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Methodology

« Telephone survey conducted with a randomly selected sample of
2,500 Calgarians aged 18 years and older between August 16'"" and
September 10%, 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 age/gender 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 13.6)
- Southeast: n=583 (MOE +4.1)
- Southwest: n=707 (MOE +3.7)

» The sample size per ward ranged from n=156 (MOE 17.9) to n=210 (MOE 16.8).

< Where possible, results are compared to previous iterations of the Citizen
Satisfaction survey.
= A indicates number is significantly higher than 2016
=  indicates number is significantly lower than 2016
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On a scale of 1" to "10” where “1" represents “very poor" and “10" represents "very good,”
how would you rate the overall quality of life in the city of Calgary today?

e radlcy Overall Quality of Life in Calgary

Good
2017: 85%
2016: 83%
2015: 86%
2014: 87%
2013: 88%
2012: B8%
2011: 83%
2010: 78%
2009: 76%
2008: 69%
2007: 67%
2006: 77%

Late Fall 2017
B2%
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e sy Perceived Change in the Quality of Life

| «=Worsened «—Stayed the same =$=|mproved |
Late Fall 2017
Stayed the same  43%
Worsened  38%
Improved 18%
61%
568%
51 = 49%  49%
o o
45% 47% & WS 4% CL as%  45%
41% L N
i - .
e e 35%
V ' 2 31%
N i 35%

20%

18% 8%  17% 18%  20%T

12% 12 1%

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017
(n=099) (n=071) (n=978) (n=987) (n=991) (n=988) (n=087) (n=087) (n=094) (n=2,419)(n=2,417)(n=2,479)(n=2,484)

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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@ ol Sustainability: Connectedness

Late
‘ &
| wCompletaly Agree (10) = Agree {9, 8 or 7) ®Neutral (6 or 5) = Disagres (4, 3, 2 or 1)|
2ov T % sow
e 0%
1 am proud to be a Calgarian 2015 : AT% 90%
2014 42% [1¥n 48% 91%
2013 45% | AT% 92%
2or7 T sl oan
2016 TR 54 88%
| am proud to live in my =
neighbourhood 2015 » 55'% B6%
2014 6% 86%
2013 ! 54% 88%
2017 2 42% 30% 28%

2

. 2016
| am regularly involved in
neighbourhood and local 2015

community events 2014

2013

" 0%

36% 32%

Next, I'm golng 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 a scale from 1 to 10, where “1” Is “completely disagree” and “10" Is “completely agree.”

Base: Valid respondents (Bases vary)
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Sustainability: Making a Life
. . .
and Making a Living
Late
Fall
"
[ s Completely Agree (10) = Agree (9, 8 or 7) m Neutral (6 or 5) m Disagree (4, 3, 2 or i)] 2017
2017 81% 82% 81%
2018 62% 82%
Calgary is a great place
to make a life 2015 62% 84%
60% 85%
2013 56% 89%
68% 68%
65%
Calgary is a great place
to make a living 80%
86%
90%
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 a scale from 1 to 10, where “1" is "completely disagree” and "“10” Is “completely agree.”
Base: Valid respondents (Bases vary)

20172 Qunkity of Lite s

Sustainability: Inclusivity and
Direction for the Future

Calgary [#8
Lale

79%V 76%

[ u Completely Agree (10) « Agree (9, 8 or 7) mNeutral (6 or 5) m Disagree (4, 3, 2 or 1)

2016 B{)% 14% 5% YA

The City of Calgary municipal
government fosters a city that 2015 19% § 81% 80%
is inclusive and accepting of all - ~Edre
2014 19% 62% 81%
Calgdairy Is‘ moving In the rggh': .
rection to ensure a hig P 3
quality of life for future 2015 56% 66%
generations -
PIIEN  14% 64% 78%

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 using a scale from 1 to 10, where “1" 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?

I 2o i
— =200 Agree
Strongly agree 33% 2017: 84%¥
35% 2016: 86%
. g 82%
7 | B 2014 0% .
[Ty L Y 5T, 2013: 90%
Somewhat agree 54% 2012: 89%
54% 2011: 86%
50%
. 1%
' = 9%
Somewhat disagree 8%
8% #2017 (n=2,489)
8% #2016 (n=2,485)
W 5% 82015 {n=2,442)
4% %2014 (n=2,433)
Strongly disagree 4% ® 2013 (n=1,000)
: 3%
2%

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 right track to be a better city 10 years from now.

Base: Valid respondents

NSy

2007 Quality of Lils

M Tracking Percc;ivea Safety in

S atdlkd Own Neighbourhood

-~ Safe
=@=Unsafe
y v v v - v ’
> ‘ v v v 0%  B5%  B4% g3y 84% i
% e < g % 8
v
T
6% _m
7% 2% - 155
5%  16% 7% qgn  19%T

2012 2013

2008 2009

2005 2006 2011

2007 2010

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

2017 Cualityod Lile and Cilzon Satisinotion Survey

2014

2015
(n=998) (n=998) (n=999) (n=998) (n=999) (n=993) (n=1,000) (n=999) (n=998) (n=2,446)(n=2,450)(n=2,494){n=2,495)

2016 2017
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|_mVery good

bad =Verybad |

Somewhat good =S

Jul-17
apr17 B
8%

Canada

Jan-17
Aug-16
Nov-15

Jul-17
Apr-17
Calgary Jan-17
Aug-16

Nov-15

Jul-17 A
Apr-17
Jan-17
Aug-16
Nov-15

Alberta

18%

]
a

20%
.

48%
A65E
a2%

40%

T

45%

A4%

How would you describe the current economic situation in...?

Base: All respondents (n=500)

2017 Quality of Life and Crtizen Satinfactiol

3%
32%

e

4 Statistically higher than Apr ‘17
¥ Statistically lower than Apr 17

Current Economic Situation (Citizens)

556%™

s

o

5%
%
68%
61%

29%
30%
38%

51%"
T1%"
76%
1%
68%

48%1
28%*
23%
22%
31%
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Cﬁalgy g4  Current Economic Situation (Businesses)

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

Calgary Alberta Canada
u Very good Somewhat good m Somewhat bad ® Very bad mDon'L know
Base: All respondenls n=320
2017 Quality of Lile and Citizen Salisfaction Survey 13

Good or Bad Time for The City to Invest in

e atdlid New Projects (Citizens)

Very good time

39% Good time:

Jul 2017: 81%
Apr2017: 77%

Jan 2017: 74%
Aug 2016: 76%

Somewhat good time 42% Nov 2015: 75%

Somewhat bad time 13%

8%
Apr 2017: 22%

Jan 2017: 25%

1 Aug 2016: 24%

Very bad time I 5% Nov 2015: 24%
Don't know | 1%

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)
2017 Quality of Life and Citizen Satislaction Survey 14
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Good or Bad Time for The City to Invest in

#8) . , .
New Projects (Businesses)

Calgary

To what degres do you think that now I a good time or a bad time for The Clty of Calgary to be
Investing in new projocts like roads, public ransportation, and local facllities?

75%

®Verygood time = Somewhatgoodtime  #Somewhatbad tme  ®Verybadtime  ®Don't know

Bese: All respondents n=320

2000 Quahty of Lifo and Citliean Salinlacotion Survay

Businesses
Businesses

52% 39%

70% % M 70%

S ahbaeman)

Citizens

| The City of " A g | t have that

Calgary to make the \ v R The City of Calgary 1s

right decisions to help Ea § h working closely wilh the

our city through this | private sector to

economic downturn, ! | ' development investment
solutions that will

strength our city's

2017 Qunlity of Life ned Citteon Satislaction Sutviy
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Issue Agenda
[ m First Mentlon = Other Mm“nm]
Infrastructure, Trafflc & Roads (NET) % 35%

Traffic congestion [EE33 10%
Infrastructure maintenance/ improvement/ development m 5%
Road condilions (B3 7%
(Laick of) snow removal EF 4%
Transit (NET) IFESENG% 19%
Public Transportation [incl. buses/ C-train/ poor service] EEHE 11%
Transportation (unspecified) TE3 7%
Crime, Safety & Policing (NET) IEZBH% 13%
Crime [incl. breaking and entering/ gangs/ drug dealers.etc.| ﬂ" 7%
Public safety [ 6%
Taxes (NET) [FH! 8%
Recreation (NET) T3 7%
Environment & Waste Management (NET) 83 7%
Economy (NET) [ 6%
Budget & Spending (NET) T 6%

i Total <4%
Education (NET) [’ 6% O?WH;,iI‘ItL%I‘I,i nd,é -

Homelessness, Povarty & Affordable Housing (NET) B3 5%
Growth & Planning (NET) B} 4%

Note: A “NET" Is a combination of EmEE
2 or more mentions that cover a Other 25%
specific theme None [N 15%

ange
2016 — 2017

In your view, as a resident of the city of Calgary, what is 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 important local issi
Base: Valid respondents (n=2,441)

201¢ Quality of Life and Cihzen ction Survoy

ues?
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Tracking Most Important Issue Facing Calgary

First Mention Only

=e=Infrastructure, Traffic & Roads
== Translt

=&@=Crime, Safety & Policing
=dir-Economy

Calgary |#3¥

9%

i
0% 0% 0% 2 1% 0% 0% 0% 0% 2% % A%

; = A—k
2005 2008 2007 2008 2009 2010 2011 2012 2013 2014 2015 2018 2017
(n=926) (n=924) (n=953) (n=919) (n=900) (n=908) (n=896) (n=878) (n=2,176) (n=2,395) (n=2,449) (n=2,431)

In your view, as a resident of the city of Calgary, what is the most important issue facing your community, that is, the one Issue
you feel should receive the greatest attention from your local loaders?

Base: Valld respondents

2007 Cronity o1 Lito and Clizon Satisfaation Survay
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Overall Satisfaction with the Level and Quality
of City Services and Programs

Very satisfied - 10 . 8% Satisfied

2017: 79%
' sagtod: I
79% 2015: 80% 73%V

2014:79%
2013: 84%
7 [ = 2012: 81%
2011: 75%
6 - 10% 2010: 71%
2009: 6%
5 7% 2008: 64%
. ’ 2007: 64%
4 I 2% 2006: 68%
3 | 1% -
Not Satisfied:

2 0%

Not at all satisfied — 1 I 1%
On a scale from “1” to “10” where “1" represents “not at all satisfled” and "10” “vei fied,” how

satisfled are you with the overall level and quality of services and programs provlded by The City of Calgary?
Base: Valid respondents (n=2,486)

2017 Guality oF Lifo and CRIz0N S Betiof Sutvay

Importance of City Programs and Services

Change
= —_— 2016 — 2017
| = Very important = Somewhat Importanl_] =
Calgary Fre Dopartment [T . 100% -

3 100% +1

Calgary Police Service

Bacid

City operated roads and infrastructure 6% 98% -

Road maintenance including pothole repairs : 24% 98% -
Snow removal 19%  97% -

Traffic flow management _ 19%  97% -

Transportation planning 2% 9% -1

Calgary's parks, playgrounds and other open s 2 97%
spaces S/ 2% o

Disaster planning and responso | EE AN 220 o7 +

1 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: Valld respondents (Bases vary)

2007 Qudity of Life and Cill wtian Survoy
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Importance of City Programs and Services
{continued)

Calgary |[#a¥

% Important -
= Change
2016 — 2017

| wVery important ~ Somewhat important |

Social services for individuals such as seniors br BE %
or youth 7% 18%  96% 1
Calgary Transit including bus and CTrain  718% ' 16%  94% 4

service

Affordable housing for low-income families 27%, 94% -1
Residential Biue Cart recycling WG e ®
ity growth managoment | ECNY 545411 s -

92% +
+1

34%
City land use planning 55% 37%
G rand regon PSS s s
Property tax assessment 2% 92% 2¥
Calgary's pathway system 5% 92%
Spring road cleaning &2
8676

1 am going to read a list of programs and services provided to you by The City of Calgary.
Please tell me haw important each one Is fo you.
Base: Valid respondents (Bases vary)

2017 Qiblity of Life ond Citlran SalisfactinnSuiviay

92%

90%

Importance of City Programs and Services
(continued) }

Change
2016 — 2017
wVery Important  * Somewhat Impor(antJ

pormits B5Y% 34% 89%

Protection from river flooding 82% 26%  87% -
Community services such as support for \ T 0 ¥
e ity iatlons & not for profit groups ke, 6% 87% 1
City operated recreation PROGRAMS such as Tne .
swimming lessons 2EH - 85% 1
Bylaw services for things such as noise =
complaints, fire pits and weeds 40% I 84% e
Animal control services for stray animals and 3 7 =
pet licensing A 42% 82%
Support for arts and culture including festivals .' A42% 80% -1
City of Calgary website 41% 7% +1

Downtown revitalization I 44% 7% +2
On-stroet bikeways ’l' 30% 55% -1

1 am golng to read a list of programs and services provided to you by The City of Calgary.
Please tell me how important cach one is to you.
Base: Valld respondents (Bases vary)

2017 Quality'of Life and Citlzdan Sotislietion Survay
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Satisfaction with City Programs and Services

% Satisfied
Change
2016 —2017

[ mvery satlsfl " isfled |
S — e o
9-1-1 78% 20% | 98% .

The quality of drinking water 23000 94% -

Calgary’s parks, playgrounds and othirp:g(:: 2% 94% -
Calgary's pathway system 50% 44% 94% -1

Disaster planning and response &)% 94% -1

Residential Blue Cart recycling 29% 9% -

311 service 0% 93% -

City operated recreation FACILITIES such as - 7 ; 2
pools, leisure centres, and golf courses 41/ m 93%
Spring road cleaning 46Y% 4677 92% 24
City operated recreation PROGRAMS such as AW J
swimming lessons 25 B4% 2% 1
Community services such as support for 26 66% 92% 2

community associations & not for profit groups

1 am going to read a list of programs and services provided to you by The City of Calgary.
Please tell me how satisfied you are with the job The City is doing in providing that program or service.
Base: Valld respondents (Bases vary)

2007 Quality of Life nnd Sitkzon Satislaotion Suvay

Satisfaction with City Programs and Services
(continued)

% Satisfied e
ang

e
2016 -2017

s

Calgary Police Service 55% 26% 91% -3y

Animal control services for stray animals and ‘ o K

pet licensing 4189 0% 91% 24

Business i and inspections |IEER 7% 91% A

Protection from river flooding , S0 89% w1

Development and building inspections and sy -

permits 21% | B2% 89%
City of Calgary website _ 559 88% -1
Social services for individuals such as seniors 5ad I o

or youth 4%, 87% i

Downtown revitalization B5% 86% 2

City operated roads and infrastructure 24% B1% 85% -
Bylaw services for things such as noise 30% LA 84% XS

complaints, fire pits and weeds

1 am going to read a list of programs and services provided to you by The City of Calgary.
Please tell me how satisfled you are with the job The Ciy Is doing in providing that program or service.
Base: Valld respondents (Bases vary)

2017 Quality of Life anid Citizan Satinfacthon Suraly
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Satisfaction with City Programs and Services

{continued)
% Satisfied
Change
2017

2016

Calgary (&

ieflad P + --»..]

uVery

83% -1

[
City land use planning 19Y% y

Support for arts and culture including festivals % S 8% -6V

Calgary Transit including bus and CTrain = = _
: service —- 51% 82%
Transportation planning i 60% 80% +2
City growth management v P 80% %
Property tax assessment [IPEL _ 58% 79% +61

Snow removal , A7% 75% -4y

Road maintenance including pothole repairs = 51%. 73% -5V
Affordable housing for low-income families [EERM 5 72% +2
| 68% -1

Traffic flow management BRESZ h i
On-stroet bikeways m 45% 64% *1

1 am going to read a list of programs and services provided to you by The CHy of Calgary.
Piease toll me how satisfied you are with the job The City is doing in providing that program or service.
Base: Valid respondents (Bases vary)

LO1/ Qually ar Lile and Cilizen Satislaclion Survesy

Investment in City Programs and Services

Change
[ =More #Same uless ]
Affordable housing for low-income famllles 3w D 1
e T wereiig % 3
o ot amvorsor youun I 7% 2
k

et low managemant _—_
Road maint including pothole repairs 55% 43%
Gatgary ot sorce TR 25§
Transportation planning 43% )
Snow removal 45% 2
City operated roads and infrastructure [N 7% 2
Calgary's parks, playgrounds and other R £ ;
open spaces 58% ) 31

Calgary Fire Department 38% 81%

Protection from river flooding 54%.

1 am goling to read a list of programs and services provided to you by The Ciy of Calgary.
Please tell me if you think The Clty should invest more, less or the same amount on the program or service.

Base: Valld respondents (Bases vary)

2017 Quaslity of Lifo ona Ciizen Satialnetion Survey
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Investment in City Programs and Services
(continued)

Calgary |*&

Invest More

Change
2016~ 2017

] = More Same mless ]
Gy cparad mcisoion FACILITIES suchas 57 4
o1 [N 64% i .
City growth management 55% 1% -2
The quality of drinking water 32% 67% : +1
Disaster planning and response 32% 64% z -1
Community services such as support for 59% 1% 1

community associations & not for profit groups

City operated recreation PROGRAMS such as 00, =
swimming lessons 610 5528 2 2

Calgary's pathway system 27% 65% =
+z
3

Spring road cleaning 23% 71% 6%, +31

Downtown revitalization 26% 56%

City land use planning 25% 67%

w
=]
=

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

2017 Quality of Life and Citizen Salisfaction Survey

Investment in City Programs and Services
(continued)

Calgary |#3

Invest More

= More Same 201652017

|
23% 63% +an

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

Support for arts and culture including festivals

N
el [
- 33

Development and building inspecti%r;smiag 22% 71% 19 o
Business licenses and inspections 70% 10% +2
On-street bikeways [BEEL] 37% e
Animal control services for straypaer:iﬂglﬁsai:g 71% N
Residential garbage collection service 76% 29
City of Calgary website 70% 13% +1
311 service 6% 8% -
Property tax assessment m 70% -2
Residential Blue Cart recycling 76% -6

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

2017 Quality of Life and Cilizen Satisfaction Survey

29/01/2018
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Importance vs. Satisfaction Grid

2017.Qaakity of Lifo hid

ST

Chtlzon Satisfaction Sutvey

Primary Weakness Primary Strength
Fire
Police Service 9-1-1  Department
Rosidontial -
Road . _Roads and Garbage . 83:'.{.'{.; fw“.r
ralific Flow Maintenance M W [of ]
'III'I agemant Snow Removal @ - 'Y,nmroﬂu\lon ® Parks, Playgrounds
lsnning mSocial & Open Epaces Mﬁ
isaster Plannin
Af:'ordahl- c Ll Responsa ﬂ
ousing & algary Transitm
s”"é‘,ﬂ‘,ﬁ;g ® Blue Cart Recycling
Property Tax Assessmont @ ® City  mLand Use u _m Calgary's Pathway Systom
A S
) ®311 Service
8 HDevelopment and Bulilding
E Inspections & Permits
Protaction from m m Community Services
8_ River Flooding H
E L.'Buﬂnul ¥ ® Recreatlon Programs
5 | Bylaw Services i | m':;’;’c:l'oﬁ
| mAnimal Control
Services g
Support for
Arts { gzl(um
) W City of Calgary Webalte
Downtown
75% Siidary Wenh Rovitalization
Sec: a
65% y 86% Secondary Strength
Pleane note "On-street bikeways" is plofted
at (4% b r" TG Satisfaction
not Hustratod on this graph.

29/01/2018
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Tracking Perceptions About Overall State of
Calgary’s Environment

o o~ v
— > = g 9'5';, 97% 97%
> & VT g 92% 9% 93% o
88% a5% 88% sod
2017: 43%4
—-Good 2016: 48%
’ 2015: 41%
=&@=Poor 2014: 41%
2013: 41%
2012: 35%
2011:31%
2010: 29%
2009: 23%

o 2008: 24%
12 " a2

9% 8%
b TR T gy 6% L, 6%t

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017
(n=098) (n=998) (n=099) (n=998) (n=098) (n=999) (n=996) (n=999) (n=1,001)(n=2,449) (n=2,448) (n=2,498) (n=2,492)

v g
94% 94%¥

&
92%

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

2007 Craniglity of Lo e Cillzah Snlsfactin Survey

Satisfaction with The City’s Environmental
Programs and Services

I 35% Satisfied
28% :
Very satisfied 25% 2017: 89%MN
27% 2016: 86%
2015: 85%
% Satisfled: 2014: 67%
LA 4
54% iait 2013: 86%
Somewhat 58% 2012: 83%
satisfied 61% 2011: 80%
51% 2010: 78%
00%: | 2009: 80%
- 2008: 61%
W;m 2007: 63%
isfi 2006: 68%
Not very satisfied 111";2{. 22017 (n=2,478) o
12% w2016 (n=2,472)
82015 (n=2,429)
2014 (n=2,405)
.2{7“ #2013 (n=991)
Not at all 2 o/"
et b
satisfied 2%
U 2%

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

2087 Cuality of Lite and Ciltzen Satlslnbtion Survey

29/01/2018
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Calgary |#8

2007 Cuntity of Liteandd Gitlzen Satalnedion Survay

-
. 5%
8% Knowledgesblo
Very knowledgeable 9% 2017: 59%
10% 2016: 57%
59%" 2014: 61%
i 2013: 62%
Somewhat 48% 2012: 60%
53%_| 2010: 60%
2009: 63%
I 1% 2008: 59%
Not very 32% 2007: 60%
34%

knowledgeable 30% 2006: 61%

31% ®2017 (n=2,494)

« 2016 (n=2,494)

[ :g: 2015 (n=2,442)

Not at all 9% %2014 (n=2,440)

knowledgeable . 9% #2013 (n=999)
%

Thinking about how The City of Calgary government is run, and what services it provides, would you say you are very,
somewhat, not very, or not at all knowledgeable about how City tax dollars are spent?
Base: Valld respondents

2007 Quality of Lites and! Citizon Sal Staviy
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Tracking Perceived Value of Property Taxes

Late Fall 2017

v
espmGood Value Good value  55%
Neutral  29%

—«-Neutral Poorvalue  16%
=@=Poor Value
65% 65% 64% 63%
0% - 62% e ¢ o % 0w
'.J/ o v - @ <@
3%  36%  36% > 36%
w o o o n
afik 34% 34% 2.,: @ & - - 2‘1
9% a7y 21%  21%  21% 2%
. 17%
14% 13%

0% 1% 1% o% gy 9% gy 9% 10% M%

2006 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017
(n=074) (n=069) (n=975) (n=976) (n=960) (n=986) (n=979) (n=978) (n=988) (n=2,417)(n=2,414)(n=2,466)(n=2,467)

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

017 Quakity ot Lifo pnd Citiz

Salisfnction Survay

Balancing Taxation and Service Delivery Levels

Increase taxes
— to expand services - 21%

Increase Taxes: Lato Fall 2017
50%° A4l

Increase taxes
= to maintain services at current
levels

Cut services
- to maintain current tax level - 29%

28%

Cut Services: Latg Foll 2017
45%* 48%

Cut services
~to reduce taxes

None 5%

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
situation, which of the following four options would you most ltke The City to pursue?

Base: Valid respondents (n=2,459)

201 7 Quality of Lo anod Gitizen Sabnlnction Sutvey
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Tracking Balancing Taxation and Service Delivery
Levels: Increase Taxes versus Cut Services

=g=|ncrease taxes to maintain or expand services
Late Fall 2017
=@~Cut services to maintaln or reduce taxes TcTeace Tava oA

64% 65%
61%

27% 27%

2005 2006 2007 2008 2008 2010 2011
(n=975)

(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)

Cut services 48%

59%  59%  ©0%

2012 2013 2014 2015 2016 2017

29/01/2018

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 situation, which of the following four options would you most like The City to pursue?

Base: Valid respondents

2007 Quniity of Lito a0 Ciltzon Sy

! am interested in knowing how my

property tax dollars are invested in
various City services

Strongly Strongly
agree 50% agree 12%
Agree Agresa:
92% 60%"
Somewhat Somewhat
i1 - - S il
Late Fall
Somewhat [l &0 Agree Somewhat 25% Agree 2017
disagree 2017: 92% disagree 2017: 60%V 60%
! 2016: 93% 2016: 63%
2015: 93% 2015: 65%
2014: 93% 2014: 67%
Strongly § 20, Strongly 14%
disagree disagree
Please ind If you gly agree, agree, di: or gly gree with each of the following statements.

Property Tax Dollar Investment

The City does a good job of
providing citizens with information

about how their property tax dollars
are invested in various City services

Base: Valld respondents (n=2,488 / n=2,464)

2017 Quality of Lite and Cilizon Satiafaction Survoy
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o5 Tracking Past 12 Months Contact with
Sk The City of Calgary

o .
- - - 0,
e O er%  et%  68%  gey 89% s 66%  66%

% 5% 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=0998) (n=098) (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: Valld respondents

200 Quality of Liteand Clizon Satisfaction Suvoy,
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Satisfaction with the Overall Level and

el Quality of Customer Service

very satisfied - 10 [ 22%
Satisfied
o [ 15 2017: 78%
- 2016: 80%
s [ 25+ 2015: 80%
2014: 78%
6 . %
5 l 5%
4 l 3%

3 l 2% Not satisfied
107%
2 2%

Not at all satisfied - 1 [ 3%

On a scale of 1 - 10 where "1 rep “not at all and “10"” represents "vary satisfled”, how satisfled are you with the overall
level and quallty of customer service provided by The City of Calgary?

Base: Valid respondents who contacted or dealt with The Clty in the last twelve months (n=1,649)

2017 Quirtity of Lifo und Citkzan Satisfaction Suivey

e alle] Tracking Type of Contact

=¢=Calling 311

=¢=Phoning The City at another number
4~ By Internet (Clty website, mobile app)
=@=Visiting a City office or facillty 65%

52%

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017
(n=484) (n=547) (n=553) (n=509) (n=572) (n=571) (n=577) (n=575) (n=552) (n=1,687) (n=1,597) (n=1,080) (n=1,084)

When you contacted The City was it... 7

Base: 2017 and 2016: Valid respondents who The City of Cal?uy in the last twelve months /
2006 10 2015: Valid respondents who with Tha City of Calgary In the last twelve months

2017 Quality of Lite and Citizon Satisfaction Survey

29/01/2018

22



29/01/2018

I raakey Satisfaction with Most Recent City Contact

6001 Satisfied

50% 2017: 84%

Very satisfied 56% 2016: 86%

% Satisfied: 2014: 85%

- 84% 2013:83%

— . |0

Somewhat 27% :g:f :;0;0

R 29% 2 2

satisfied - 30% 2010: 81%

25% =] 2009: 78%

2008: 81%

[ 89;41 2007: 80%

. L)

Not very satisfied 8% 82017 (n=1,085) 2200815
s'“;z’ 2016 {n=1,081)

#2015 (n=1,602)
- 82014 (n=1,702)
7%

4 #2013 (n=616)
Not at all satisfied 7%
6%
8%

How satisfled were you with your most recent contact with The City?
Base: 2017 and 2016: Valid respondents who ta The City of Calgary in the last twelve months /
2006 to 2015: Valid respondents who conta or dealt with The City of Calgary in the last twelve months

aingd Cltizion Salls

Tracking Attitudes Regaraiﬁg City Service
Delivery and Transparency

[ 027%
8%l

94%

City staff are courteous, helpful, 93%
. knOWIedgeable — 23%
ey 93%

_ 84%¥
Late Fall 2017

87%

The quality of customer service 85% 70%
from the city is consistently high 86%
85%

1 — 52>V

The City of Calgary makes :451? 22017
customer service a priority _ 87% 2016
87% 82015

u2014

_ 79%4/ #2013

The City of Calgary practices open
Prior 1o 2015 The Cily of Ca o
ity P"’Oﬂ‘"}‘l s %

sendce an importa

Thinking about your personal dealings with The City of Calgary, your g Impr and hing 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 (Bases vary)

2008 Cunlity ol Lo sn
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Tracking Attitudes Regarding City Service
Delivery and Transparency (continued)

[E—————n

Late Fall 2017

City staff are easy to get a hold of 7;;.,% 73%¥
when | need them 79%
2%
=S X4 Lato Fall 2017
The City responds quickly to requests 77890//" 1%
o
and concerns 709%
80%
. I Lata Fall 2017
The City uses input from Calgarians in 74% B4%N

decision-making about City projects [ 75%
and services Not asked prior to 2015

[ VTR ot Foi 2017 w201y
62%

The City allows citizens to have 69% 2016
ingful input into decisi ing IR ——— 72% %2015
Not asked prior to 2015 22014

12013

Thinking about your personal dealings with The City of Calgary, your general impressions 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 (Bases vary)
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The Amount of Information Received

Late Fall 2017
Jusl the right amount  50%

~Just the right amount

~&-Too little Too littie  48%,
«=¢=To0 much Too much 2%
69%
64% - 2% 65% 65% v
o 9 . <
o o B 5, 5T% = v W57 mEy g
. &) y ) %ok
> ¥ G, 5%

g

47
3%  M% "
0 0
32% BB WK o0
M 3% 3% 3% A% 3% gy gy, 1% 2% 2% 2% 2%
¢ & % * o g <& S + % + +

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2016 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: Valld respondents

2017 Guniity of Lifo nnd Citkzen Satstol

Top Areas for Information from The City

Change
2016 — 2017

Budget & Spending (Not) [N 36% )
Bep0iER Taxes/ government spanding - | 33% +51
Infrastructure, Trafflc & Roads (Net) |G 32% 61
Roads | 13% N
Construction = 6% +41
Infraslructure (unspecifled) | 5% . B
Planning & Development (Not) [N 16% -3y
Planning/ future growth [ 9% 2
Land use planning/ development A% -2¢
Taxation (Net) [N 16% -2
Taxes/ taxation (unspecified) 10% =
Property taxes 5% -
Transit (Net) [ 15% y +
Transit © = 7% +
Transportation (unspecified) = 7% : -
Government (Net) [ 12% +61
Recreation (Net) [l 9% =1
Recreation!/ leisure centres! programs. [l 7% +1
Note: ANET" 153 c y & Soclal Services (Net) [l 9% 31
combination of 2 or more City Services (Net) [l 8% .
ol i Lk Crime, Safety & Policing (Net) [ 8% are not shown +
Media (Net) [l 6% +
Environment & Waste Management (Net) [l 5% 21
Cityl/ public art displays [l 5% +510

What are the top three areas where you would like The City fo provide more Information?
Base: Valid respondents who say they recelve too little or just the right amount of Information from The City (n=2,172)
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Satisfaction with the Overall Quality of City
Information and Communications

Calgary %)

_ 18% Satisfied
) 20% 2017: 84%
Very satisfied 22% 2016: 85%
24% 2015: 82%
30% I 2014: 83% Late Fall 2017
5% v 2013:87% s
- 66% 2012: 84%
szr;lgz:l:; 60% 2011: 83%
59% 2010: 75%
57% 2009: 76%
. 3%
12%
Not very satisfied 15% #2017 (n=2,482)
15%

. 2016 (n=2,489)

2015 (n=2,441)

I;;Zo 82014 (n=2,437)

Not at all satisfied [J 2% EETIR )
2%
2%

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

2007 Cuntity of Life and Citizan Satistnction Suvay

Calgary |%8*
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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

Advnoagy

Trusi

your promises

In general, familiarity breeds favorability

Familiarity is the bedrock of
reputation

-
Without awareness there is no
reputation

Favorability

Famlianty

Awaronoss

R

‘ Bullding a strong reputation heips an organization
perform more effectively in the present AND builds a
‘l reservoir of goodwill to draw upon in future crises

5

2017 Cruslily.e! Lis wod G atinlattion Sy

Late Fall 2017

Familiarity

very el - i
someWhat we“ _ 54“/“
Just a little - 16%

Heard of, but know I 2%

Familiar:
94%

almost nothing

Never heard of it I 1%

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)

29/01/2018
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Favourability

Very favorable - 20%
Mainly favorable - 45%

Favourable:

Neutral

Mainly unfavourable l 6

Very unfavourable I 2%

%
Unfavourablo

*Rounding

Taking Into account all of the things which you think are important, how favorable or unfavourable is your overall opinion or impression
of The City of Calgary?
Base: Valid respondents (n=1,500)

2007 Quatity of Lite and Cilizon Sifisfpotion Survoy

Trust

Trust a great deal

Trust
62%
Trust a little - 34%

Neutral

Distrust a little . 1%

Distrust a great deal I 4%

Distrust:
15%

Again, taking Into account all of the things which you think are important, how much do you trust or distrust The City of Calgary?
Base: Valid respondents (n=1,500)

ity of Lilo and Cilizen
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fey

Advocacy

Calgary

Speak highly without
belng asked

Advocates
33%

Speak highly if
someone asked me

Neutral opinion seeing

negatives

Critical If someone
10“/n
asked me Cnm S
Critical without belng 3%

asked

Don't know enough to 129%
have a strong opinion -

Again, taking into account all of the things which you think are Important, how much do you trust or distrust The City of Calgary?
Base: Valid respondents (n=1,500)

2000 Quality of Lifoond Citizoen SatmlactionSumvoy

. . Late Fall 2017
Perceptions About City Performance _
Very satisfied 1%
Satistied
- 16% Admin and Council
Council Only
64% Administration Only
Somewhat satisfied 58%
Somewhat
dissatisfied 22%
. 4% ® Administration & Councll
Very dissatisfied 10% » Councll Only
. &% u Administration Only
Taking everything into f, or are you with the way The City of Calgary including Councll and City
Administration as a whole - Is golng about running our Cify? Are you ...7
Base: Valld respondents

2017 Qualty of Lifo and Citizon Satisfaction Survoy
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2007 Gunlity of Lifo nod Citizen Satisfoction Suivuy

[ Eallcy 2017 Highlights

© Perceptions about the quality of life in Calgary remain strong, and declining quality of life
metrics 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.

@ 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.

© 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.

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

@ 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.

© Overall satisfaction with City communications remains strong, although more Calgarians
- close to one-half - say they receive “too little” information from The City.

2017 Quality of Life pod Ctizon Sotisloction Sury oy
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Ipsos Public Affairs

Ipsos
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