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Recommendation

That Council receive this report and attachments for the Corporate Record.
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-l Highlights

Calgary remains on par or higher for
the majority of measures in national
municipal benchmarking.

While Calgarians’ trust has
waned slightly, a majority remain
generally satisfied with the way
The City is being run.
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While Calgarians continue to seek
consistent service delivery

and value, many also question the
value they receive for their tax dollar.

Calgarians are growing more
concerned about quality of life and
the future of Calgary.
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Calgary |#& Highlights: Quality of life

Quality of Life Measures % Agree

=@-Quality of life is good =@-=Calgary is a great place to make a life =o-Calgary is a great place to make a living

ok 83%
o
5 L T9% 9% 80% 80%

52%
Spring Fall Spring Fall Spring Fall Spring Fall Spring Fall Spring Fall Spring
2018 2018 2019 2019 2020 2020 2021 2021 2022 2022 2023 2023 2024
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Most important issues for Calgarians

Change
Fall 2023-Spring 2024

Eﬂg‘ 290/0 Infrastructure, traffic and roads +1 %

S 240/0 Homelessness, poverty and affordable housing -70/07

w1l

220/0 Crime, safety and policing -50/07
) 0 | +2%a
U Dg 1 7 /0 Transit 0

S 16% Economy +5% 4

ISC: Unrestricted 2024 Spring Research Results C2024-0487



Community safety and wellbeing

While most Calgarians believe Calgary is safe overall,
only a minority believe crime in their neighbourhoods
has increased.

**

i 0/ Think Calgary is safe
N
§ 73 /0 overall*.

540/ The City is doing a good
0 job of addressing safety
issues in Calgary*

41 0/0 Crime in my neighbourhood during the past
three years has increased*

*Source: 2024 Perspectives on Calgary: Safety Survey

- _ . - 4
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Housing

While a majority see both housing affordability and
affordable housing as issues, around two-thirds believe
rezoning will make it easier for Calgarians to live in
communities that meet their needs.

92(y Agree housing affordability (the amount a
0 household pays for housing in relation to their
total income) is an issue*

85% Agree the availability of affordable
housing (housing projects that are often
subsidized by government or other
agencies) is an issue*

64(y Agree rezoning will make it easier for Calgarians
0 °e - | °
to live in communities that meet their needs

*Source: 2024 Perspectives on Calgary: Housing & Rezoning Survey
7
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Downtown

While around one-half say downtown is a desirable
destination for leisure time, they acknowledge a
primary motivation to go downtown is to be entertained
though many cite safety concerns as a barrier.

530/ Rate downtown as a desirable destination for
O their leisure time*

860/ Say the reason they would choose to go
O gJowntown is to be entertained and have fun*

82(y Agree the Event Centre will improve vibrancy
0 inthe area™

580/ Say safety concerns influence their decision
0 {0 visit downtown*

*Source: 2023 Perspectives on Calgary Survey: Downtown

**Source: 2024 Perspectives on Calgary Survey: Omnibus
8
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AL/

Calgary |#3¥

Climate

- Many agree climate change is real, that its effects will do
some harm to them, and that The City should do more.

67(y Agree the effects of climate change will harm
O them personally at some point in their lifetime.

Agree climate change is a real issue that is
66% affecting the quality of life of Calgarians
every day.

62% Agree The City should do more in the fight
against climate change

ISC: Unrestricted 2024 Spring Research Results C2024-0487 9



C2024-0487
Attachment 1

Climate, continued

Majority agree the quality of Calgary’s environment is good and, while satisfied with the job The City is
doing to protect the environment, would like to see more action.

92%Y 81%" 71%"

Agree the quality of Satisfied with the job Satisfied with The City’s
Calgary's environment (air, The City is currently programs & services aimed at
water and land) is ‘very doing to protect the helping Calgarians reduce their
good’ or ‘good’ environment environmental impact
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Transit

While a solid majority are satisfied overall with bus and
CTrain service, only one-half feel safe on the CTrain

740/ Users feel a sense of safety and
O security when riding on Calgary Transit buses.*

7 20/ Users satisfied overall with Calgary Transit
O  CTrain service.*

690/ Riders satisfied overall with Calgary Transit
O bus service.*

57(y Users feel a sense of safety and
0 security when riding on Calgary Transit
Ctrain.”

*Source: 2024 Q1 Transit Tracking Survey
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Social Equity

While a majority agree The City fosters an
environment that is inclusive and equally accessible,
less than one-half agree it delivers programs and
services that remove barriers.

62(y v Agree The City fosters a city that is inclusive
0 and accepting of all.

v
5 4(y Agree The City strives to create a city that is
0 equally accessible for all Calgarians, no matter
their physical ability.

46(y Agree The City delivers programs and services
0 that remove barriers to participation for
Calgarians who need it the most.

-
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Event Centre

A majority agree the Event Centre will be good for
Calgary's local economy and sports teams, while
drawing more entertainment opportunities to the city.

850/ Agree the Event Centre will be good for
0 Calgary’s tourism industry

82(y Agree the Event Centre will be good for
0 Calgary’s local businesses

86(y Agree the Event Centre will be good for
0 Calgary's sports teams

86(y Agree the Event Centre will draw more
O entertainment opportunities to Calgary

*Source: 2024 Perspectives on Calgary: Issues Survey
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Perception of the Economy

Around one-half rate Calgary’s economy as ‘good,’ and
agree we are attracting enough investment from outside
the province.

48(y Rate the current economic situation in
0 Calgary as ‘good.’

49% Confident The City will work with businesses
and other levels of government to find the best
solutions to help our city through this economic
recovery

470/ Agree Calgary is attracting enough
0 investment from outside the province to help

our economy

41 % Agree The City is taking appropriate measures
to help our city through this economic recovery.

*Source: 2024 Economic Perspectives Wave 1
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Value for taxes
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Perceived value for tax is down, marking the lowest level recorded across

historical data

Perceived value of taxes

59% 57%

=@-Good value
=@=Poor value

M/ *
()
0

16% 19%  sor 17% 150, 17% 16% 17% 16% °7° 20%

12%
Spring Fall Spring Fall Spring Fall Spring Fall Spring Fall Spring Fall Spring
2018 2018 2019 2019 2020 2020 2021 2021 2022 2022 2023 2023 2024
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Calgary's perceived value
for taxes is 2% higher than
the average of other
major municipalities*

* 2023 Municipal Benchmarking Survey
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Lkl Balancing taxes

Calgarians are equally divided when it comes to balancing taxation and service
delivery

Balancing taxes and service delivery

o Increase taxes beyond )
5% 55% 54%, 55% current inflation rate — to 8% V

52% 53% 52% ; Increase taxes
48% () 50% 48% () 50% 48% expand services N (NET):
489 Increase taxes at current 48%
° o 45% o 45% 46% inflation rate — to maintain _ 40% A
43% 41% 44% ° 4% 39% 43% 39% 39% 39% ° services at current levels -

Cut services — to maintain

-8—|ncrease taxes tagtjlré?/re]tl 24% Cut services:
—a—Cut services 5 (NET):
46%

Cut services further — to

reduce taxes 22%

o000 oo o oo O Or— — o I o e o< B
C~— ~ C~ ~ (e q\] (9] [eq\] AN (e q\| (9] [eq\] AN [eq\|
O O TOo o co O O o O O o o o
oN N o N oN N oN N oN N oN N oN
© © © © © ©
L (I L L T L None 6% V¥
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Perception of services

Overall satisfaction with services has slipped as have perceptions of customer

service
Overall satisfaction Customer service
with services
83%
) 81%
) & & - °
s 8
78
63% |
% satisfied with overall 68% ¥

level and quality of

services and programs
provided by The City =@-The quality of customer service from The City is consistently high

=@-The City of Calgary makes customer service a priority

*
wd 6%
% Spring Fall 2018 Spring Fall 2019 Spring Fall 2020 Spring Spring Spring Spring
{ " f 2018 2019 2020 2021 2022 2023 2024
i

* 2023 Municipal Benchmarking Survey
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Importance vs. satisfaction grid

Primary opportunities Primary strengths
100% ! = -
! [ |
S e l Snow clearing |
i Not illustrated on . E u -
' graph: Affordable | ! L H [
i housing (38%0 | B Social services ! |
: sa::zf::rttu::égf % i Bylaw education & compliance services | [ B -
i i Streets H B Municipal elections 1 : = bri Strenath
______________ ] , ; ; ; rimary Strengths
Development approvals i Neighbourhood 0 Sidewalks & pathways including are labelled on the
o ﬁ supports City ' building and repairing next slide
§ City planning & policy services- “-Property assessment communications :
= 90%\ - - EIC —————————————————————————————————————————————————————————————————————————————— R l T Tt P Sy R L b
o} . . . M Recreation facilities Librarv services
=3 Public transit Recreation programs Environmental management services Y

N Community strategy services
Citizen engagement and research _\

=

l Records management
Land development and sales

(1

M Green cart service

M Business licensing

Real estate i
Property tax payment admin |

Downtown revitalization Specialized transit servicesj
Economic development and tourism Not illustrated on
graph: Taxis,
limousines &

M Arts and culture

Not illustrated on M City of Calgary website

graph: Parking
and enforcement
(65% satisfaction,
73% importance)

1

1

1

i vehicles-for-hire (87%
satisfaction, 65%
! importance); City
' cemeteries (91%

: satisfaction, 70%
1
1

M Appeals and tribunals

importance)
M Pet ownership & licensing ~‘
75%
60% Secondary opportunities 82% Secondary strengths 100%

Satisfaction
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Primary strengths

Importance vs. satisfaction grid: primary strengths

100%

©
O
C
o
=
o
o
£

90%

Building safety - approvals g
and inspections

MW Urban forestry

B Sidewalks & pathways

Calgary Fire Department emergency response!
Calgary 9-1-1 1

Water treatment and supply B B Wastewater collection and treatment

M Black Cart
B Emergency management & business continuity

M Parks and open spaces B Stormwater management

M Waste and recycling services
M Fire inspection & enforcement

311 service l] Bu€ cart recycling

M Fire safety education

82%
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M Investment in City programs and services
Invest more increases: Spring 2023 — 2024

Calgary |%s*

Invest More Change
Spring 2024 — Spring 2023

B More EBSame I Less

Water treatment and supply, including clean, safe

drinking water +14% N

Social services for individuals such as

seniors or youth 5% +10% M

Parks and open spaces 4% +6%

Real estate that handles City transactions for

sustainable land management 11% +6%

Economic development and tourism 15% +5%

Data labels <3% are not shown

Q. Do you think The City should invest more, less or the same amount on this service? A Statistically higher/lower
Base: Valid respondents (bases vary) than spring 2023
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M Investment in City programs and services
Invest more decreases: 2023 - 2024

Calgary |%s*

Invest More Change
Spring 2024 — Spring 2023

mMore mSame mlLess

Sidewalks and pathways including building and 42%\ 6% 14% 4,
repairing

Calgary 9-1-1 “13% 4
Appeals and tribunals 15% 10% 4
Emergency management & business continuity
services, including emergency management and 5% 10%
disaster planning and response
Bylaw education & compliance services that develop, o o
maintain, and enforce municipal bylaws in Calgary 10% 6%V

Data labels <3% are not shown

Q. Do you think The City should invest more, less or the same amount on this service? A Statistically higher/lower
Base: Valid respondents (bases vary) than spring 2023
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Calgary

Trust and City performance

C2024-0487
Attachment 1

The cultural shift to declining trust in government is reflected in Calgary's trust

measures

Trust in The City

38%"

(trust a great deal +
somewhat)

*
o]
QUE

o s .

v >
7
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% Agree

59%

48%

61%

2024 Spring Research Results C2024-0487

Satisfied with the way The City of Calgary's 5
municipal government, including Council
and Administration, is going about running

our city

The City of Calgary manages its spending in a
responsible way that reflects the needs and priorities

of Calgarians

The City of Calgary practices open and

accessible government

* 2023 Municipal Benchmarking Survey

22
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Future outlook

Calgarians continue to feel uncertain about the city's future

% Agree Future of Calgary
84% (% Agree)

16% s T4k Lo

Economy in Calgary will 65% v
be stronger in the next
six months*

58%

City Council and City

61%

53% 53%

50% 27 49% 49%

50%

38% 38%

Administration work Spring Fall Spring Fall Spring Fall Spring Fall Spring Fall Spring Fall Spring
collaboratively to make the 2018 2018 2019 2019 2020 2020 2021 2021 2022 2022 2023 2023 2024
best possible decisions for the

future of Calgary =@-Calgary is on the right track to be a better city 10 years from now

=@-=Calgary is moving in the right direction to ensure a high quality of life for future generations

w . .
ISC: Unrestricted 2024 Spring Research Results C2024-0487 2024 Economic Perspectlves Survey



ISC: Unrestricted

Recommendation

That Council receive this report and attachments for the Corporate Record.
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Reports can be found at: Calgary.ca/CitizenSatisfaction

For further information, please contact:
Corporate Research Team
research@calgary.ca

2024 Spring Research Results C2024-0487
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https://www.calgary.ca/research/citizen-satisfaction.html
mailto:research@calgary.ca
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