

Crime, Safety & Pollclng (Nol) _ 8% 

- Medfa, Net) • 6% 

Environment & Waste Manag,ement (Net) . 5%" 

~tyl public art displays • 5%_ 

Total mentions <3% 
are not shown 

What are the top three areas where you would like The City to provide more Informallon? 
Base: Valid respondents who say they receive too little or just the right amount of Information from The City (n=2,172) 

+41' 

+51' 

+61' 

+41' 

+41' 

-3-1-
-2 

-2-1-
,2 

+1 

+1 

+61' 

-1 

+1 

+31' 

+1 

+1 

+21' 

+51' 
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Satisfaction with the Overall Quality of City 
Information and Communications 

Very satisfied 

Somewhat 
salisfled 

Not very satisfied 

•••• 18% 

•••••••• 1 _65%' 

1 3% 
2% 

66% 
60% 

. 2017 (n0 2,482) 

Not at all satisfied 2% 

2016 (n0 2,489) 

_ 2015 (n0 2,441) 

.2014 (n=2,437) 

. 2013 (n=999) 

2% 
2% 

And how satisfied are you with the overall quality of City Information and communications? 
Base: Valid respondents 

Satisfied 

2017: 84% 
2016:85% 
2015: 82% 
2014: 83% 
2013: 87% 
2012: 84% 
2011: 83% 
2010: 7!i% 
2009: 76% 

lOll OunlllvtJl Llro ni le! C:1 1 114J11Stlh~fnr.llon Slttvu\" 51 

City Trust & Reputation 
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Ipsos Reputation Model 

A Model of Reputation 
Advocates endorse your reputation and help to 
pull others up the reputation pyramid 

Trust is built by consIstently delivering on 
your promises 

In general. famIliarity breeds favorablhty 

Familiarity IS the bedrock of 
reputatIon 

Without awareness there is no 
reputation 

BuildIng a strong reputation helps an organization 
perform more effectively In the present AND builds a 
reservoir of goodwill to draw upon In future crliies 

:101/ OUlJhlv of lJJu 11M eM/on Snt(l.t~H;:ttoIlSl.Mlln'l 53 

Familiarity 

Very well 

Somewhat well 

Just a little 

Heard of, but know 
almost nothing 12

% 

Never heard of it 11 % 

16% 

27% 

54% 

Taking into account all the ways you have learned about or had contact with THE CITY OF CALGARY, how well do you feel you know THE 
CITY? 
Base: Valid respondents (n=1,500) 
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Favourability 

Very favorable 

Mainly favorable 

Neutral 

Mainly unfavourable 6% 

Very unfavourable 1 2% 

20% 

45% 

28% 

Unl avoumblO: 
8%' 

I 'RooMing I 
r"k/ng'nro Iccount lJ lI of the things which you think are importan', how faVQfable or unfavourable is your overall opinion or lmpttlsslon 

orTho Clly of Calgary? 
Base: Valid respondents (n-1,500) 

lUll OIJ,dl'yot 1.110 fltld e.1170n SlIll'Ifnctlf)nSwVO'f 55 

Trust 

Trust a great deal 28% 

Trust a little 34% 

Neutral 23% 

Distrust a little • 11% 

-Distrust a great deal 4% 

Again, ta"'ng Into account all of the things which you think are important, how much do you 'rust or distrust The City of Calgary? 
Base: Valid ,espondants (n- 1,5OO) 

lOll OtUthlv ot Lllu nnd Clil/on Sallr.lrtc..tlon SUI 'lUi' 56 
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Advocacy 

Speak highly without 
being asked 

Speak highly if 
someone asked me 

Neutral opinion seeing 
both positive and 

negatives 

1 1% ~. ] 
Critical If someone 

asked me 

Critical without being 
asked 

11 10

% ] 

1 3~/o 

Don't know enough to II 0 

have a strong opinion 12. Yo 

42% 

Again, taking Into account all of the things which you think are Imporlant, how much do you trust or distrust The Cltll of Caillary? 
Base: Valid respondonts (n=I,500) 

201 ( Q LJal4t'f (If Lifo (II'" CIIIl.On Snll",rOr;.lICln Survoy 57 

Very satisfied 

Somewhat satisfied 

Somewhat 
dissatisfied 

Very dissatisfied 

Perceptions About City Performance 

••• 116% 

1 4'10. 

4'/. 

10% 

19% 

22% 

Satlslled : 
Adrmll <lllf~ 77% 
CoutlCl1 Dilly G!:l%, 
Adllllnlstrtltl()11 Ollly 81% 

65% 

. Administration & Council 

• Council Only 

. Admlnistratlon Only 

Taking everything Into account, how satisfied or dlssallsfled are 1I0U with tho wall Tho City of Calgary including Council and City 
Administration as a who'e· (s going about running our City? Are you .. ,? 
Base: Valid raspondents 

201' OUIJh1yot IJlu fin'; CtiITAn Snll'.lfm:hClllSlU~tW 58 
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2017 Highlights 

2017 Highlights 

o Perceptions about the quality of life In Calgary remain strong, and declining quality of life 
metrlcs have now stabilized. 

• "Infrastructure, traffic and roads" remains In the top position on the 2017 Issue agenda, 
while "transit" continues to hold second place, and "crime, safety and policing" remains 
third . 

.. Overall satisfaction with the level and quality of City services and programs is strong, 
although statistically significant decreases are observed for a number of specific 
services. 

G Affordable housing, transportation related services, social services, and the Calgary 
Police Service surface as the top areas where the public would like to see Increased 
Investment. 

G The perceived value of property tax dollars continues a downward trend this year, and 
Calgarians remain split in their preference for tax Increases versus service cuts. 

o The City of Calgary continues to perform well on the environmental front and sees a gain 
with regard to environmental programs and services. 

8 Overall perceptions about The City's customer service delivery holds strong, although 
perceptions of specific aspects of service delivery, transparency, and citizen input, are 
less positive than In 2016. 

o Overall satisfaction with City communications remains strong, although more Calgarlans 
- close to one-half - say they receive "too little" Information from The City. 

lOll Ounlrlyor lIro find Cilil(JfI SIlII~"ICrll)nSur~rrv 60 
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