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How satisfied are your citizens with municipal
government performance and services?

Citizen satisfaction surveys are one of the most effective tools
local governments have for understanding citizens’
satisfaction levels, needs, concerns, and priorities. These
surveys provide a scientific form of public consultation that
ensures municipalities hear from the entire public rather than
just a vocal minority. In addition to assessing the overall pulse
and mood of the community, these surveys can also be used
to help make strategic decisions around long-term planning,
priority setting, budgeting, and issues management.

Ipsos Reid’s Citizen Satisfaction syndicated research study
examines your citizens’ perceptions of their community and
municipal government performance and then puts these
into context by comparing them to those seen in other
Canadian municipalities.

Survey Topics
Key topics covered in the Citizen Satisfaction syndicated
study include:

e Top-of-mind local issues;

* Quality of life;

e Perceptions of staff and Council;

e Satisfaction with municipal services;

e Perceived value for taxes and preferred funding
options; and,

e Communication and information needs.

In addition to the topics listed above, this year's survey will
also include two optional modules that target key areas
of concern:

* Customer Service: What percentage of citizens have
contacted their local municipality in the last 12
months? Why are citizens contacting their municipality?
What communication channels are citizens using for
this contact? How satisfied are citizens with the
customer service they receive during these interactions?

* Community Safety: What do citizens see as the
biggest crime and personal safety issues facing their
community? How safe do citizens feel in their
community? How have perceptions of safety changed
over the past five years?

Normative Comparisons

In addition to looking at your overall results, Ipsos Reid
believes that one of the best ways to understand how well
your municipality is performing is to compare your results
to those of other Canadian municipalities. As part of the
final deliverables for participating in this syndicated research
study, Ipsos Reid will compare your municipality’s results
to our database of municipal norms for key questions. This
will provide valuable context, added insight, greater depth
of analysis, and benchmarks against which to evaluate
your performance.

Research Methodology

A syndicated study is to research what a car pool is to
commuters — it's a shared vehicle with shared costs. In a
syndicated study, subscribers share the cost of data
collection for the set of core questions. Thus, the report
cost is only a fraction of what it would have been if a
custom study had been done just for you.

For Ipsos Reid’s Citizen Satisfaction syndicated research
study, we will conduct a telephone survey of 300 citizens
aged 18 years or older in each municipality that decides to
participate in the research. This will provide overall results
that are accurate to within £5.7% (19 times out of 20) and
will also allow for analysis by key demographic subgroups
such as age, gender, etc.

To keep the costs low, the same core questions (topics
outlined above) will be asked in all municipalities. However,
there is also an opportunity to add custom questions or
increase the number of interviews for an additional charge.
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Your municipality’s individual results will not be shared with
other municipalities, although the results will be incorporated
into the overall normative score for comparative purposes.

Deliverables

All subscribers to the Citizen Satisfaction syndicated study
will receive:

e Tele-consulting with Ipsos staff on how to customize
the study for your municipality (custom questions,
booster samples)

e PowerPoint slides of the results

e Detailed Tables (Excel) with cross-tabulations of the
major demographics

e Access to Ipsos Reid’s municipal norms, where appropriate
* In-person presentation of findings (travel billed extra)

Subscription Options and Pricing
(excluding taxes)

Core Subscription: $6,900

Customer Service Module: $1,500
(only available with core subscription)

Community Safety Module: $1,500
(only available with core subscription)

Custom Questions:
Close-ended Questions: $900 per question
Open-ended Questions: $1,400 per question

Increasing the Sample Size:
$25 per additional interview

Schedule
Deadline to confirm participation April 25

Deadline for custom questions  April 30
Data Collection May 7-17
Results available Mid-June

*The study will proceed only if there are a sufficient number of subscribers.
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About Ipsos Reid’s Municipal
Affairs Practice

Ipsos Reid is Canada’s leader in Municipal Affairs research.
Our municipal research team has a wealth of experience
conducting research on behalf of municipalities across
Canada, placing them among Canada'’s foremost experts in
municipal survey research. Our cross-jurisdictional
experience provides municipalities with tremendous added
value and means that we can help put results in context by
offering comparisons to other municipalities.

In a typical year, our team conducts, designs and oversees
research for more than 50 different Canadian municipalities
coast-to-coast. Our experience is broad based and includes
research on parks and recreation, public policy issues,
financial planning, strategic planning, quality of life, and
citizen satisfaction surveys.

About Ipsos Reid

Ipsos Reid is Canada’s largest, best-known, and most
trusted marketing and public affairs research company.
Ipsos member companies offer expertise in advertising,
customer loyalty, marketing, media, and public affairs
research as well as forecasting, modeling, and consulting.
Ipsos has a full line of custom, syndicated, omnibus, panel,
and online research products and services, guided by
industry experts and bolstered by advanced analytics
and methodologies.

Visit our website at www.ipsos-na.com

Contact Information
For more information, please contact:

BC Ontario & Atlantic Canada
Catherine Knaus Jennifer McLeod Macey
Associate Vice President Associate Vice President
778.373.5131 416.324.2101

catherine.knaus@ipsos.com jennifer.mcleodmacey@ipsos.com

Alberta, Saskatchewan Quebec

& Manitoba Mark Wilkins
Jamie Duncan Vice President
Associate Vice President 514.904.4360

403.294.7385
jamie.duncan@ipsos.com

mark.wilkins@ipsos.com
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