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Citizen Survey Methodology

• 400 telephone interviews were conducted from 
January 5th to 11th, 2010, with Airdrie residents 18 
years of age or older. 
• City-wide results provide a margin of error no greater 

than +4.8% at the 95% confidence level or 19 times 
out of 20.

Presenter
Presentation Notes
There was  a male/female split of 50% male and 50% female.



Average length of residence was 11.1 Years.



There was a 17% response rate and 53% refusal rate. 



Quality of Life

*Based on total mentions

Respondents were asked to indicate the most 
important issue facing Airdrie today. 
Top five mentions*:



 

Infrastructure, traffic, roads, train tracks, and construction (31%);


 

Rapid growth management (18%);


 

Snow removal (17%); 


 

Health care (not enough hospitals, doctors, clinics) (12%); and


 

Recreational facilities, parks, bike paths, dog parks (11%).
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The 2009 survey year saw a significant decrease in the proportion of respondents that mentioned infrastructure, traffic, roads, train tracks and construction (31% versus 54% in 2008).



In 2008 the top five mentions were:

Infrastructure, traffic, roads, train tracks, and construction (57%);

Rapid growth management (21%);

Health care (not enough hospitals, doctors, clinics) (18%);

Crime (drugs / community safety / lack of policing) (9%); and

Lack of facilities/services for kids, seniors and disabled (7%).
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2009 ratings remained comparable to those of the previous survey year.



Municipal Comparison:

Overall Quality of Life

The average quality of life rating of the compared municipalities was in the lower ninety percent range, with one municipality reporting ratings much lower than Airdrie’s rating. Airdrie was highest in this category.



Managing Community Growth and Development

This question was not found in all of the most recent municipality surveys.  Comparable results were found amongst communities that asked this question
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Respondent satisfaction with the quality of civic services was comparable to results from 2008.  The majority (83%) of respondents said the overall quality of services provided is good or very good.* 



Satisfaction with the efficiency of services provided by the City of Airdrie also remained comparable to results from the previous survey year.  Seventy-eight (78%) of respondents provided a positive rating. This includes 19% of respondents that rated the efficiency of services to be very good, a significant increase compared to 12% in 2008.*



Municipal Comparison

Overall Quality of Services

 Respondents to other municipal surveys provided satisfaction ratings for their communities’ service in the mid to high eighty percent and ninety percent ranges.  Airdrie is comparable with other communities.



 While respondents in one municipal survey provided a lower satisfaction rating than Airdrie, the average rating from all municipalities investigated was slightly higher when compared to respondent’s satisfaction for Airdrie services. 
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The proportion of respondents satisfied with Airdrie Emergency Services decreased slightly from the previous survey year (87% versus 90% 2008).



There was a significant increase in the proportion of respondents satisfied with the RCMP (86% versus 80% in 2008).



84% of respondents were satisfied with Airdrie Parks (comparable to 83% in 2008).



81% rated garbage collection as good or very good, up slightly from 77% in 2008.



When asked to rate the City website, 66% of respondents reported it was good or very good. This is a significant increase compared to the previous survey year (59% in 2008).
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In 2009, the proportion of respondents satisfied with Airdrie Recycling Programs remained comparable to the previous survey year (62% versus 61% in 2008).



New in 2009, Public Works was divided into Summer road maintenance and Winter snow and ice control. 

 There was a significant increase in the proportion of respondents satisfied with summer road maintenance (60%) when compared to Public Works in general in 2008 (42%), including a significant increase in the proportion of respondents that provided a rating of very good (18% versus 10% in 2008).



 Compared to ratings for Public Works in 2008, there was a decrease in the proportion of respondents satisfied with winter snow and ice control (38% versus 42% in 2008 when it was Public Works).



Satisfaction with Municipal Enforcement decreased significantly in 2009 (51% down from 58% in 2008). 



Satisfaction with Airdrie Transit increased in 2009 (37% versus 33% in 2008).





Satisfaction with City Facilities
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There was a significant increase in the proportion of respondents satisfied with Genesis Place (88% versus 78% in 2008), including a significant increase in the percentage of respondents that provided a rating of very good (52% versus 38% in 2008).



In 2009, the proportion of respondents satisfied with the Public Library remained comparable to the previous survey year (80% versus 79% in 2008).



79% rated outdoor recreation facilities as good or very good, up significantly from 72% in 2008. One-quarter (25%) of respondents provided a rating of very good, up significantly compared to 19% in 2008.



Satisfaction ratings for the Bert Church Theatre remained unchanged from 2008 (69%).

  

More than two-thirds (68%) of respondents rated Twin and Plainsmen Arenas as good or very good, up significantly from 62% in 2008.



Impact Analysis 
Overall Satisfaction versus Importance
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Importance versus Satisfaction



 

“Primary area of improvement” included:
• Winter snow and ice control (Public Works Services in 2008); 

and
• Recycling programs.



 

“Key Strengths” included:
• Emergency Services;
• RCMP;
• Garbage collection;
• Outdoor Recreation Facilities;
• Genesis Place Recreation and Wellness Centre; and
• Parks, pathways & open spaces.
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OTHER CHANGES OF NOTE



The division of Public Works into summer road maintenance and winter snow and ice control, has resulted in winter snow and ice control occupying the primary challenge quadrant with the lowest performance rating out of all services, while summer road maintenance represents a less important challenge. 



Outdoor recreation facilities had a sizeable decrease in performance rating, but a slight increase in importance rating moved it from bordering the primary strength quadrant to being fully within the quadrant.



Compared to 2008, Genesis Place Recreation and Wellness Centre had a slight increase in importance rating relative to the mean importance rating, and sizably increased its performance rating, resulting in movement away from the border of the primary success quadrant and so that it now fully occupies the quadrant.  



Bert Church Theatre also had a decrease in respondent performance rating and a sizable decrease in importance rating. The Theatre has moved from the less important but successful quadrant and now borders the less important challenge quadrant, sitting slightly on the challenge side.�



Off-Peak Transit Alternatives
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Would you be willing to share a cab ride with another Airdrie 
resident during off-peak times as opposed to a bus?
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Question: Would you be willing to share a cab ride with another City of Airdrie resident during off-peak times as opposed to bus?



More than half (56%) of respondents said they would be willing to share a cab and 31% indicated they would not.



Those that would not, were unsure or have other factors impacting their willingness to share a cab with another resident (n=193) were most frequently concerned about safety, including:

32% reported that buses are safer and that they do not want to travel with strangers in a cab;

29% commented that they don’t use buses OR cabs and that instead they walk or have a vehicle.

14% Prefer buses over taxis, would prefer improved service or increased bussing to Calgary.



Possible incentives mentioned by respondents to make this option more appealing include:

Some form of reduced cab fees or subsidized cost (14%);

If it were faster or more convenient and there were shorter waiting times for taxis (7%); and

The ability to choose fellow passengers or increase safety (5%).



5% of respondents mentioned the option is already appealing and that is seems cost effective.

12% of respondents reported there was nothing that could be done or that they dislike the idea in general.





Support for the Increase of Property Taxes 
to Provide Enhanced Snow and Ice Control
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Question: The City of Airdrie is seeking input in regards to the current Snow and Ice Control Policy. Do you feel that the current level of service is sufficient or would you support increased property taxes (e.g. $75-$100 per year) to provide an enhanced level of Snow and Ice Control? For illustrative purposes, this would allow the removal of snow from all residential roadways in the City once per winter. 



Over half (53%) of the respondents indicated that the current level of service is sufficient, while 33% support the increase. 



Respondents that were unsure or have other factors impacting their support of the property tax increase to enhance snow and ice control (n=71) provided the following reasons:

 Current service needs to improve / budget better / more qualified drivers (36%);

 Would have to remove snow more than once a year / don’t waste on first snow falls (19%); and

 It is not possible to predict snow fall / when / amount (9%).
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In terms of the statement: “Overall, I consider my community a safe place to live,” over sixty percent (63%) of respondents strongly agreed, which was comparable to the 2008 survey year.  Thirty percent (30%) somewhat agreed with this statement, resulting in 93% of respondents agreeing



The vast majority of respondents either strongly (83%) or somewhat agreed (12%) with the statement: “I feel safe walking alone in my neighbourhood during the day.”



Three-quarters of respondents (77%) either strongly (44%) or somewhat (33%) agreed with the statement: “I feel safe walking alone in my neighbourhood after dark.” Sixteen percent of respondents (16%) of respondents indicated they did not feel safe walking alone after dark. 



Municipal Comparison

Overall Community Safety

Airdrie rated highest among all municipalities compared, with the average safety percentage around ninety percent. 





Tax and Service Increases
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Seventy percent (70%) of respondents said they received good or very good value for their tax dollar, similar to the 72% reported in 2008. Six percent (6%) suggested they received poor or very poor value for their tax dollars. 



Municipal Comparison

Ratings are in the forty percent range to the eighty percent range. The average percentage of respondents in compared municipalities was around two-thirds, that believed they received good or very good value for their tax dollar. Therefore, Airdrie is higher than average.







Contact with City of Airdrie
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Seventy-seven percent (77%) of respondents indicated they had contact with the City of Airdrie, a 3% increase compared with 2008.



Similar to other survey years, most respondents described their contact with a City employee as being in person (64%, a significant increase from 52% in 2008) or by phone (25%, a significant decrease from 37% in 2008) 



The most frequently noted department, or service, with which respondents said they had recent employee interaction, included:

 Recreational programs and registration (10%);

 Garbage collection information and complaints (8%);

 Paying bills or problems with a bill (6%);

 Building permit (5%); and

 Dog license and animal complaints (5%).
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Question: Thinking of your latest contact with the City of Airdrie, how would you rate the customer service you received?  



Most respondents (84%) stated that they received either good or very good service from City of Airdrie employees. There was a significant increase in the proportion of respondents that provided a rating of very good (54% versus 44% in 2008).



Municipal Comparison

The ratings were very similar to the ratings received by the City of Airdrie, with all ratings being in the eighty percent range. 
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Next: Respondents were then asked to indicate if service was better than they expected, about what they expected or worse than they expected.



Similar to the results from previous years, most respondents stated that the customer service they received was about what they expected (64%). This year saw a significant increase in the proportion of respondents that received better than expected service (28% versus 21% in 2008). 
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Respondents rated City of Airdrie Employees on a number of performance measures:

 95% stated City staff were polite (comparable to 92% in 2008);

 86% said staff provided reasonable response times (comparable to 84% in 2008); and

 85% indicated staff were knowledgeable (down 4% compared to 89% in 2008 and its lowest level since 2003).
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87% agreed staff were able to refer them to the correct department or person, a 4% increase from the previous survey year (83%);

81% agreed staff were able to complete business in a single call. This represents an increase compared to 2008 (77%); and

80% of respondents agreed City of Airdrie staff were willing to take action, which was comparable to 2008 (79%).
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79%

77%

89%

84%

83%

92%

80%

81%

85%

86%

87%

95%

0% 20% 40% 60% 80% 100%

Willing to take action

Single call

Knowledgeable

Reasonable time

Referred correctly

Polite

Those who agreed overall

2009 2008
n=311                                                           
Base: Respondents who interacted with City within the last six months and who had an opinion 
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The following figure summarizes each employee attribute investigated, and outlines the proportion of respondents, in 2009, who either strongly or somewhat agreed with each service aspect. 



Ninety-five percent (95%) stated City staff were polite (comparable to 92% in 2008);

Eighty-seven percent (87%) agreed staff were able to refer them to the correct department or person (up from 83% in 2008)

Eighty-six percent (86%) said staff provided reasonable response times (comparable to 84% in 2008);

Eighty-five percent (85%) indicated staff were knowledgeable (down from 89% in 2008);

Eighty-one (81%) agreed staff were able to complete business in a single call (up compared to 77% in 2008); and

Eighty percent (80%) of respondents agreed City of Airdrie staff were willing to take action, comparable to 79% in 2008.



Municipal Comparison

Respondents generally provided high satisfaction ratings in these categories, which were comparable to results of the Airdrie survey.  Two communities did, express less satisfaction with their cities employee’s speed of response to problems and inquiries than did Airdrie. 



Normally we see these results in the tourism industry
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Most respondents stated that the City website (80%), newspapers (79%), and brochures in the mail (67%) would be either very or somewhat effective ways of receiving information, followed by Airdrie Today  E-newsletter (54%) Reader boards and community signs (52%).



Respondents indicated their main sources of getting information on City services were*: 

City Website (73%);

Telephone Book (20%); 

Call Centre (12%); 

Newspapers (9%);

“In the City Guide” (9%); and 

Go to City Hall (9%).

�*Based on total mentions
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The majority of respondents (52%) preferred doing business at City Hall on a Saturday.



Respondents were also asked what would be the most convenient time of day for them to do business City Hall:

 Morning (8:30am to 12 noon) (50%);

 Afternoon (1:00pm to 4:30pm) (27%);

 Evening (4:30pm to 8:00pm) (13%); and

 Lunch hour (12noon to 1:00pm) (6%).





Web versus In-person Service
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When respondents were asked whether they would prefer to do their business on the web if the services were available online, or in-person, the majority (62%) preferred using the web.



Respondents that had other factors impacting their decision (n=27) provided the following reasons:

 Depends on the service / if it can be done online (64%);

 If currency was being exchange / had to pay (14%);

 Would use both online and in-person (11%); and

 Depends on my schedule (9%).



Citizen Satisfaction Index

• 3.83 out of 5
• Based on the mean rating for:

• Managing Affairs of the Community;
• Managing Community Growth and Development;
• Quality of Services Provided; 
• Efficiency in the Provision of Services; and 
• Value for Tax Dollar.

Presenter
Presentation Notes
Similar to previous survey years, an overall citizen satisfaction index has been calculated. The index has been derived based on the mean rating for Managing Affairs of the Community, Managing Community Growth and Development, Quality of Services Provided, Efficiency in the Provision of Services, and Value for Tax Dollar.



While 3.83 is a slight increase compared to 2008, it is the second highest measure to be achieved in Airdrie 



Index ratings for other years:

2008: 3.81

2007: 3.86

2006: 3.66

2005: 3.76

2004: 3.70

2003: 3.74

2002: 3.70



Questions?
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